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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 media
which may include product information, subscription or service
descriptions, 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.
Please refer to your agreement with Avaya 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 the product(s) was purchased from an
authorized Avaya channel partner outside of the United States and
Canada, the warranty is provided by said Avaya Channel Partner and
not by Avaya.

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

the foregoing limited warranty may not apply but You may be

entitled to support services in connection with the Hosted Service

as described further in your service description documents for the
applicable Hosted Service. Contact Avaya or Avaya Channel Partner
(as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN

AVAYA HOSTED SERVICE SUBSCRIPTION FROM AVAYA OR

AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS
OF USE FOR HOSTED SERVICES ARE AVAILABLE ON THE
AVAYA WEBSITE, HTTPS://SUPPORT.AVAYA.COM/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 Global Software License Terms (“Software License Terms”)

are available on the following website https://www.avaya.com/en/
legal-license-terms/ or any successor site as designated by Avaya.
These Software License Terms are applicable to anyone who
installs, downloads, and/or uses Software and/or Documentation. By
installing, downloading or using the Software, or authorizing others to
do so, the end user agrees that the Software License Terms create
a binding contract between them and Avaya. In case the end user is
accepting these Software License Terms on behalf of a company or
other legal entity, the end user represents that it has the authority to
bind such entity to these Software License Terms.

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, 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. Unless
otherwise stated, 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

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

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 (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 FOR H.264 (AVC) ANDH 3 (HEVC)
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.
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Compliance with Laws

You acknowledge and agree that it is Your responsibility to comply
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, please contact your Avaya
Sales Representative.

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

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

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 Cloud Service notices and articles, or to report a

problem with your Avaya Product or Cloud 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.
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Chapter 1: Introduction

Purpose

This document provides a technical description of Avaya Experience Platform™ Public Cloud. It
describes the solution components, features, interoperability, and licensing requirements.

This document is intended for sales engineers, business partners, solution architects, and
implementation engineers.

Change history

Issue Date Summary of changes

63 February 28, 2025 Added note about withdrawal of X (Twitter) messaging integration
support at Hybrid Voice overview on page 32.

62 January 22, 2025 Metadata updates for Doc Center

61 January 14, 2025 Minor updates for 3.2.1 closure

60 October 22, 2022 Updated information about typing notifications at:
» Messaging on page 38
» Messaging channel capabilities on page 40
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Chapter 2: Overview

Avaya Experience Platform™ Public Cloud overview

Avaya Experience Platform™ Public Cloud solution overview

Avaya Experience Platform™ Public Cloud is a multi-tenant contact center cloud solution running
on the Microsoft Azure public cloud platform. Avaya Experience Platform™ Public Cloud has an
open, API-first architecture that enables you to customize and integrate the solution into your
existing infrastructure. Several services are available in the Avaya Experience Platform™ Public
Cloud cloud solution, that offer:

» Automated and assisted routing of voice, email, chat, and messaging channels

» Al noise removal that removes noise from both agent and customer’s end irrespective of the
calling device used at both the ends.

 Centralized administration of all contact center resources using Application Center
* Real-time and historical reporting and analytics

* Visualized customer journey tracking across multiple channels

» Avaya Workspaces, a browser-based application for agents and supervisors

Avaya Experience Platform™ Public Cloud is a cloud solution with a subscription model. You can
purchase features and agent licenses to meet your solution requirements and quickly scale up or
down your operations as necessary. New features become available to you as soon as they are
released. You do not need long maintenance windows to upgrade your solution.

Avaya Experience Platform™ Public Cloud architecture
The key aspects of Avaya Experience Platform™ Public Cloud architecture are the following:
» A shared multi-tenancy model across the solution
» Horizontally scalable services, accessible by API
» Advanced automation with a single queue across all channels
» Large scale and high availability (HA) as a central aspect of the solution architecture

» Zero-downtime upgrades, where the HA model for all services minimizes the impact on
contact center operations

Multi-tenancy is a fundamental part of the Avaya Experience Platform™ Public Cloud data
architecture. Every event, entity, and configuration in Avaya Experience Platform™ Public Cloud
is associated with an organization, which provides data partitioning at an account level. Avaya

February 2025 Avaya Experience Platform™ Public Cloud Solution Description
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Avaya Experience Platform™ Public Cloud overview

Experience Platform™ Public Cloud works with Avaya and other third-party products. These
products can have their own multi-tenancy architecture and implementation.

Figure 1: Avaya Experience Platform™ Public Cloud architecture
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Related links
Introduction - Avaya Experience Platform™
Describing Avaya Experience Platform™ Resources and Features
Overview - Avaya Experience Platform™
Solutions Integrated with Avaya Experience Platform™

Avaya Experience Platform™ Public Cloud solution components

Avaya Experience Platform™ Public Cloud consists of the following main components. Each
component is comprised of services that provide specific functionality for the solution:

» Avaya Workspaces: Avaya Workspaces is a browser-based application through which
contact center agents can handle inbound customer interactions. Supervisors can also use
Avaya Workspaces to view reports, or design and use customized layouts and widgets on the
user interface.

 Application Center Administration: Application Center Administration is a browser-based
unified management application providing a single administration experience across the
solution for multiple platforms and users.

« Analytics for Avaya Experience Platform™ Public Cloud: Analytics for Avaya Experience
Platform™ Public Cloud is a browser-based reporting platform that uses measure definitions
to map generic contact center events across all channels. Analytics for Avaya Experience
Platform™ Public Cloud provides separate real-time and historical interfaces to view
operational metrics.

* Messaging and Digital: Messaging and Digital provide services that manage routing and
control of digital interactions. You can configure business rules for managing routing based
on customer and interaction data. The digital pre-routing service makes this data available to
Orchestration workflows to enhance the solution routing capabilities.

* Voice: Voice provides services that manage routing and control of voice interactions. You can
configure how the contact center routes voice calls by assigning a queue and base attributes

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 10
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Overview

to each DNIS. To further enhance the intelligent routing capabilities for your voice calls, you
also select the Orchestration workflow to trigger for each phone number.

» Orchestration: Orchestration provides a graphical tool account administrators can use to
create workflows to manage how interactions route through the contact center according to
business needs.

» Automation: Automation works in conjunction with Orchestration to collect additional
interaction data and provide self-service treatments to customers.

» Customer Journey: Customer Journey maps a customer’s journey across self-service and
assisted service channels, and stores related data for each customer interaction. Agents
and supervisors can use Avaya Workspaces to view a visual representation of a customer’s
interactions.

« Assisted services: Assisted services provides an assisted routing experience for the contact
center, using a channel-agnostic queue. Assisted services uses attributes to match callers
with the best resources, based on the call data and resources available.

After you purchase Avaya Experience Platform™ Public Cloud, an Avaya system administrator
creates your account. Avaya Experience Platform™ Public Cloud provisions your account with
default data during account creation, which you can use to quickly configure contact center
resources and start routing interactions.

You must synchronize all your Avaya Experience Platform™ Public Cloud supported devices with a
Network Time Protocol (NTP) server.
Related links
Avaya Workspaces
Application Center (Administration, Orchestration and Automation)
Analytics for Avaya Experience Platform™ Public Cloud
Voice and Digital Services
Customer Journey
Overview - Avaya Experience Platform™ Public Cloud
Solutions Integrated with Avaya Experience Platform™ Public Cloud

Avaya Experience Platform™ Public Cloud cloud architecture

Avaya Experience Platform™ Public Cloud is hosted on the Microsoft Azure cloud platform. Avaya
Experience Platform™ Public Cloud runs on Azure Kubernetes Service (AKS) clusters. AKS
handles the management of the platform, which significantly reduces oTEerationaI overhead. Avaya
manages the AKS clusters on behalf of all Avaya Experience Platform ~ Public Cloud customers.

All Avaya Experience Platform™ Public Cloud services are deployed on multiple AKS nodes, and
these AKS nodes form an AKS cluster. An AKS cluster can also contain multiple Availability Zones
(AZ), which can contain one or more physical data centers.

All Avaya Experience Platform™ Public Cloud services are part of an Active-Active deployment
within their cluster, which means if there is a local failure it does not impact service. This
deployment model allows upgrades to happen with no downtime.

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 11
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Application Center overview

Application Center is a management interface that provides a single administration experience
across the solution. The core administration services of Avaya Experience Platform™ Public Cloud
are available to configure in Application Center.

n Application Center JAN @v
N

Welcome admin admin,

You have access to the following applications
Administration Audit Trail Historical Reporting
End-to-end configuration of your Date and time-stamped records of View and analyze contact center data
entire contact center events that involve user actions through historical interaction
dashboards and dossiers
olo s
Orchestration Proactive Outreach - Preview Dialing Social Connections
Configure and manage your Configure and manage Proactive Social Connections
workflows to run your contact center Outreach - Preview Dialing
Workstream Automation o
Create flows for automation,
treatment and survey scenarios (]

Figure 2: Application Center dashboard

You can use Application Center to manage your contact center. The Application Center dashboard
has links to the Application Center Administration, Avaya Workspaces, Audit Trail, Orchestration,
Automation, and Analytics for Avaya Experience Platform™ Public Cloud applications and
interfaces, providing a consistent user experience across the solution. Application Center
Administration provides a navigation menu to configure different aspects of the contact center.

Application Center has a persona-based login, and configuration is done at the system and
account level. Avaya handles system level configuration. When you initially log in to configure your
contact center, you log in as an account administrator. Account administrators manage entities
that are specific to their account. Some initial default configuration exists in Application Center
Administration after you first log in with the account administrator credentials Avaya provides. For
example, the channels you purchased are enabled, and connectors are configured. Application
Center Administration supports a range of other roles, such as supervisors and reporting users.

Application Center is based on industry standards and conforms with Section 508 standards.

Related links
Getting Started with Administration Center
Application Center (Administration, Orchestration and Automation)
Launching Verint Workforce Engagement
Using Audit Trail
Administering Avaya Social Connections
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Application Center Administration overview

Application Center Administration is a management interface where you configure all your contact

oo @~

center components, such as organizational data, templates, and users.

n Administration

@

® B B ® B %

x®

>l

In Application Center Administration, you can configure the following tabs:

Home

Account

Business Rules

Channels

Contact Center

Customer Journey

Element Inventory

Groups

Templates

User Management

Workspaces

<

<

Home x

Welcome to Avaya Experience Platform™ Administration Portal

© Chat

Register chat providers, chat-bot
applications and similar chat services to
route session based chats to the
contact center.

(2 Messaging

Get unique Integration IDs and API keys
for clients on i0S, Android and Web
platforms to send and receive
messages to your business.

1 Email

Manage email accounts that send and
receive emails.

View Email Accounts

%, Voice

Configure phone numbers for inbound
calls and receive calls to your business

Overview

Avaya Experience Platform™ is a hassle-
free, always-on contact center that delivers
a comprehensive, integrated, and open

architecture with scalability, security and in-

depth analytics across the customer
Jjourney for a simple and flexible cloud
experience.

Avaya Experience Platform™ makes it easy
for your organization to deliver an
effortless customer experience across
different channels and devices while
helping you maximize employee and team
performance.

Help links

* What's new in Avaya Experience
Platform™

* All documentation for Avaya Experience
Platform™

Learn more about Administration

Learn more about Orchestration
Learn more about Automation

Figure 3: Application Center Administration Home page

* Home: quick access to the configuration of chat, email, and voice channels, profiles, and

users.

Account: configuration of the organizational data, including the multilevel hierarchy of
locations, departments, and teams.

Business Rules: management of business rules to collect data about incoming interactions

and rules to configure keywords to identify email interactions.

Channels: management and routing configurations of voice, chat, email, and messaging

channels.

Contact Center: creation and configuration of contact center resources, such as attributes,
customer identifiers, queues, reason codes, and timetables.

Customer Journey: configuration of the timeline viewer for agents to display Customer
Journey details.

Element Inventory: configuration of elements, such as Security Assertion Markup Language

(SAML) and digital chat connectors for available channels.

Groups: creation of groups that you can use to sort users and data within your contact center.
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» Templates: creation of templates that agents can use to improve efficiency and simplify the
handling of digital interactions.

» User Management: creation and management of user profiles for contact center agents and
supervisors.

» Workspaces: configuration of Workspaces Layout Manager, Screenpops, UX profiles, and
Widget Manager.

In Application Center Administration, you can use the tabs in the navigation pane to switch
between different menus.

Avaya Workspaces overview

Avaya Workspaces is a browser-based application through which contact center agents can
handle inbound customer interactions. Avaya Workspaces supports agents handling voice, email,
chat, or messaging interactions. The intuitive user interface provides features for toggling between
multiple, simultaneous interactions through different channels.

With the Single Sign-On enabled, agents and supervisors can log in to Avaya Workspaces by just
clicking on the name of the SAML Identity Provider and initiate SSO process.

Avaya Workspaces enables seamless collaboration with customers, partners, and other users
within and outside the organization. Using Avaya Workspaces, agents can access relevant
customer information in a secure and reliable manner.

Every interaction is displayed as an interaction card. Using interaction cards, agents accept,
hold, and transfer dispositions for these interactions with wrap-up information. The card displays
the priority of the interaction. The priority range is between 1 and 10. The incoming interaction
displays the queue name along with priority of the interaction. The Interaction Details widget
displays the associated attributes, queue name, and priority of the interaction.

Using interaction cards, agents can do the following:
* Receive the interaction: Accept interactions with a single click.

» Hold or resume the voice interaction: Put an active voice interaction on hold when an agent
or supervisor must attend another high priority interaction.

* Mute or unmute audio: Muting the audio prevents customers from listening to undesirable
audio.

° Note:

Agents can mute and unmute using Avaya Workspaces independently of any mute
controls on the headset or other device.

» Consult interactions: Consult another agent or a supervisor before completing a customer
query. An agent can transfer a consult call to a user or to a queue. After the consultation, the
agent can complete the consult call as a transfer or as a conference.

» Add disposition codes: Select from the configured disposition codes to add disposition to the
interaction.

» Transfer the interaction to a queue or another user: Send the interaction to another queue or
directly to another agent or supervisor.
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» Transfer to an external number: Transfer the voice interaction to a number outside the
contact center. Also, initiate transfer calls to Avaya Aura X for Avaya Cloud Office (ACO)
contacts.

» Pause and resume the call recording: Pause the call recording during an active voice
interaction to omit recording sensitive information, such as customer credit card information.
Agents can resume the call recording at any time.

Supervisors can do the following:

* Observe interactions: Supervisors can monitor ongoing interactions between an agent and a
customer to assess whether intervention is required.

The observe feature is available for chat, messaging, and voice interactions.

» Coach interactions: Supervisor can coach an agent using coach feature. To coach, the
supervisor must first observe the interaction. On the supervisor interaction widget, there is an
indicator which displays the name of the agent who the supervisor is coaching. Agents can
view the name of the supervisor who is coaching the interaction.

The coach feature is available for chat, messaging, and voice interactions.

» Barge into interactions: Supervisor can barge into an interaction to help close a sale or
interact with the customer. To barge in, the supervisor must first observe or coach the
interaction.

The barge feature is available for chat, messaging, and voice interactions.
The following features are also available in Avaya Workspaces:

» Customer Journey: Use the Customer Journey widget for a visual representation of a
customer’s interactions. An interaction with a channel visualizes every point in the customer
journey with common identifiers. The complete view of the customer journey across all
channels with common identifiers can help to facilitate informed decisions in your contact
center.

» Corporate Contacts: Use the Corporate Contacts widget to view Avaya Aura X for Avaya
Cloud Office (ACO), Avaya Spaces, and Microsoft Teams contacts and contact groups,
make direct and consultation calls to contacts, transfer customer calls, and add contacts
to the Favorites list. For the Avaya Aura X for Avaya Cloud Office (ACO) and Microsoft
Teams providers, you can also send messages to contacts and chat groups and participate
in conversations. For more information about working with corporate contacts in Avaya
Workspaces, see Using corporate contacts in Avaya Workspaces.

» Screenpops: Agents are presented with external webpages that can assist them in
completing their tasks. For example, external websites with information such as current
currency exchange rates.

» Real-time reporting: Supervisors can access the Realtime Reporting dashboard to run real-
time reports to monitor up-to-date statistics for your contact center and resources.

For accessibility purposes, Avaya Workspaces is optimized to conform with Section 508 and
WCAG 2.0 AA standards.

Avaya Workspaces provides:
+ Access to content and controls using the keyboard or mouse.
* Alternative text and labels to assist users with screen-readers.
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* A color palette that meets requirements for users with visual impairments.
Workspaces Widget Framework

Avaya Workspaces supports a custom widget framework and has various user interface
components to display different user functionality. The Avaya Workspaces widget consists of
several views based on the type of device, channel type, or user-role specific. Using Application
Center Administration, account administrators can make changes to the sidebars and layouts of
the Avaya Workspaces Widget Framework.

Account administrators can also create layouts and widgets for agents and supervisors in
Application Center Administration using the following widgets:

» Layout Manager: To change the layout of the widgets within Avaya Workspaces. These
layouts can be configured based on interaction types.

» Widget Manager: To add or remove widgets from Avaya Workspaces including custom
widgets.

» Ux Profiles: To create user profiles.

The Avaya Workspaces widget framework also provides guidelines to custom widget developers
for developing administration pages corresponding to the respective widget.

For more information about custom widgets, see Avaya Workspaces Widget Framework
Developer Documentation.

© Note:

Avaya Workspaces for Avaya Experience Platform™ Public Cloud

Tablet support: Avaya Workspaces for Avaya Experience Platform™ Public Cloud is not
currently compatible with tablet devices. You cannot install or run the application on devices,
such as iPads and Android tablets.

Fixed layout: Avaya Workspaces for Avaya Experience Platform™ Public Cloud provides a
fixed layout that is designed for maximized window with a resolution of 1920 x 1080 pixels.

Related links
Avaya Workspaces

Analytics for Avaya Experience Platform™ Public Cloud overview

Analytics for Avaya Experience Platform™ Public Cloud collects contact center events, translates
them into measures and stores them in the reporting database. With these measures, you can
create a suite of historical reports for Avaya Experience Platform™ Public Cloud, and view these
reports using the Analytics for Avaya Experience Platform™ Public Cloud web interface. There are
also a range of measures for use in real-time dashboards to provide an immediate view of the
key contact center KPIs to supervisors and Contact Center managers. You can view real-time
reporting dashboards using Avaya Workspaces.

Analytics for Avaya Experience Platform™ Public Cloud is a generic reporting platform, and is
event agnostic. The measures that the platform uses are generic.

The Analytics for Avaya Experience Platform™ Public Cloud web interface is hosted in the cloud,
and supports interactive historical dashboards, dossiers, scorecards, formatted reports, ad hoc
queries, thresholds and alerts, and automated report distribution.
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Using Analytics for Avaya Experience Platform™ Public Cloud, you can:
» Streamline contact center operations
* Reduce operational costs
* Provide enhanced services to customers
» Get insights from interactions to enhance customer experience and agent performance
+ Analyze interaction types that Avaya Experience Platform™ Public Cloud supports

Related links
Analytics for Avaya Experience Platform™ Public Cloud

Orchestration overview

Orchestration handles the workflows of all interactions that arrive in the contact center.
Orchestration includes a Designer interface, which is a graphical tool that account administrators
can use to create workflows that manage how interactions route through the contact center
according to business needs. You can define the customer journey using the Designer interface.
You can create and manage workflows for each supported Avaya Experience Platform™ Public
Cloud channel.

The Designer interface has a user-friendly drag and drop design that can be used by a number

of different users. Orchestration Manager can provide a real-time view of workflow instances while
processing, allowing you to observe the interaction from start to finish and identify any problems in
the workflow.

Automation is also a graphical tool that account administrators can use to configure how
interaction dialogs are presented to customers. For example, you can use Automation to configure
how the contact center sends automatic messages. Customers receive these messages while
waiting for an agent to join a chat session. Orchestration works with Automation to provide the
best possible service to the customer.

Related links
Application Center (Administration, Orchestration and Automation)

Automation overview

Automation is an auto response application that business analysts can use to collect first contact
auto responses from customers and gather data automatically.

Orchestration and Automation work together to provide a seamless automation experience, using
workflows, dialog management, and routing rules.

Automation provides the ability to:
» Announce information to the customer using voice and text digital channels
* Request inputs from the customer using voice and text digital channels
» Use attribute collection in routing for requesting information from the customer

» Update interaction information
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* Query customer identification
» Support multiple languages

Using these features, Automation creates basic dialogs using multiple announces and inputs, such
as simple Self-Service and Wait-Treatment use cases.

Related links
Application Center (Administration, Orchestration and Automation)

Digital overview

Avaya Experience Platform™ Public Cloud digital services provide the functionality to route and
control chat, messaging, and email interactions. Avaya Experience Platform™ Public Cloud use
connectors to provide this functionality; the Avaya messaging connector is available by default
for all Avaya Experience Platform™ Public Cloud customers that purchase messaging. The
default connector allows you to quickly configure the messaging channel, and start routing test
interactions.

The default connector for messaging supports the routing of asynchronous messages to the
contact center. Asynchronous messages are not based on a single session, and these messaging
communications can last much longer than a typical chat session. Both parties do not need to be
active at the same time in an asynchronous messaging interaction. Asynchronous messages can
be correlated back to the original message, which allows agents using Avaya Workspaces to view
the entire conversation even when a long time elapses between messages. Both the agent and
the customer can respond to each other at a time which is convenient to them.

Avaya Experience Platform™ Public Cloud also supports session-based chat messages, and
provides the capability to configure connectors for chat. The web chat interactions are initiated
by the customer using a browser at the front-end, and presented as interaction cards to Avaya
Workspaces agents. These interactions are live chats, and the interactions ends when one of the
parties disconnects. You must configure your chat provider and application details when you add
the chat connector using Application Center Administration

Avaya Experience Platform™ Public Cloud supports IMAP and POP3 for inbound email and
SMTP for outgoing email. You must configure your email mailboxes using Application Center
Administration.

Configure business rules and routing for your channels using Application Center Administration.
Routing works in conjunction with the context data rules and keyword rules you configure. During
routing configuration for each channel, you can enable business rules such as data and keyword
rule. You can also configure the queues and attributes to use with each type of interaction, and
select the Orchestration flow that triggers for each channel account. Your routing configuration
impacts how the workflows can provide intelligent routing capabilities for each interaction.

To integrate digital solutions, such as custom chat channels, bots, CRMs outside Avaya
Experience Platform™ Public Cloud, see the Digital API Overview page.

Related links
Voice and Digital Services
Queues
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Voice overview

Avaya Experience Platform™ Public Cloud voice services provide the functionality to route and
control voice interactions. Avaya Experience Platform™ Public Cloud uses a cloud voice switch
to provide this functionality; the Avaya cloud voice switch is available by default for all Avaya
Experience Platform™ Public Cloud customers that purchase voice. Avaya also creates the
phone numbers for your account to quickly configure the voice channel, and start routing test
interactions.

Voice calls route to Avaya Experience Platform™ Public Cloud when customers dial one of the
phone numbers associated with your account. You must configure routing for each phone number.
Configure the queue and attributes that apply for all voice interactions on each phone number. You
can select one queue only for each phone number. You can also select the Orchestration workflow
that triggers for your phone numbers. Your routing configuration impacts how the workflows can
provide intelligent routing capabilities for each interaction.

Related links
Voice and Digital Services
Queues

Assisted services overview

Assisted services uses attribute-based matching to assign work to available agents. An attribute is
a piece of information that describes a customer's need, and you can assign matching attributes
to agents. For example, when the attributes 'bank' and 'credit card' are assigned to an agent, the
agent receives interactions related to bank credit cards. Interactions route to the Most Idle Agent
(MIA) when agents are available. You can specify MIA per interaction.

Assisted services also handle queuing in the contact center. If a resource is not immediately
available to be assigned to an interaction, the interaction must be queued until a suitable resource
becomes available. You can decide how the waiting interaction is matched when a resource
becomes available. Interactions route to the Most Idle Agent (MIA). Avaya Experience Platform™
Public Cloud routes queued interactions based on greatest need when agents become available.
You can specify greatest need per interaction.

Customer Journey overview

Avaya Experience Platform™ Public Cloud can map your customer's complete journey across
self-service and assisted service channels by storing all of the data related to the customer's
interactions. Agents and supervisors can use the Customer Journey widget within Avaya
Workspaces to view a visual representation of a customer’s interactions. Every point in the
customer journey with common customer identifiers is visualized by an interaction with a channel.
The complete view of the customer journey across all channels with common identifiers can help
to facilitate informed decisions in your contact center.

Account administrators can configure the top and middle timeline view ranges and the journey
details to display on the Customer Journey widget of Avaya Workspaces.
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Customer identifiers

Customer Journey uses identifiers to match and track customer interactions across multiple
channels for a single organization. When you create an organization, three default identifiers

are available: "phoneNumbers", "accountlds”, and "emailAddresses". Customer Journey checks if
the configured identifiers are present for customers that initiate incoming interactions. Customer
Journey can then use these unique identifiers to match the interaction with an existing customer,
and Avaya Workspaces agents can view that customer's entire journey across all channels for

interactions with customer identifiers in common.

Related links
Customer Journey
Using the Customer Journey Widget

Real-time reporting overview

Supervisors and account administrators can use Realtime Reporting reporting capabilities to
monitor real-time contact center statistics. In Realtime Reporting, you can view and manage
dashboards and views with real-time reporting agent data.

Dashboards display real-time reporting measures with agent and queue details. You can use
dashboards to quickly access your contact center statistics. When you configure a dashboard, you
can select a view. Views determine the measure types, numbers, and visualization type for the
dashboard data.

Supervisors and account administrators can access Realtime Reporting from Application Center.
Supervisors can also access Realtime Reporting from the Avaya Workspaces interface. To enable
access from Avaya Workspaces, the account administrator must add Realtime Reporting as a
widget in the Home layout. The account administrator must assign the Reporting_Administrator or
Reporting_Supervisor roles to supervisors to access the supervisor reporting dashboard.

Agents can also access Realtime Reporting from the Avaya Workspaces interface. To enable
access from Avaya Workspaces, the account administrator must assign the Reporting_Supervisor
role to the agent to view certain real-time reports.

For the best user experience, use a minimum screen resolution of 1920 x 1080 with 100% scaling
when working with Realtime Reporting.

For more information about Realtime Reporting, see Using Avaya Workspaces for Avaya
Experience Platform™ Public Cloud.

Historical reporting overview

The historical dashboard reports display the historical data of the contact center resources, such
as agent performance for a specified time interval. You can use these reports as references to
evaluate the historical performance of contact center agents and supervisors. The data helps you
understand the progress and performance over time and make informed decisions for the contact
center.

Historical reports use interval-based measures to display a snapshot of the contact center. All
historical summary and trend reports that return interval-based measures do not include data
from the current 15-minute interval until data aggregation is run for the interval. By default, report
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caching settings are set to 15 minutes. Therefore, you might have to wait up to 30 minutes for the
data of the current interval to display in the report.

You can also generate reports based on daily roll-up and monthly roll-up data. The daily reports do
not include data for the current day because the data is calculated only the next day. The monthly
reports do not include data for the current month because the data is calculated the next month.

The default data retention period for historical reports is 1 year. An asterisk (*) on an agent login
ID indicates a deleted user.

Historical Reporting offers:

» A web-based reporting application that provides historical reporting through a simplified
interface

With this interface, you can visualize the performance of the contact center over a specified
reporting time. The interface provides enhanced user experience for report creation.

» Consolidation of historical contact center performance and customer data across the contact
center

» Extensive library of tables, graphics, and ready-to-use displays

+ Filtering options

» Options to export reports to Excel and PDF formats

* Ability to schedule reports to run at user-defined intervals

+ Ability to schedule reports to run based on daily roll-up and monthly roll-up data
 Options for calculated measures

* Facility for time zone reporting to display data in the preferred time zone

» Multiple predefined reports

+ Option to create custom reports or modify reports to meet your business requirements

» Option to create a report or dossier with data from external files, such as Excel, JSON, or
CSYV files saved in your machine.

You can use the Historical Insights view to visualize data from Historical Reporting.

Avaya Experience Platform™ Public Cloud VDI solution for Citrix

The Avaya Experience Platform™ Public Cloud VDI solution for Citrix has an optimized media
solution for the best possible agent and customer audio experience. VDI solutions separate the
agent media experience and the agent desktop experience into different places, with the agent
desktop experience residing on the VDI server or VDI service. Separating the agent's media and
desktop experience imposes additional interactions over the network, and latent networks may
yield a negative agent experience.

Related links
Limitations of using Citrix VDI on page 21
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Limitations of using Citrix VDI
If you are using Citrix VDI, be aware of the following limitations:

* The local PC must be in the same region as the VDI desktop. Excessive latency between the
VDI desktop and the local PC results in slower operation, especially call setup times.

* No support for call flows other than Media Processing Core call flows.

Related links
Avaya Experience Platform Public Cloud VDI solution for Citrix on page 20

Avaya Experience Platform™ (On-Prem + Connect)
overview

Avaya Experience Platform™ (On-Prem + Connect) solution
overview

Avaya Experience Platform™ (On-Prem + Connect) is an offer that existing Avaya Experience
Platform™ On-Prem customers can use to integrate with the cloud-native capabilities offered
by Avaya Experience Platform™ Public Cloud. With Avaya Experience Platform™ (On-Prem +
Connect), Avaya Experience Platform™ On-Prem customers can use the Avaya Experience
Platform™ Public Cloud features from the cloud.

Avaya Experience Platform™ On-Prem customers can retain their on-premises infrastructure and
investment for voice routing and call handling. With the Avaya Experience Platform™ (On-Prem +
Connect) offer, Avaya Experience Platform™ On-Prem customers can adopt additional voice and
new digital channels from the Avaya cloud and all the benefits that the cloud delivers.

Avaya Experience Platform™ On-Prem customers can select the following bundles:

+ Avaya Experience Platform™ (On-Prem + Connect) Voice bundle: To extend the Avaya
Experience Platform™ On-Prem voice capabilities with a modern WebRTC Avaya
Workspaces client that provides Al Noise Reduction.

* Avaya Eg(Mperience Platform™ Public Cloud Digital bundle: To adopt the Avaya Experience
Platform = Public Cloud digital channels such as chat, email, and social messaging using the
same WebRTC Avaya Workspaces client.

Avaya Experience Platform™ (On-Prem + Connect) supports basic and advanced feature bundles.
The advanced feature bundle includes advanced features such as Unified Customer Journey and
incurs additional charges.
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Avaya Experience Platform™ (On-Prem + Connect) is a cloud solution with a subscription model.
You can purchase features and agent licenses to meet your solution requirements and quickly
scale up or down your operations as necessary. New features are available to you as soon as they
are released. You do not require long maintenance windows to upgrade your solution.

As Avaya Experience Platform™ (On-Prem + Connect) is a hybrid cloud offer, you require

active Avaya Session Border Controller for Enterprise (Avaya SBCE), Avaya Aura®, and Avaya
Experience Platform™ On-Prem maintenance contracts for Avaya to provide effective support.

If an active maintenance contract is unavailable, end-to-end day 2 troubleshooting across

Avaya Experience Platform™ (On-Prem + Connect), Avaya SBCE, Avaya Aura®, and Avaya
Experience Platform™ On-Prem is impossible. Troubleshooting support restricted to Avaya
Experience Platform™ (On-Prem + Connect) might not help address your issue. For end-to-end
troubleshooting, renew your lapsed Avaya SBCE, Avaya Aura®, and Avaya Experience Platform™
On-Prem maintenance contracts.

© Important:

« The prerequisites must be in place to successfully deploy Avaya Experience Platform™
(On-Prem + Connect). Ownership and completion of prerequisites are the responsibilities
of the customer. The customer can take assistance from Avaya Customer Experience
Services (ACES) or their partner. However, this is outside the scope of the Avaya
Experience Platform™ (On-Prem + Connect) offer. For more information about the
prerequisites, see the chapter on Planning and preconfiguration in Deploying Avaya
Experience Platform™ (On-Prem + Connect).

* You must complete the prerequisites before placing the order for Avaya Experience
Platform™ (On-Prem + Connect). After you place the order, the Cloud onboarding
process begins. Subsequently, billing commences at the end of the onboarding period,
according to the Avaya Experience Platform Service Description. Non-availability of
prerequisites delays onboarding but does not affect when billing can commence. Hence,

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 23
Comments on this document?



https://documentation.avaya.com/bundle/DeployingExperiencePlatformConnect/page/Planning_and_preconfiguration.html
https://download.avaya.com/css/public/documents/101074226
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=AvayaExperiencePlatform%E2%84%A2PublicCloudSolutionDescription&p3=66

Avaya Experience Platform™ (On-Prem + Connect) overview

to derive maximum benefit from the Avaya Experience Platform™ (On-Prem + Connect)
subscription, the customer must have all prerequisites before placing the order.

Avaya Experience Platform™ (On-Prem + Connect) solution
components

Avaya Experience Platform™ (On-Prem + Connect) consists of the following main components.
Each component is comprised of services that provide specific functionality for the solution:

» Avaya Workspaces: Avaya Workspaces is a browser-based application through which
contact center agents can handle inbound customer interactions.

 Application Center Administration: Application Center Administration is a browser-based
unified management application providing a single administration experience across the
solution for multiple platforms and users.

» Avaya Hybrid Cloud Gateway: Avaya Hybrid Cloud Gateway is a gateway platform that
must be deployed at the customer premise. Avaya Hybrid Cloud Gateway hosts application
connectors that enable the integration of Avaya Experience Platform™ Public Cloud services
with Avaya Experience Platform™ On-Prem.

° Note:

Avaya Cloud Delivery is responsible for downloading and deploying Avaya Hybrid Cloud
Gateway as part of the Avaya Experience Platform™ (On-Prem + Connect) service
activation. Customers cannot download Avaya Hybrid Cloud Gateway from Avaya PLDS.

« Avaya Experience Platform™ On-Prem: Avaya Experience Platform™ On-Prem is the Avaya
flagship voice product for customer engagement. The product co-resides on Avaya Aura®
Communication Manager, a key component of the Avaya Aura® communications platform.
Existing Avaya Experience Platform™ On-Prem customers can continue to use their on-
premises infrastructure and investment for voice routing and call handling.

+ Avaya Aura® Device Services: Avaya Aura® Device Services provides directory search and
transfer capabilities to hybrid voice agents.

» Avaya Session Border Controller for Enterprise: Avaya SBCE secures media between the
enterprise network and the public cloud.

* Messaging and Digital: Messaging and Digital provide services that manage routing and
control of digital interactions. You can configure business rules for managing routing based
on customer and interaction data. The digital pre-routing service makes this data available to
Orchestration workflows to enhance the solution routing capabilities.

After you purchase Avaya Experience Platform™ (On-Prem + Connect), an Avaya system
administrator creates your account.

Related links
Avaya Hybrid Cloud Gateway overview on page 23

Avaya Hybrid Cloud Gateway overview

Avaya Hybrid Cloud Gateway is a gateway platform that must be deployed at the customer
premise. Avaya Hybrid Cloud Gateway hosts application connectors that enable the integration of
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Avaya Experience Platform™ Public Cloud services with Avaya Experience Platform™ On-Prem.
Avaya provides the Avaya Hybrid Cloud Gateway licenses as an entitlement with the Avaya
Experience Platform™ (On-Prem + Connect) bundles.

* Installer needs to install only Avaya Hybrid Cloud Gateway at the customer premise.

» Account administrator can use one administration portal interface to configure Avaya Hybrid
Cloud Gateway.

* Premise administrator can control the security from the single management portal.
» Avaya Cloud Operations can manage the following operations from the cloud:

- Monitor the condition of Avaya Hybrid Cloud %ateway and connection status to connected
Avaya Aura® and Avaya Experience Platform™ On-Prem components.

- Retrieve the logs as part of proactive monitoring if there seems to be a problem with the
Avaya Hybrid Cloud Gateway operation.

- Restart and upgrade of Avaya Hybrid Cloud Gateway.

© Note:

Avaya Cloud Delivery is responsible for downloadiqwg and deploying Avaya Hybrid Cloud
Gateway as part of the Avaya Experience Platform ™ (On-Prem + Connect) service activation.
Customers cannot download Avaya Hybrid Cloud Gateway from Avaya PLDS.

Related links
Avaya Experience Platform (On-Prem + Connect) solution components on page 23

Avaya Experience Platform™ (On-Prem + Connect) hybrid
architecture

With Avaya Experience Platform™ (On-Prem + Connect), Avaya Experience Platform™ On-Prem
customers who are on-premise can deploy Avaya Hybrid Cloud Gateway to use the Avaya
Experience Platform™ Public Cloud features from the cloud. Avaya Hybrid Cloud Gateway hosts
application connectors that enable the integration of Avaya Experience Platform™ Public Cloud
services with Avaya Experience Platform™ On-Prem.

© Note:

Avaya Cloud Delivery is responsible for downloading and deploying Avaya Hybrid Cloud
Gateway as part of the Avaya Experience Platform™ (On-Prem + Connect) service activation.
Customers cannot download Avaya Hybrid Cloud Gateway from Avaya PLDS.
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» CBSP is Common Business Services Process and is part of the IT ordering to the
provisioning and billing system.

» ADF is agent desktop adapter that communicates with the contact center in the backend.
» UC3 is part of the cloud voice media server.

You can use Avaya Session Border Controller for Enterprise (Avaya SBCE) as an optional
component to secure media between the enterprise network and the public cloud.
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Avaya Hybrid Cloud Gateway is an all-in-one platform that runs as a Virtual Machine (VM) using
Red Hat Enterprise Linux (RHEL) as its operating system. Avaya Hybrid Cloud Gateway can be
deployed as an N+1 cluster to provide resiliency and zero downtime upgrade capabilities. The
number of nodes deployed depends on the agent capacity that customers want to support. In
the simplest deployment, a cluster comprises two nodes: a primary and a worker. If the customer
requires additional nodes, these can be added as workers.

Avaya Experience Platform™ (On-Prem + Connect) is supported in a single Data Center (DC)

or multiple DC deployments. Customers who require local High Availability (HA) but not Geo-
Redundancy (GR) or Disaster Recovery (DR) capabilities use single DC deployments. Customers
who want DR capabilities can deploy in two DCs.

Avaya Experience Platform™ Public Cloud and Avaya Workspaces provide full multitenancy
support. Hence, a single cluster of the Avaya Experience Platform™ Public Cloud solution can
support multiple Avaya Aura® or Avaya Experience Platform™ On-Prem customers. Each Avaya
Aura® or Avaya Experience Platform™ On-Prem deployment is treated as a tenant within the
Avaya Experience Platform™ Public Cloud solution cluster. An Avaya Aura® system comprises a
single System Manager with a GR or DR pair, multiple Session Manager and Communication
Manager servers that the System Manager pair manages, and an optional Avaya Aura® Device
Services.

Related links
Privacy and security on page 26

Privacy and security

With Avaya Experience Platform™ (On-Prem + Connect), the following data is sent to the Avaya
cloud:

* Voice signaling
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* Voice media
» Administrative data: Selected agents and passwords, extension, and reason codes

With Avaya Experience Platform™ (On-Prem + Connect), the following operations are performed
from the Avaya cloud:

* Remote monitoring and log retrieval
» Restart and upgrade of Avaya Hybrid Cloud Gateway
« Configuration of Avaya Hybrid Cloud Gateway with Avaya Aura® components

The customer administrator must acknowledge the terms and conditions when registering the first
Avaya Hybrid Cloud Gateway of the tenant as part of the deployment.

Related links
Avaya Experience Platform (On-Prem + Connect) hybrid architecture on page 24

Application Center overview

Application Center is a management interface that provides a single administration experience
across the solution. The core administration services of Avaya Experience Platform™ (On-Prem +
Connect) are available to configure in Application Center.

For more information on Application Center, see Application Center overview on page 11.

Application Center Administration overview

Application Center Administration is a management interface where you configure all your contact
center components, such as organizational data, templates, and users. In Application Center
Administration, you can configure the following tabs:

» Home: Quick access to the configuration of chat, email, and Avaya Experience Platform™
Public Cloud voice channels, profiles, and users.

» Account: Configuration of the organizational data, including the multilevel hierarchy of
locations, departments, and teams.

» Business Rules: Management of business rules to collect data about incoming interactions
and rules to configure keywords to identify email interactions. Applicable for Avaya
Experience Platform™ Public Cloud voice and digital channels. Not applicable for Avaya
Experience Platform™ (On-Prem + Connect) hybrid voice channel.

+ Channels: Management and routing configurations of Avaya Experience Platform™ Public
Cloud voice, chat, email, and messaging channels.

» Contact Center: Creation and configuration of contact center resources, such as attributes,
customer identifiers, queues, reason codes, and timetables. Applicable for Avaya Experience
Platform™ Public Cloud voice and digital channels. Not applicable for Avaya Experience
Platform™ (On-Prem + Connect) hybrid voice channel.

» Customer Journey: Configuration of the timeline viewer for agents to display Customer
Journey details.
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» Element Inventory: Configuration of elements, such as Security Assertion Markup Language
(SAML) and digital chat connectors for available channels. Also, you can configure the Avaya
Hybrid Cloud Gateway, Communication Manager, and other elements for hybrid voice.

» Groups: Creation of groups that you can use to sort users and data within your contact
center.

» Hybrid Voice: Configuration of reason codes and creation of user voice plan.

» Templates: Creation of templates that agents can use to improve efficiency and simplify the
handling of digital interactions.

» User Management: Creation and management of user profiles for contact center agents and
supervisors.

» Workspaces: Configuration of Workspaces Layout Manager, Screenpops, UX profiles, and
Widget Manager.

In Application Center Administration, you can use the tabs in the navigation pane to switch
between different menus.

Avaya Workspaces overview

Avaya Workspaces is a browser-based application where contact center agents can handle
inbound customer interactions. Avaya Workspaces supports agents handling voice, email, chat,
or messaging interactions. The intuitive user interface provides features for toggling between
multiple, simultaneous interactions through different channels.

With the Single Sign-On enabled, agents and supervisors can click the name of the SAML Identity
Provider to log in to Avaya Workspaces and initiate the SSO process.

Avaya Workspaces enables seamless collaboration with customers, partners, and other users
within and outside the organization. Using Avaya Workspaces, agents can access relevant
customer information securely and reliably.

Avaya Workspaces displays every interaction as an interaction card. The card displays the priority
of the interaction. The priority range is between 1 and 10. The incoming interaction displays the
queue name along with the priority of the interaction. The Interaction Details widget displays the
associated attributes, queue name, and priority of the interaction.

Using interaction cards, agents can do the following:
* Receive the interaction: Accept interactions with a single click.

» Hold or resume the voice interaction: Put an active voice interaction on hold when an agent
or supervisor must attend another high-priority interaction.

* Mute or unmute audio: Agents can mute or unmute audio input. Muting the audio prevents
customers from listening to undesirable audio.

° Note:

Agents can mute and unmute using Avaya Workspaces independently of any mute
controls on the headset or other devices.

» Consult interactions: Agents can consult another agent or a supervisor before completing
a customer query. An agent can transfer a consultation call to a user or queue. After the
consultation, the agent can complete the consultation call as a transfer or conference.
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° Note:

If the agent makes a consultation call during an outbound call, the agent can either end
the consultation call or complete the consultation call as conference. The agent cannot
complete the consultation call as transfer.

+ Add call work or disposition codes: Select from the configured call work codes to add
disposition to the voice interaction. Select from the configured disposition codes to add
disposition to the digital interaction.

» Transfer the interaction to a queue or another user: Send the interaction to another queue or
directly to another agent or supervisor.

* Transfer to an external number: Transfer the voice interaction to a number outside the
contact center.

Using interaction cards, supervisors can do the following:

* Observe interactions: Supervisors can monitor ongoing interactions between agents and
customers to assess whether to intervene.

The Observe feature is available for chat, messaging, and voice interactions.

» Coach interactions: The supervisor can coach an agent using the coach feature. To coach,
the supervisor must first observe the interaction. On the supervisor interaction widget, there
is an indicator displaying the name of the agent the supervisor is coaching. Agents can view
the name of the supervisor who is coaching the interaction.

The Coach feature is available for chat, messaging, and voice interactions.

» Barge into interactions: The supervisor can barge into an interaction to help close a sale
or interact with the customer. To barge in, the supervisor must first observe or coach the
interaction.

The Barge feature is available for chat, messaging, and voice interactions.
The following features are also available in Avaya Workspaces:

» Customer Journey: Use the Customer Journey widget to visually represent a customer’s
interactions. An interaction with a channel visualizes every point in the customer journey
with common identifiers. The complete view of the customer journey across all channels with
common identifiers can help to facilitate informed decisions in your contact center.

° Note:

- Avaya Experience Platform™ (On-Prem + Connect) hybrid voice agents can use the
Interaction Search widget to view a customer's previous touch points, including Avaya
Experience Platform™ (On-Prem + Connect) hybrid voice, Avaya Experience Platform™
Public Cloud voice, and Avaya Experience Platform™ Public Cloud digital.

- Customer journey for hybrid voice is an Avaya Experience Platform™ (On-Prem
+ Connect) Advanced bundle capability. For hybrid voice interactions, agents who
are enabled with the Avaya Experience Platform™ (On-Prem + Connect) Advanced
bundle have access to customer journey for Avaya Experience Platform™ (On-Prem +
Connect). The Avaya Experience Platform™ (On-Prem + Connect) Advanced bundle is
an optional and paid bundle and is not included with the Avaya Experience Platform™
(On-Prem + Connect) bundle. Customer journey integration for Avaya Experience
Platform™ On-Prem or hybrid voice touch points are only stored for interactions that
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go to the hybrid voice agents. Any Avaya Experience Platform™ On-Prem interactions
that go to the Avaya Experience Platform™ On-Prem clients such as Avaya Workplace
Client or Avaya one-X® Agent are not stored in Avaya Experience Platform™ Public
Cloud customer journey.

» Corporate Contacts: Use the Corporate Contacts widget to view Avaya Aura X for Avaya
Cloud Office (ACO), Avaya Spaces, and Microsoft Teams contacts and contact groups, make
direct and consultation calls to contacts, transfer calls, and add contacts to the Favorites
list. For the Avaya Aura X for Avaya Cloud Office (ACQO) and Microsoft Teams providers,
you can also send messages to contacts and chat groups and participate in conversations.
For more information about configuring and using the Corporate Contacts widget, see
Configuring corporate contacts for Avaya Workspaces and Using corporate contacts in Avaya
Workspaces.

» Screenpops: Agents are presented with external web pages that can assist them in
completing their tasks. For example, external websites with information such as current
currency exchange rates.

For accessibility purposes, Avaya Workspaces is optimized to conform with Section 508 and
WCAG 2.0 AA standards.

Avaya Workspaces provides the following:

» Access to content and controls using the keyboard or mouse.
+ Alternative text and labels to assist users with screen readers.
* A color palette that meets requirements for users with visual impairments.

Workspaces Widget Framework

Avaya Workspaces supports a custom widget framework and has various user interface
components to display different user functionality. The Avaya Workspaces widget consists

of multiple views based on the type of device, channel type, or specific user-role. Using
Application Center Administration, administrators can change the sidebars and layouts of the
Avaya Workspaces Widget Framework.

Administrators can also create layouts and widgets for agents and supervisors in Application
Center Administration using the following widgets:

» Layout Manager: To change the layout of the widgets within Avaya Workspaces. These
layouts can be configured based on interaction types.

» Widget Manager: To add or remove widgets from Avaya Workspaces, including custom
widgets.
» Ux Profiles: To create user profiles.

The Avaya Workspaces widget framework also provides guidelines to custom widget developers
for developing administration pages corresponding to the respective widget.

For more information about custom widgets, see Avaya Workspaces Widget Framework
Developer Documentation.

Orchestration overview

Orchestration handles the workflows of all interactions that arrive in the contact center.

Avaya Experience PITg;\tformm (On-Prem + Connect) provides hybrid voice channels. Avaya
Experience Platform ~ Public Cloud does not support Orchestration for hybrid voice channels.
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However, if the same tenant also has agents with Avaya Experience Platform™ Public Cloud voice
and digital channels, that tenant can use Orchestration for Avaya Experience Platform™ Public
Cloud voice and digital interactions.

For more information on Orchestration, see Orchestration overview on page 16.

Automation overview

Automation is an auto-response application that business analysts can use to collect first-contact
auto-responses from customers and gather data automatically.

Orchestration and Automation work together to provide a seamless automation experience using
workflows, dialog management, and routing rules.

Avaya Experience Platform™ (On-Prem + Connect) provides hybrid voice channels. Avaya
Experience Platform™ Public Cloud does not support Automation for hybrid voice channels.
However, if the same tenant also has agents with Avaya Experience Platform™ Public Cloud voice
and digital channels, that tenant can use Automation for Avaya Experience Platform™ Public Cloud
voice and digital interactions.

For more information on Automation, see Automation overview on page 16.

Digital overview

Avaya Experience Platform™ Public Cloud digital services provide the functionality to route and
control chat, messaging, and email interactions. Avaya Experience Platform™ Public Cloud use
connectors to provide this functionality; the Avaya messaging connector is available by default
for all Avaya Experience Platform™ Public Cloud customers that purchase messaging. The
default connector allows you to quickly configure the messaging channel, and start routing test
interactions.

The default connector for messaging supports the routing of asynchronous messages to the
contact center. Asynchronous messages are not based on a single session, and these messaging
communications can last much longer than a typical chat session. Both parties do not need to be
active at the same time in an asynchronous messaging interaction. Asynchronous messages can
be correlated back to the original message, which allows agents using Avaya Workspaces to view
the entire conversation even when a long time elapses between messages. Both the agent and
the customer can respond to each other at a time which is convenient to them.

Avaya Experience Platform™ Public Cloud also supports session-based chat messages, and
provides the capability to configure connectors for chat. The web chat interactions are initiated
by the customer using a browser at the front-end, and presented as interaction cards to Avaya
Workspaces agents. These interactions are live chats, and the interactions ends when one of the
parties disconnects. You must configure your chat provider and application details when you add
the chat connector using Application Center Administration

Avaya Experience Platform™ Public Cloud supports IMAP and POP3 for inbound email and
SMTP for outgoing email. You must configure your email mailboxes using Application Center
Administration.
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Configure business rules and routing for your channels using Application Center Administration.
Routing works in conjunction with the context data rules and keyword rules you configure. During
routing configuration for each channel, you can enable business rules such as data and keyword
rule. You can also configure the queues and attributes to use with each type of interaction, and
select the Orchestration flow that triggers for each channel account. Your routing configuration
impacts how the workflows can provide intelligent routing capabilities for each interaction.

To integrate digital solutions, such as custom chat channels, bots, CRMs outside Avaya
Experience Platform™ Public Cloud, see the Digital API Overview page.
Related links
Voice and Digital Services
Queues

Hybrid Voice overview

Avaya Experience Platform™ (On-Prem + Connect) hybrid voice bundle enables Avaya Experience
Platform™ On-Prem systems to integrate with Avaya Experience Platform™ Public Cloud to add
new features and functionality from Avaya Experience Platform™ Public Cloud.

Avaya Experience Platform™ On-Prem agents can log in to Avaya Experience Platform™

Public Cloud Avaya Workspaces and work as hybrid voice agents. The hybrid voice agents
receive Avaya Experience Platform™ On-Prem voice calls through Avaya Experience Platform™
Public Cloud into the WebRTC Avaya Workspaces client. Agents can use the WebRTC Avaya
Workspaces client as the agent desktop to benefit from a thin browser-based client that is
extensible through custom or standard widgets. Avaya Workspaces displays customer journey
information from hybrid voice interactions provided by Avaya Experience Platform™ On-Prem and
voice and digital interactions provided by Avaya Experience Platform™ Public Cloud.

© Note:

Customer journey for hybrid voice is an Avaya Experience Platform™ (On-Prem + Connect)
Advanced bundle capability. For hybrid voice interactions, agents who are enabled with

the Avaya Experience Platform™ (On-Prem + Connect) Advanced bundle have access

to customer journey for Avaya Experience Platform™ (On-Prem + Connect). The Avaya
Experience Platform™ (On-Prem + Connect) Advanced bundle is an optional and paid bundle
and is not included with the Avaya Experience Platform™ (On-Prem + Connect) bundle.
Customer journey integration for Avaya Experience Platform™ On-Prem or hybrid voice
touch points are only stored for interactions that go to the hybrid voice agents. Any Avaya
Experience Platform™ On-Prem interactions that go to the Avaya Experience Platform™ On-
Prem clients such as Avaya Workplace Client or Avaya one-X® Agent are not stored in Avaya
Experience Platform™ Public Cloud customer journey.

The media path uses WebRTC. Hence, customers benefit from Al Noise Reduction.

© Note:

Al Noise Reduction cannot enhance the agent experience because Al Noise Reduction
interferes with the Avaya Experience Platform™ On-Prem audio features. Avaya Experience
Platform™ On-Prem audio features include tones inserted in the agent media path to support
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features such as auto-answer zip tone, recording tones, and supervisor service-observe
tones.

The hybrid voice agents can also be enabled for digital channels such as chat, email, and
social messaging through the Avaya Experience Platform™ Public Cloud digital bundle. Facebook,

Twitter, Instagram, and WhatsApp are supported channels for private messaging in the contact
center.

© Note:

From March 1, 2025, Avaya does not support messaging integration with X (Twitter). You can
no longer configure X (Twitter) social media accounts with Avaya Experience Platform™ or use
X (Twitter) to send or receive messages to or from customers.

Avaya Experience Platform™ On-Prem voice agents enabled for digital channels use the Avaya
Experience Platform™ Public Cloud Avaya Workspaces client to receive digital interactions. Agents
can handle hybrid voice interactions or digital interactions, but not both simultaneously.

Assisted services overview

Assisted services uses attribute-based matching to assign work to available agents. An attribute is
a piece of information that describes a customer's need, and you can assign matching attributes
to agents. For example, when the attributes 'bank’ and 'credit card' are assigned to an agent, the
agent receives interactions related to bank credit cards. Interactions route to the Most Idle Agent
(MIA) when agents are available. You can specify MIA for each interaction. Assisted services is
applicable for digital channels.

For more information on assisted services, see Assisted services overview on page 18.

Customer Journey overview

Avaya Experience Platform™ (On-Prem + Connect) maps your customer's journey across self-
service and assisted service channels. Avaya Experience Platform™ (On-Prem + Connect)

stores all the data related to the customer's interactions. Agents and supervisors can use

the Customer Journey widget within Avaya Workspaces to view a visual representation of a
customer’s interactions. Avaya Experience Platform™ (On-Prem + Connect) visualizes every point
in the customer journey with common customer identifiers as an interaction with a channel. The
complete view of the customer journey across all channels with common identifiers can help to
facilitate informed decisions in your contact center.

Avaya Experience Platform™ (On-Prem + Connect) hybrid voice agents can use the Interaction
Search widget to view a customer's previous touch points, including Avaya Experience Platform™
(On-Prem + Connect) hybrid voice, Avaya Experience Platform™ Public Cloud voice, and Avaya
Experience Platform™ Public Cloud digital.

For a hybrid voice and digital agent on Avaya Experience Platform™ (On-Prem + Connect), the
following occurs:

» When the agent logs in to hybrid voice, Avaya Experience Platform™ (On-Prem + Connect)
records the new hybrid voice interactions with the customer.
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» When the agent logs in to digital, Avaya Experience Platform™ (On-Prem + Connect) records
the new digital interactions with the customer.

© Note:

Customer journey for hybrid voice is an Avaya Experience Platform™ (On-Prem + Connect)
Advanced bundle capability. For hybrid voice interactions, agents who are enabled with

the Avaya Experience Platform™ (On-Prem + Connect) Advanced bundle have access

to customer journey for Avaya Experience Platform™ (On-Prem + Connect). The Avaya
Experience Platform™ (On-Prem + Connect) Advanced bundle is an optional and paid bundle
and is not included with the Avaya Experience Platform™ (On-Prem + Connect) bundle.
Customer journey integration for Avaya Experience Platform™ On-Prem or hybrid voice
touch points are only stored for interactions that go to the hybrid voice agents. Any Avaya
Experience Platform™ On-Prem interactions that go to the Avaya Experience Platform™ On-
Prem clients such as Avaya Workplace Client or Avaya one-X® Agent are not stored in Avaya
Experience Platform™ Public Cloud customer journey.

For more information on Customer Journey, see Customer Journey overview on page 18.

Avaya Experience Platform™ Public Cloud VDI solution for Citrix

The Avaya Experience Platform™ Public Cloud VDI solution for Citrix has an optimized media
solution for the best possible agent and customer audio experience. VDI solutions separate the
agent media experience and the agent desktop experience into different places, with the agent
desktop experience residing on the VDI server or VDI service. Separating the agent's media and
desktop experience imposes additional interactions over the network, and latent networks may
yield a negative agent experience.

Related links
Limitations of using Citrix VDI on page 21

Limitations of using Citrix VDI
If you are using Citrix VDI, be aware of the following limitations:

* The local PC must be in the same region as the VDI desktop. Excessive latency between the
VDI desktop and the local PC results in slower operation, especially call setup times.

* No support for call flows other than Media Processing Core call flows.

Related links
Avaya Experience Platform Public Cloud VDI solution for Citrix on page 20

Avaya Experience Platform™ Public Cloud orchestration with
Avaya Experience Platform™ (On-Prem + Connect)

You can orchestrate a self-service flow for a call received in Avaya Experience Platform™ Public
Cloud using drag and drop visual tools such as Orchestration and Workstream Automation. These
tools enable administrators to quickly create new customer experiences that are smooth and
coherent.

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 35
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=AvayaExperiencePlatform%E2%84%A2PublicCloudSolutionDescription&p3=66

Avaya Experience Platform™ (On-Prem + Connect) overview

Avaya Experience Platform™ Public Cloud in Front is an alternative deployment of the standard
Avaya Experience Platform™ Public Cloud. Avaya Experience Platform™ Public Cloud in Front
within Avaya Experience Platform™ (On-Prem + Connect) provides a cloud-based self-service to
complement the cloud-based feature set delivered with agents.

When an agent is required, calls can be transferred back to Avaya Experience Platform™ On-Prem
with the data collected during the self-service interaction.T MThis data is used to make routing
decisions and screenpops in Avaya Experience Platform ™ On-Prem.

The received call is delivered to Avaya Experience Platform™ On-Prem and is transferred through
the SIP trunk leveraging the BYOC-H connection to Avaya Experience Platform™ Public Cloud.
After the self-service interaction, calls can be ended directly on Avaya Experience Platform™
Public Cloud. If an agent is required after the self-service interaction, the Redirect to External task
is leveraged to transfer the call back through the SIP trunk to the Avaya Experience Platform™
On-Prem solution.

To transfer data between Avaya Experience Platform™ Public Cloud and Avaya Experience
Platform™ On-Prem, data must be added through the Redirect to External task. You can add
data variables through the context data section.

When transferring data to an Avaya Aura® solution, the data must be converted to the User to
User Information (UUI) field. When converting the data to UUI, the data is limited in size to 128
bytes. If additional data is required, the customer journey service within Orchestration can be
leveraged as a secondary data store.

The engagement ID is the unique identifier generated by Avaya Experience Platform™ Public
Cloud to track each engagement. The engagement ID is transferred back to Avaya Experience
Platform™ On-Prem by the Redirect to External task. You can add additional data that you want to
transfer in the Context Data section.

© Note:

As Avaya Experience Platform™ (On-Prem + Connect) is a hybrid cloud offer, you require
active Avaya Session Border Controller for Enterprise (Avaya SBCE), Avaya Aura®, and
Avaya Experience Platform™ On-Prem maintenance contracts for Avaya to provide effective
support. If an active maintenance contract is unavailable, end-to-end day 2 troubleshooting
across Avaya Experience Platform™ (On-Prem + Connect), Avaya SBCE, Avaya Aura®,

and Avaya Experience Platform™ On-Prem is impossible. Troubleshooting support restricted
to Avaya Experience Platform™ (On-Prem + Connect) might not help address your issue.
For end-to-end troubleshooting, renew your lapsed Avaya SBCE, Avaya Aura®, and Avaya
Experience Platform™ On-Prem maintenance contracts.
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Chapter 3: Contact center features

Contact center features for Avaya Experience Platform™
Public Cloud

Routing

When an interaction is routed to the contact center, many attributes can be associated with it
from a variety of sources. Orchestration services collate all of these attributes into a set, and this
determines how agent matching occurs.

Avaya Experience Platform™ Public Cloud uses a dynamic queue, which changes for each set of
routing attributes requested. To reduce customer wait times, Avaya Experience Platform™ Public
Cloud can refine the requested attributes and route the interaction to an agent that matches

with some of the requested attributes. Avaya Experience Platform™ Public Cloud can also set
alternative attributes and route interactions to the first available agents matching the alternative
attributes set. These routing strategies help to reduce customer wait times and improve customer
satisfaction by still routing interactions to agents that can resolve the customers' request. You can
refine your contact center's routing strategy to suit the needs of your business and customers.

Blending and multiplicity

Avaya Experience Platform™ Public Cloud supports both blending and multiplicity. Using Avaya
Workspaces, an agent can handle inbound and outbound calls across channels, such as phone
calls, emails, text, and chats. An agent can also handle multiple concurrent contacts.

Attributes apply across all channels. Agents can handle interactions across multiple channels,
which can all be routed based upon the same set of attributes. Agents must be configured

to handle specific channels, with interactions that best match the agent's skills routing to their
configured channels.

Agents can simultaneously handle multiple interactions using different channels. Account
administrators can configure the maximum number of active interactions agents can have open
at any one time, ensuring agents do not get overloaded. Agents can handle the following
interactions:

* Maximum 5 emails and chat interactions simultaneously
* Maximum 10 messaging interactions simultaneously
* Maximum 20 interactions simultaneously

Agents can handle only one voice interaction at a time.
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Contact center features for Avaya Experience Platform™ Public Cloud

Routing strategies

Avaya Experience Platform™ Public Cloud supports routing strategy that allows the contact
center to route interactions efficiently, thereby improving customer experience and enhancing the
reputation of your business. You can choose Most Idle Agent (MIA) strategy to route interactions
to the agent who is idle for the longest time.

You can also define how interactions are prioritized when agents are available. You can choose
to route interactions based on the greatest need or based on the proficiency range. If you choose
greatest need, Avaya Experience Platform™ Public Cloud routes the highest priority interaction
with the longest wait time. If you choose proficiency level, Avaya Experience Platform™ Public
Cloud routes the highest priority, longest waiting interaction to the most proficient agent available
to handle the needs of the customer.

Timeout values

When an interaction is queued, Avaya Experience Platform™ Public Cloud sets a queue timer. If
the timer expires before the interaction routes to an agent, Avaya Experience Platform™ Public
Cloud removes the interaction from the queue. The queue timer value varies by channel type.

The following table lists the maximum timeout value supported for each channel:

Channel Maximum timeout value Default value (seconds)
(seconds)

Messaging 604800 (7 days) 14400 (4 hours)

Chat 10800 (3 hours) 10800 (3 hours)

Email 604800 (7 days) 604800 (7 days)

Voice 7200 (2 hours) 7200 (2 hours)

© Note:

The default values are set in the default workflows for these channels in Orchestration. An
account administrator cannot change these values in default workflows but can create new
workflows where the adminstrator can change the default value using the override option.

However, the administrator cannot enter a value more than the maximum supported value.

Queues

February 2025

All incoming Avaya Experience Platform™ Public Cloud interactions requiring agent assistance are
assigned to a queue. After you assign agents to queues, they can immediately handle interactions
from those queues. You can assign multiple queues to agents, and multiple interactions can route
to a queue. An interaction can be assigned to a single queue.

Queues are not associated with channels. Interactions can route to agents associated with a
queue and assigned to the appropriate channel.

When you configure the queues associated with agents or agent profiles, you can assign each
queue with a proficiency level that determines the agent's ability to handle interactions in each
queue. Proficiency is considered when matching work with available agents.

When multiple interactions route to a queue and have the same selection strategy, the interaction
with the higher priority routes to an available agent first.
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Contact center features

You can associate a queue with a timetable. Before routing an interaction to a queue, Avaya
Experience Platform™ Public Cloud checks the associated timetable to ensure that the queue is
within the hours you defined, and Avaya Experience Platform™ Public Cloud can assign interaction
to this queue. If the queue is out of business hours, you can define the out-of-hours handling
behavior. For example, send an automated response to customers and end the interaction.

Interactions must route through a queue and can have attributes assigned. When an interaction
has attributes assigned, Avaya Experience Platform™ Public Cloud attempts to find an agent
staffed with the queue with those same attributes. Workflows can have routing rules that modify
the attributes set for interaction if the actual wait time is too long, the estimated wait time is too
long, or the number of available agents falls below a certain limit. Removing attributes when one
of these rules is met can increase the pool of available agents.

When an interaction is queued for routing with no associated attributes, it can be matched with
agents in the queue with the appropriate channel assigned. If multiple agents are available, the
interactions route to the agents that best match the requested proficiency level. If multiple agents
are still available, the agent selection strategy defined in the workflow applies to find the best
agent. The longest idle time is also considered when multiple agents are available.

Agents can transfer interactions to queues. For example, transfer an interaction to a queue that
finds a more appropriate agent with the knowledge to deal with the customer query.

Your account includes a default queue which you cannot edit.

Related links
Administering queues
Queues

Priority

Priority is a number that is assigned to an interaction entering a queue. Priority can be set while
configuring routing settings per channel.

Customers can decide on how to set priorities. For example, priority on a Support queue can be
higher or lower than a Sales queue.

© Note:

If you configure a specific queue selegﬂtion during automation on the Automated Apps
interface, Avaya Experience Platform = Public Cloud ignores any priority value for that queue
that you configure in Application Center Administration.

When the agent receives an interaction in Avaya Workspaces, the work card indicates the priority
set to that interaction. Agents can then work on the interactions based on the priority.

Messaging

Avaya Experience Platform™ Public Cloud supports messaging to enable contact center
customers to engage in rich, persistent, and asynchronous conversations. Avaya Experience
Platform™ Public Cloud supports SDKs* for iOS, Android, and Web, allowing organizations to
design their modern messaging experiences.
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Contact center features for Avaya Experience Platform™ Public Cloud

Asynchronous messages are not based on a single session, and these messaging
communications can last longer than a typical chat session. Both parties do not need to be

active simultaneously in an asynchronous messaging interaction. Asynchronous messages can be
correlated back to the original message, allowing agents to use Avaya Workspaces to view the
entire conversation even when a long time passes between messages. Both the agent and the
customer can respond to each other at a time which is convenient to them.

Avaya Experience Platform™ Public Cloud supports the following messaging features:

Feature

Description

API

Async-messaging API for custom asynchronous messaging integrations.

Auto Answer

You can enable auto answer for messaging interactions for each user or
each profile.

Barge-in While observing or coaching an agent, supervisors can barge into an
interaction to provide expert advice to agents when the agent is unable to
handle the interaction.

Coach Supervisors can coach agents to provide expert advice and help to

address a customer request.

File templates

You can configure file templates agents can use to send replies to
customer email and messaging contacts.

Intelligent routing

Create context data rules to collect data about incoming interactions
before the interactions pass to the workflow. Context data rules also
assign attributes to these incoming interactions. The workflow can base
routing decisions on this contextual data, enhancing customer experience
and leading to improved customer satisfaction. Each context data rule
triggers a specific workflow, and the attributes you assign to the rule are
available to the workflow.

Observe

Supervisors can observe ongoing messaging interactions between
agents and customers to assess whether intervention is required.

Persistent conversation
history

Retain context of customer interactions over time.

Rich Media Support

Support for images, emoticons, emojis, gifs, carousels, and location
sharing.

Rich Messaging Interactions

Enable interactive chat experiences using links, buttons, quick replies,
carousels, and location.

RONA Return on No Answer with a fixed timer across all channels. The fixed
timer value is 30 seconds.
Screenpops Access an external website configured for a screenpop.
SDK SDK for messaging and chat integrations across multiple platforms, such
as Android, Web and 10S.
For more information about the availability of Messaging SDKs, contact
support at https://support.avaya.com.
Table continues...
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Contact center features

Feature Description

Sharing of attachments Support for attaching of the following file formats : 3g2, 3gp, 7z,
amr, avi, bmp, docx, gif, jpeg, jpg, key, mda, miv,
mov, mp3, mp4, mpeg, mpg, mpga, numbers, odt, ogg,
pages, pdf, png, pps, ppsx, ppt, pptx, txt, wav, webm,

webp, wmv, xlsx, xml, webp, jfif, oga, ogv, gt

If Avaya Experience Platform™ Public Cloud identifies a file as unsafe
during a file scan, it deletes the file.

Transfer to queue Transfer an interaction to a queue to find a more appropriate agent that

has the knowledge to deal with the customer query.

Transfer to user Transfer an interaction to another agent or supervisor. The target user
must be able to handle messaging interactions. This is a single step
transfer; the transferring agent drops from the interaction immediately

when the transfer completes.

If an agent rejects a transferred interaction, Avaya Experience Platform™
Public Cloud attempts to return the interaction to the original agent. If that
agent is subsequently unavailable, the interaction routes to the last queue
and retains the original attributes.

URL templates You can configure plain text URL templates agents can use to send

replies to customer messaging contacts.

Welcome messages Customize welcome messages that automatically appear to customers on

the messaging channel.

Typing Notification If Typing Notification feature is enabled for a messaging integration, then
during an interaction you can see a notification whenever the customer is

typing a message.

Related links
Messaging applications on page 42
Async Messaging

Messaging channel capabilities

Refer to the table for the supported Avaya Experience Platform™ Public Cloud digital messaging
channel capabilities.

© Note:

The support level varies based on the messaging channel and the direction of the message.

Message type Direction Web Messenger Android SDK* iOS SDK*
SDK*
Text Send \/ \/ \/
Receive
URL Send o NV o
Receive
Table continues. ..
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Contact center features for Avaya Experience Platform™ Public Cloud

Message type Direction Web Messenger Android SDK* iOS SDK*
SDK*

Image Send NV NV o
Receive

GIF Send \/ \/ \/
Receive

Sticker Send NV NV o
Receive

File/Attachments Send NV NV NV
Receive

Emoiji Send \/ NV o
Receive

Messages with actions

Link button Send V4 N4 v

Postback or Send V4 o7 N4

Postback response Receive

Reply Send V4 v v

Location request Send o v

Send location Send V4 v v
Receive

Structured messages

Compound Send \/ v v

messages

Carousel Send V4 o V4

Form or form Send V4 V4 v

response Receive

List Send V4 o7 N4

Feature

Messaging history | Send V4 o v
Receive

Authenticating Receive N N 4

users

Typing Notification | Receive o NV NV

* - For more information about the availability of Messaging SDKs, contact support at https://
support.avaya.com.
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Contact center features

Messaging applications
Omni SDK Messaging

Avaya Experience Platform™ Public Cloud enables customers to embed omni SDK to their
websites and mobile applications to provide a rich messaging experience to their customers. Omni
SDK messaging provides a rich experience to agents and customers with support for rich media
content such as images, docs, videos, postbacks, action buttons, carousals, and locations.

For information about configurations related to Avaya Messaging SDK, see Omni SDK.
Custom Messaging

Custom messaging provider integration enables customers with their messa%ing infrastructure or
depend on third-party providers to integrate with Avaya Experience Platform ™ Public Cloud to
route and handle interactions.

Customers can create multiple custom messaging connectors to integrate with third-party
providers. For example, to integrate with SMS Gateway for Short Messaging Service (SMS) or
with social providers or aggregators. Messaging APls, are exposed as asynchronous public APls
which can be used to build a custom messaging connector.

For more information about custom messaging, see the Avaya Experience Platform™ Public
Cloud portal for developers.

The following table describes key identifiers on custom messaging integration:

Key Identifiers Description
channelProviderld Represents the provider and the custom connector that integrates with
Avaya Experience Platform™ Public Cloud.
integrationld Represents a business function. You can configure business rules,
workflows, attributes, and queues for integration.
providerDialogld The providers dialog identifier representing a conversation thread.
Related links
Messaging on page 38
Chat

Avaya Experience Platform™ Public Cloud supports session-based chat to allow contact center
customers to initiate chat conversations using their browser. You must ensure that your front-end
chat solution can integrate with Avaya Experience Platform™ Public Cloud.

When a customer initiates the chat session, an initial greeting appears to the customer while
Avaya Experience Platform™ Public Cloud finds a suitable agent to handle the interaction. When
Avaya Experience Platform™ Public Cloud identifies a suitable agent based on routing rules and
attributes, the agent and customer are connected and can begin exchanging messages with
each other. These interactions are live chats, and the interactions end when one of the parties
disconnects.

Avaya Experience Platform™ Public Cloud supports the following chat features:
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Contact center features for Avaya Experience Platform™ Public Cloud

Feature

Description

Auto Answer

You can enable auto answer for chat interactions on a per-user or per-
profile basis.

Barge-in While observing or coaching an agent, supervisors can barge into a chat
interaction to provide expert advice to agents when they are unable to
handle the interaction.

Chat transcript Chat transcripts are saved and can be viewed later using the Customer
Journey widget in Avaya Workspaces.

Coach Supervisor can coach the agents to provide expert advice and help to

address a customer request.

Intelligent routing

Create context data rules to collect data about incoming interactions
before the interactions pass to the workflow. Context data rules also
assign attributes to these incoming interactions. The workflow can base
routing decisions on this contextual data, which enhances the customer
experience and leads to improved customer satisfaction. Each context
data rule triggers a specific workflow, and the attributes you assign to the
rule are also made available to the workflow.

Observe

Supervisors can observe ongoing chat interactions between agents and
customers to assess whether intervention is required.

Quick text templates

Configuration phrases for use when handling chat interactions. Agents
can select and insert these phrases while responding to customer chats.
Using text templates can help save time and maintain consistency.

RONA Return on No Answer with a fixed timer across all channels. The fixed
timer value is 30 seconds.
Screenpops Access an external website configured for a screenpop.

Transfer to queue

Transfer an interaction to a queue that can find a more appropriate agent
that has the knowledge to deal with the customer query.

Transfer to user

Transfer an interaction to another agent or supervisor. The target user
must be able to handle chat interactions. This is a single step transfer;
the transferring agent drops from the interaction immediately when the
transfer completes.

If an agent rejects a transferred interaction, Avaya Experience Platform™
Public Cloud attempts to return the interaction to the original agent. If that
agent is subsequently unavailable, the interaction routes to the last queue
and retains the original attributes.

URL templates

You can configure plain text URL templates that agents can use to send
replies to customer chat contacts.

Welcome messages

Customize welcome messages that automatically appear to customers on
the chat channel.

Related links
Chat Messaging
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Contact center features

Chat channel capabilities

Refer to the table for the supported Avaya Experience Platform™ Public Cloud digital chat channel
capabilities.

© Note:

The support level varies based on the chat channel and the direction of the message.

Message type Direction Chat Channel
Text Send o

Receive
URL Send o

Receive

Out-of-the-box chat SDK

Avaya provides a chat software development kit (SDK) that customers can integrate with their
website without extensive coding. The SDK consists of well-defined APIs for customers to
customize. The Chat SDK is a JavaScript library that provides a collection of methods, objects,
and events using which customers can build or integrate as a chat client for their websites.

To provide a real-time experience to the customer, the sample chat SDK uses long polling to
capture new events and messages. It supports 2,500 characters by default. For troubleshooting,
customers can access browser and Avaya Experience Platform™ Public Cloud log files.

Customers can create multiple chat integrations under each tenant. For example, they can create
a chat integration for their Sales department and another one for their Support department. Avaya
Experience Platform™ Public Cloud uses a unique integration identifier to implement this capability.
These two chat integrations can display and behave differently, depending on the customer's
requirement. For more information about creating chat integrations, see Administering Avaya
Experience Platform™ Public Cloud.

You can download the Chat SDK file from the Digital Chat Interface page.

For more information about Avaya Experience Platform™ Public Cloud SDK, see the Avaya
Experience Platform™ Public Cloud portal for developers.

Related links

Chat Messaging

Sample chat application

Avaya has developed a sample chat application that uses the out-of-the-box chat SDK. Customers
can deploy it over Hypertext Transfer Protocol Secure (HTTPS) to ensure that interactions are
secure. The application supports verified and unverified users. Before accessing chat, verified
users provide credentials, such as an email address and a username.

In the sample chat application, customers can customize a wide variety of parameters associated
with the appearance of the Chat widget. The parameters include logos, colors, text, emojis, and
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Contact center features for Avaya Experience Platform™ Public Cloud

advanced settings. For example, customers can configure the settings that determine whether to
pass context information to agents for routing purposes.

Chat session text persists during a browser fail, loss of network connection, or if a user
accidentally closes the chat browser window. This persistence eliminates the need to start a
new chat session and means that they can click the chat icon again to resume the existing chat
session. This capability supports authenticated and unauthenticated users.

For more information about the sample chat application, see the Digital Chat Interface page.

Related links
Chat Messaging

Email

Avaya Experience Platform™ Public Cloud supports the retrieval of email messages from
configured mailboxes and routes them to Avaya Workspaces agents as email interactions. Agents
can use a number of configurable templates when responding to email interactions, such as

text templates, automatic responses, signatures, and disclaimers. This allows organizations to
quickly respond to large numbers of emails without increasing staffing levels. For example, email
templates help agents to respond to customers quickly, reducing interaction time and improving

contact center efficiency.

Avaya Experience Platform™ Public Cloud supports IMAP and POP3 for inbound mail and SMTP

for outgoing email.

Avaya Experience Platform™ Public Cloud supports the following email features:

Feature

Description

Attachments

Email attachment supported for the following

formats: .doc, .docx, .eml .gif,.ics, .jfif, .Jjpeqg, .Jpg, .log, .m

4a, .m4v, .mov, .mp3,.mp4, .mp4a, .mpeg, .mpg, .o0ga, .o0gqg, .ogv
.pdf, .png, .pps, .ppPsx, .ppt, .pptx, .txt, .wav, .zip,
.7z.avi, .bmp, .csv, .key, .svg, .tif, .tiff, .pub, and .accdb.

If Avaya Experience Platform™ Public Cloud identifies a file as unsafe
during a file scan, it deletes the file.

Auto Answer

You can enable auto answer for email interactions on a per-user or per-
profile basis.

Automatic responses

Configuration of automatic responses to automatically respond to
interactions with no agent intervention.

Disclaimers

Configuration of a disclaimer for each account. Only one disclaimer is
published at a time. The agent selects the disclaimer, which appends it to
each email response body.

Email formatting

HTML or plain text support with formatting.

File templates

Configuration of file templates that agents can use to send replies to
customer email and messaging contacts.

Table continues.
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Contact center features

Feature

Description

Inbound email

Support for IMAP and POP3 mailboxes.

Intelligent routing

Configure keyword data rules to use configured keywords to identify
email interactions that must be handled appropriately. Avaya Experience
Platform™ Public Cloud can scan the subject or body of an email for
these keywords, and based on that, the keyword rule can trigger a
particular workflow. Keyword rules also assign attributes to incoming
email interactions.

An account administrator can configure to ignore all emails from
customers with auto-response flag, such as out-of-office-response. These
auto-response flagged emails are not routed to agents, saving the agents’
productive time.

Outbound email

Support for SMTP mailboxes.

Outgoing email

Agents can create outgoing or adhoc emails.

Quick text templates

Configuration phrases for use when handling email interactions. Agents
can select and insert these phrases while responding to customer emails.
Using text templates can help save time and maintain consistency.

Reply and forward email

Standard email reply, reply all, and forwarding capability.

RONA

Return on No Answer with a fixed timer across all channels. The fixed
timer value is 30 seconds.

Screenpops

Access an external website configured for a screenpop.

Signatures

Configuration of a list of signatures on Application Center Administration.

The agent selects a signature from a list of pre-configured signatures,
which automatically adds that signature to the bottom of an outgoing
message. For example, you can select a signature that adds your website
URL to encourage customers to visit your customer support website.

Or you can select a signature with promotional information for every
outgoing mail.

Templates

Configuration of templates that agents can use when sending outgoing
emails to define the layout and content of the email message.

You can select from the available macros to customize email templates.

Transfer to queue

Transfer an interaction to a queue that can find a more appropriate agent
that has the knowledge to deal with the customer query.

Transfer to user

Transfer an interaction to another agent or supervisor. The target user

must be able to handle email interactions. This is a single step transfer;
the transferring agent drops from the interaction immediately when the
transfer completes.

If an agent rejects a transferred interaction, Avaya Experience Platform™
Public Cloud attempts to return the interaction to the original agent. If that
agent is subsequently unavailable, the interaction routes to the last queue
and retains the original attributes.

URL templates Configuration of plain text URL templates that agents can use to send
replies to customer email contacts.
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Related links

Email Interaction

Using the Email Widget

Email Digital Library

Voice

Contact center features for Avaya Experience Platform™ Public Cloud

Avaya Experience Platform™ Public Cloud supports routing voice interactions to agents using

Avaya Workspaces.

When a customer calls the contact center, you can configure your workflows to provide automated
treatments to the caller before routing the voice call to an appropriate agent. When Avaya
Experience Platform™ Public Cloud identifies a suitable agent based on routing rules and
attributes, the agent can answer the customer call and deal with their query.

Avaya Experience Platform™ Public Cloud supports the following voice features:

Feature

Description

Auto Answer

You can enable auto answer for voice interactions on a per user or per
profile basis.

Barge-in

Supervisors can barge into an interaction to help close a sale or interact
with the customer. To barge-in, the supervisor must first observe or coach
the interaction.

During the barge-in, the supervisor becomes an active party in the call
with the customer and the agent.

Voice recording

Avaya Workspaces supports the recording of the voice channel.

Avaya Experience Platform™ Public Cloud supports both Avaya Voice
Recording and Verint Call Recording options. For more information about
the call recording use cases in both these options, see Call recording use
cases on page 49.

With Avaya Voice Recording, account administrators and supervisors
can access the call recordings of voice interactions from the Customer
Journey Interaction History widget in Avaya Workspaces.

Agents can pause and resume the call recording of an active voice
interaction at any time during the call to omit recording sensitive
information. The pause and resume functionality in Avaya Workspaces
is available only for customers who have purchased the Avaya Voice
Recording feature.

Coach Supervisors can coach the agents to provide expert advice and help to
address a customer request.
For voice interactions, supervisors can listen to the real-time voice
conversation between the agent and the customer.
Table continues...
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Contact center features

Feature

Description

Consult transfer and consult
conference

During a customer call, an agent can make a consult call to a service or to
another agent. The agent can also switch between the customer call and
the consult call. The agent can complete the consult call with one of the
following:

» Consult transfer: Using this feature, an agent can transfer a customer
call to another agent even if the target did not answer the call.
Before completing the transfer, the first agent can pass the customer
information to the next agent.

» Consult conference: Using this feature, an agent can add other agents
or supervisors to a customer call for assistance while remaining the
primary point of contact.

Hold/Restore

Hold and restore calls using Avaya Workspaces.

Intelligent routing

Create routing rules that can use caller data to decide which workflow
trigger. For example, trigger a specific workflow based on the country
code of the caller's phone number. The workflow can base routing
decisions on the available call data, such as estimated wait time, which
enhances the customer experience and leads to improved customer
satisfaction.

Mute and unmute audio input

Agents can mute or unmute audio input. Muting the audio prevents
customer from listening to undesirable audio.

Observe Supervisors can monitor the incoming calls routed to agents or the
outgoing calls initiated by agents.
Supervisors can observe only one active voice call at a time.

RONA Return on No Answer with a fixed timer across all channels. The fixed
timer value is 30 seconds.

Screenpops Access an external website configured for a screenpop.

Transfer to external number

Agents and supervisors can transfer a voice interaction to a PSTN
number outside the contact center in a single-step transfer.

Transfer to queue

Transfer an interaction to a queue to find a more appropriate agent who
has the knowledge to deal with the customer query.

Transfer to user

Transfer an interaction to another agent or supervisor. The target user

must be able to handle voice interactions. This is a single step transfer;
the transferring agent drops from the interaction immediately when the
transfer completes.

Voice Priority

You can enable voice priority for the Voice channel for users or user
profiles. By enabling voice priority, agents will not receive any new digital
interactions until the current active voice interaction is completed.

If you cannot avail the following

voice features, contact Avaya Support.

Agent and supervisor internal
extension call

Agents and supervisors within the same account can make internal
extension calls to each other for non-customer call-related matters. For
example, a supervisor can call an agent about the work schedule, or an
agent can call the supervisor to discuss issues related to appraisal.

Table continues...
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Feature Description

Al noise removal Al innovation automatically removes background noise from the agent
and customer’s end, irrespective of the calling device used.

Localized ringback tone A customer can hear the localized ringback tone even when a call is
transferred to an international agent.

Avaya Experience Platform™ Public Cloud voice support uses a WebRTC client with Avaya
Workspaces. Hence, firewall rule configurations are required for voice media connections when
operating with a client virtual private network (VPN) for your region. For details specific to your
location, see the following sections:

 Port Matrix for Avaya Experience Platform Public Cloud users on page 159

* Fully Qualified Domain Names on page 162.

Related links
Call recording use cases on page 49
Proof of documents required to buy numbers in various countries on page 50
Agent RONA and Voice Interaction

Call recording use cases

The following table lists the use cases when call recording is available and limited in the different
recording options:

Use case Verint Call Recording Avaya Voice Recording
Inbound calls from the customer to the agent. Yes Yes

Manual outbound calls from the agent to the Yes Yes

customer.

A customer inbound call that is transferred to Yes Yes

another agent.

A manual outbound call to a customer that is No Yes
transferred to another agent.

A conference call between the customer, agent, Yes Yes
and a third party, including supervisor barge-
in, which began as an inbound call from the
customer to the agent.

A conference call between the customer, agent, No No
and a third party, including supervisor barge-in,
which began as an outbound call from the agent
to the customer.

Recording coaching audio in case of Supervisor No No
Coaching.
Calls between agents or agents and supervisors. | No No
Table continues...
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Use case Verint Call Recording Avaya Voice Recording

Consultation calls between agents and No No
supervisors before transferring to the customer or
creating a conference with the customer.

Customer calls using an Automation flow. No No
Customer calls using the Callback Automation No No
feature.

Customer calls transferred to an external number. | No No
Pause and resume recording functionality to avoid | Yes Yes

recording sensitive information during the call,
such as credit card information.

Related links
Voice on page 47

Proof of documents required to buy humbers in various countries

Information about the customer details and supporting documents required to buy and add
numbers to an account in various countries is updated at Proof of documents required to buy
numbers in various countries.

Related links
Voice on page 47

Customer journey

Customer journey is a visual representation of the customer's interactions. The Customer Journey

widget in Avaya Workspaces summarizes the recent data view for an interaction. The journey
details provide transcripts of previous voice, chat, messaging, and email conversations.

Account administrators can configure the timeline view ranges and journey details on the
Customer Journey widget.

Agent view
On the Agent View page, account administrators can configure the following parameters:

» Default Data Range: Describes the maximum period that the Customer Journey widget
displays the historical data.

+ Default Timeline View: Describes the top timeline view range for displaying the customer
journey chart on the Customer Journey widget.

» Default Number of Days: Describes the middle timeline view range for displaying the
customer journey data on the Customer Journey widget.

» Maximum Number of Engagements: Describes the maximum number of interactions to
display in the Journey Details view of the Customer Journey widget, including the active
interactions.

Related links
Administering ACES Add-Ons
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Audit Trail

The Audit Trail feature enables you to view records of the occurring events. When a user makes
an update in Avaya Experience Platform™ Public Cloud, this update is recorded as an event. For
example, when a user creates an agent, Application Center records the corresponding event. You
can initiate an Audit Trail search to view the recorded event.

To search for an event, you must select the date range during which the event occurs and the
event type. With event types, you can search for events recorded for different entities in Avaya
Experience Platform™ Public Cloud. For example, to find the events related to the Reason Codes
entity, such as creating, deleting, or editing reason codes, select the Reason Code event type.

To make the search results more precise, specify the following information:
* The IP and email address of the user that performs the update
* Whether the event is related to creating, deleting, or editing an existing configuration
» The keywords associated with the event

After you initiate an Audit Trail search, Application Center displays a page with the events that
meet the search criteria. At the top of the page, you can see the selected event types displayed
as tabs. You can click these tabs to switch between the event types. To download a file that
contains the currently displayed events, click the Download CSV button. The downloaded file is in
the . csv format.

To view the description of an event, click the event date range. The event description contains
information about the event. For example, if an account administrator enables a channel,
Application Center displays this update in the corresponding event description.

Avaya Experience Platform™ Public Cloud supports the Audit Trail feature for Application Center
Administration and Orchestration.

Related links
Using Audit Trail

Administration features

Account administrators perform different types of functions within the contact center. Account
administrators are responsible for the management and configuration of account features, such as
users and routing. The tables below list the features available in Application Center Administration
to account administrators.

Account administrator features

Feature name Description

Account configuration Manage tenant hierarchy and attributes.

Business rules Configure business rules to make better routing decisions based on the
data available about the customer and the interaction.

Channel routing Configure how each channel routes interactions in conjunction with

administration business rules.

Table continues...
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Contact center features

Feature name

Description

Code management

Manage reason codes, such as not ready reason codes and disposition
codes.

Contact center resources

Create queues, attributes, and identifiers to improve routing efficiency and
enable a customer's journey to be tracked.

Configure the time to automatically log out or make an agent unavailable
after a browser disconnect or closure.

Data groups

Create groups to partition users and data within the contact center.

Digital template management

Configure email templates, email responses, email disclaimers, email
signatures, customize email templates, and quick text templates.

Profile management

Create user profiles.

User management

Manage users of all types, including agents and supervisors, for your
account.

Account management

Accounts in Application Center Administration are a multi-level hierarchy of locations,
departments, and teams. You can extend the account tree by adding more levels to it. The four
pre-configured levels are Account, Location, Department, and Team. You can configure the names
of each level to meet your solution requirements. You can add a maximum of 10 levels.

An account can have several locations, each of which can have several departments. Each
department can have several teams and teams can have a further hierarchy. For example,
Account > Locations > Departments > Teams > Team 1. You can assign users to this hierarchy.

Avaya creates your account in Application Center Administration after your Avaya Experience
Platform™ Public Cloud order is complete, and the system administrator enables the required
channels for the account. Your account contains default roles, such as Account Administrator,
Agent, Supervisor, and Reporting roles.

Application Center Administration provides the following features that are specific to an account:

* Provides a User Interface (Ul) that is persona-based for managing accounts.

» Provides a flexible hierarchy for editing your account. Account structures vary between
customers, and can vary over time for the same customer. Account holders can define their
own account structure, hierarchy, account node levels, names of the nodes, and country
codes. Nodes act as visual cues to an account administrator for easier administration of

users.

» Provides APIs to manage the account structure.

* Provide access to users only for the account to which the user belongs. Users are assigned
with unique account information to ensure they function within the boundaries of their

accounts.

* Provides role-based access control (RBAC) for granular control of users. The contact center
uses a unique account ID across all APls, events, and data to prevent unauthorized access
to the data of a customer. In addition, users, roles, and permissions for each account are
grouped into individual account-specific realms.
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» Provides security by using the Avaya Experience Platform™ Public Cloud Authentication &
Authorization Service (AAS).

Group management

Avaya Experience Platform™ Public Cloud supports groups, which you can use to partition users
and data within your contact center.

Account administrators create the groups and add users to it. When you create a user, you can
assign them to become a member of a group, or assign them to be a group owner. For example, if
you create a group of agents and you want a particular supervisor to manage those agents, assign
the supervisor to be the group owner. You can assign multiple owners to one group while creating,
adding, or editing a user.

Account administrators also have rights to update and delete hierarchy and groups for their
respective accounts. Account administrators of a higher hierarchy level have access to both
groups and users or agents of lower hierarchy.

© Note:

While assigning groups to users or agents using bulk operations, only account administrators
from a higher hierarchy level can assign users or agents to groups belonging to a lower level
hierarchy.

Refer to the following table for the group level access within an account:

Who can access Account Location Department Team
Administrator Administrator Administrator Administrator

Account level Yes No No No

group

Location level Yes Yes No No

group

Department level Yes Yes Yes No

group

Team level group Yes Yes Yes Yes

Role-based access control

Avaya Experience Platform™ Public Cloud provides Role-based access control (RBAC) for
granular control of users. Application Center Administration uses a unique account ID across

all APls, events, and data to prevent unauthorized access to the data of another customer
account. These roles are pre-configured to cover different job functions related to administration
and contact center operations. You can map these IDs to built-in roles to the users that you create
for your account.
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Roles in Application Center Administration

Role

Description

Administrator

Users with the Administrator (also known as account administrator)
role can:

» Configure all contact center functionality in Application Center
Administration for the tenant account.

» Use Orchestration to design flows.
» Use Automation for self-service configuration.

* Manage and configure Avaya Social Connections messaging.

Agent

Users with the Agent role can:
* Handle customer interactions in Avaya Workspaces.

* View a visual representation of a customer’s interactions in
Customer Journey.

Business Analyst

Users with the Business Analyst role can:
» Create, view, edit, and deploy workflows in Orchestration.
» Create, view, edit, and deploy automation flows in Automation.

For more information about the Business Analyst role, see User
Roles in Orchestration.

Historical Reporting_Advanced

Users with the Historical Reporting_Advanced role can:

« Run historical reports in Analytics for Avaya Experience Platform™
Public Cloud.

» Access all the features on Analytics for Avaya Experience
Platform™ Public Cloud, such as creating a dossier, report, metric,
filter, and prompt.

For more information about the Historical Reporting_Advanced role,
see User Roles in Analytics for Avaya Experience Platform™ Public
Cloud.

Historical Reporting_Basic

Users with the Historical Reporting_Basic role can:

* Run historical reports in Analytics for Avaya Experience Platform™
Public Cloud.

 Create a report or dossier but cannot create a filter or prompt.

» Use the filter, prompt, report, or dossier created by the Historical
Reporting_Advanced user.

» Access the tenant folders for custom reports and dossiers.

For more information about the Historical Reporting_Basic role, see

User Roles in Analytics for Avaya Experience Platform™ Public Cloud.

Table continues...
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Role

Description

Historical Reporting_Consumer

Users with the Historical Reporting_Consumer role can:

* Run historical reports in Analytics for Avaya Experience Platform™
Public Cloud.

» View all the reports and dossiers provided by Avaya or created by
the advanced and basic users.

For more information about the Historical Reporting_Consumer role,
see User Roles in Analytics for Avaya Experience Platform™ Public
Cloud.

Reporting

Users with the Reporting role can:
* Manage and access the Historical Data API.

The Reporting user role is assigned to a user only if the user needs
to access the Historical Data API. The Historical Data API provides

access to the Analytics historical reporting data through a REST API
interface.

Reporting_ Administrator

Users with the Reporting_Administrator role can:
* Manage and run real-time reports in Avaya Workspaces.
» View the reports for all the agents, irrespective of the groups.

» Make the views and dashboards private or public. Other users can
access public views and dashboards.

» Access the supervisor reporting dashboard.

° Note:

Only the users assigned with the Reporting_ Administrator
and Reporting_Supervisor roles can manage and run real-
time reports. The account administrator cannot run real-

time reports. However, the account administrator can assign
Reporting_Administrator or Reporting_Supervisor roles to the
users who need to run reports and handle interactions.

Table continues...
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Role

Description

Reporting_Supervisor

Users with the Reporting_Supervisor role can:

private views and dashboards.

» Access the supervisor reporting dashboard.

Q Note:

* Manage and run real-time reports in Avaya Workspaces.

» Create private views and dashboards. Other users cannot access

Only the users assigned with the Reporting_ Administrator
and Reporting_Supervisor roles can manage and run real-
time reports. The account administrator cannot run real-

time reports. However, the account administrator can assign
Reporting_Administrator or Reporting_Supervisor roles to the
users who need to run reports and handle interactions.

Account administrators can also give agents access to certain
real-time reports by assigning the Reporting_Supervisor role to
the agent.

Supervisor

Users with the Supervisor role can use Avaya Workspaces to:
* Manage agents in their teams.

» View the list of agents in their team.

» Make voice calls to agents.

» Broadcast messages to agents.

» Monitor or observe ongoing interactions.

» Coach agents and barge into interactions.

* View a visual representation of a customer’s interactions in
Customer Journey.

° Note:

The account administrator must assign the
Reporting_Administrator or Reporting_Supervisor roles to
supervisors to access the supervisor reporting dashboard.

Workspaces Admin Widgets
Administrator

Users with the Workspaces Admin Widgets Administrator role can:

« Manage Avaya Workspaces features, such as layouts and widgets
in Application Center Administration.

» Configure screenpops that agents can view in Avaya Workspaces.

Multi-tenancy

Multi-tenancy is a software architecture in which a single solution deployment can serve multiple
customers. Each customer is called a tenant. In a multi-tenant architecture, the software is
designed to provide every tenant a share of the instance. This includes its data, configuration,
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user management, and individual tenant functionality. In Avaya Experience Platform™ Public
Cloud, Avaya creates an account for each tenant in Application Center Administration.

Avaya Experience Platform™ Public Cloud shares solution resources for multiple customers. Use
the multi-level hierarchies to further separate data within the account.

Default profile and layout

Application Center Administration provides the default UX profile. The Default Ux Profile profile
supports the Unified Widget Framework Avaya Workspaces user interface.

To create a new profile, you can clone the default profile. You can also assign a layout, configure
general profile settings, and notifications.

Default Layout

Default Account Layout is the default layout that supports the Unified Widget Framework Avaya
Workspaces user interface.

Customizing layouts

Account administrators must modify the customized layouts to reference the user interface
widgets. The Default Account Layout provides a sample layout including all the user interface
widgets and layouts. Account administrators can reference this layout to modify an existing
custom layout. To customize a layout, you must clone Default Account Layout and apply the
customizations to the cloned layout. The administrators can map this layout to a UX Profile
referencing the custom layout.

UX profile scan

On custom widgets, problems in the Cascading Style Sheets (CSS) can affect icons, fonts, and
scroll bars in Avaya Workspaces. Custom widgets can override global styles and impact user
experience. Therefore, you can scan a profile to check for possible widget problems.

The scan checks for occurrences of the following:
+ Styles containing global styles such as HTML, body, and paragraph.
* Overrides in Neo class.
» Unified Widget Framework or Avaya Workspaces component classes.

The result of the scan lists widgets with potential problems in the CSS and related details. The
details are for information. However, you can still use the widget or the profile even after the scan.

For more information about avoiding the override of global styles, see the Workspaces Widget
Framework overview.

Associate template with queue

Associate an email, signature, quick text, URL, or file template to a queue or multiple queues.

The associated templates are displayed to agents on the Digital Library widget as suggested
responses in Avaya Workspaces.

Account administrators can associate templates using one of the following options:

+ All Queues: Associate a template to all the queues that are defined in the Application Center
Administration including the default queues.
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+ Search for a specific queue.

Avaya Experience Platform™ Public Cloud features

Historical reporting dashboard

February 2025

The historical reporting dashboard displays the historical data of the contact center resources,
such as agent performance for a specified time interval. You can use the canned reports in the
folders for interval, daily, and monthly based reports. For visual reports with images, graphs, and
charts, you can use the canned dossiers from the Dossier folder.

Avaya Analytics™ provides the following canned reports and dossiers. For more information about
using the historical reporting dashboard, see the Using Analytics for Avaya Experience Platform

Public Cloud.

The reports and dossiers are based on 15—minute historical intervals, Daily, and Monthly roll-up

data.

Table 1: Historical reports based on 15 minutes fixed intervals

Reports

Description

Agent Login/Logout

A report that displays login and logout events for each agent, and the
session duration for each agent login.

Agent Performance

A report that displays the overall performance and productivity of an
agent for the selected duration.

Agent Performance By
Channel

A report that displays the performance and productivity of an agent by
channel for the selected duration.

Agent Performance Top 5

A report that summarizes the agent performance information for the top 5
agents, that is, those who successfully completed the highest number of
customer interactions.

Contact Detail Report

A report that displays the performance summary of a contact center site.

Queue Performance

A report that displays the performance in a queue for the current interval.

Queue Performance By
Channel

A report that displays the performance in a queue for a selected channel
for the current interval.

Agent Not Ready By Reason
Code

Displays the agent's reason code for changing the state to Not Ready for
a selected interval.

Agent by Queue Performance

Displays the interactions that an agent handles for each queue during the
current interval.

Agent by Disposition Code

Displays the disposition code an agent associates with any interaction.

Emergency Calls

Displays the interaction details of all emergency calls made for the current
interval.

Supervisor Monitoring
Summary By Channel

Displays the observe, coach, and barge activities for a supervisor for the
current interval.

Callback Detail

Displays details of all interactions and their associated callbacks.

Agent and Routing Service Performance reports based on daily roll-up data. The supported
interval options are Daily, Weekly, Monthly and Yearly.
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Table 2: Historical reports based on daily roll-up data

Reports

Description

Agent Performance By
Channel Daily

A report that displays the performance and productivity of an agent by
channel for the selected duration.

Agent Performance Daily

A report that displays the overall performance and productivity of an
agent for the selected duration.

Agent Performance Top 5
Performance Daily

A report that summarizes the agent performance information for the top 5
agents, that is, those who successfully completed the highest number of
customer interactions.

Queue Performance Daily

Displays the performance in a queue for the selected duration.

Queue Performance By
Channel Daily

Displays the performance in a queue for a selected channel for the
selected duration.

Agent Not Ready By Reason
Code Daily

Displays the agent's reason code for changing the state to Not Ready for
a selected duration.

Agent by Queue Performance
Daily

Displays the interactions that an agent handles for each queue during the
selected duration.

Agent by Disposition Code
Daily

Displays the disposition code an agent associates with any interaction for
the selected duration.

Supervisor Monitoring
Summary By Channel Daily

Displays the observe, coach, and barge activities for a supervisor for the
selected duration.

Agent and Routing Service Performance reports based on monthly roll-up data. The supported
interval options are Monthly and Yearly.

Table 3: Historical reports based on monthly roll-up data

Reports

Description

Agent Performance By
Channel Monthly

A report that displays the performance and productivity of an agent by
channel for the selected duration.

Agent Performance Monthly

A report that displays the overall performance and productivity of an
agent for the selected duration.

Agent Performance Top 5

A report that summarizes the agent performance information for the top 5
agents, that is, those who successfully completed the highest number of
customer interactions for the selected duration.

Agent Not Ready By Reason
Code Monthly

Displays the agent's reason code for changing the state to Not Ready for
a selected duration.

Agent by Queue Performance
Monthly

Displays the interactions that an agent handles for each queue during the
selected duration.

Queue Performance Monthly

Displays the performance in a queue for the selected duration.

Queue Performance By
Channel Monthly

Displays the performance in a queue for a selected channel for the
selected duration.

Table continues...
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Reports Description

Agent by Disposition Code Displays the disposition code an agent associates with any interaction for
Monthly the selected duration.

Supervisor Monitoring Displays the observe, coach, and barge activities for a supervisor for the

Summary By Channel Monthly | selected duration.

Report based on no specific time

Reports Description

Agent Configuration A report that displays agent information and agent properties, such as
agent login ID and agent display name.

Table 4: Dossiers available based on interval, daily, and monthly roll-up data

Dossier Description

Agent Performance By A report that displays the performance and productivity of an agent by
Channel channel for the selected duration.

Agent Performance A report that displays the overall performance and productivity of an

agent for the selected duration.

Agent Not Ready By Reason | Displays the agent's reason code for changing the state to Not Ready for
Code a selected duration.

(Interval only)

Agent by Queue Performance | Displays the interactions that an agent handles for each queue during the
selected duration.

Queue Performance Displays the performance in a queue for the selected duration.
Queue Performance By Displays the performance in a queue for a selected channel for the
Channel selected duration.

(Interval only)

Agent by Disposition Code Displays the disposition code an agent associates with any interaction for
the selected duration.

Agent Login/Logout Report Displays the login and logout events for each agent, and the session
duration for each agent login. This dossier displays the information for
interval-based data only.

This dossier is available only for interval-based data.

Agent Configuration Displays agent information and agent properties.

This dossier is not based on a specific time interval.

Contact Detail Report Displays the end-to-end details of all customer interactions across various
parameters.
Emergency Calls Displays the interaction details of all emergency calls made for a selected

reporting period.

(Interval only)

Table continues...
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Dossier Description

Supervisor Monitoring Displays the observe, coach, and barge activities for a supervisor.
Summary By Channel

(Interval only)

Analytics for Avaya Experience Platform™ Public Cloud concepts

The following table lists Analytics for Avaya Experience Platform™ Public Cloud concepts for
historical reporting:

Concept Description
Attribute A dimension with properties, such as Agent Name.
Dossier A dossier is an interactive display to show and explore business

data. Users with permissions can create a dossier and add visual
representations of the data to the dossier to:

+ Make the data easier to interpret
» Manipulate on the data to customize which information to display

» Organize data into multiple chapters and pages to provide a logical flow
to the dossier

Dossiers provide personalized views of corporate information. You can
create your personalized views if you have the required permissions.
Users with administrative privileges can create shared dossiers for groups
of users with common responsibilities or job functions.

Filter The default conditions based on which Analytics for Avaya Experience
Platform™ Public Cloud displays the results.

Metric A measure that provides calculation performed on the data. It specifies a
numeric value.

Prompt A type of filter where you provide inputs based on which Analytics for
Avaya Experience Platform™ Public Cloud displays the results.

Report A request for a specific set of formatted data from your data source.
A report consists of the following two parts:
* A report template, which is the underlying structure of the report.

* The report-related objects that are placed on the template. For
example, attributes, metrics, filters, and prompts.

User roles in Analytics for Avaya Experience Platform™ Public Cloud

The following table outlines the Analytics for Avaya Experience Platform™ Public Cloud defined
user privileges for historical reporting:

| Persona | Consumer | Basic users | Advanced users

Table continues...
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You can * Run dossiers and + All the capabilities All the capabilities
reports. provided to the provided to the basic
. Perform basic consumer. users.
operations, such as « Create new dossiers Interact with rest APIs
sort, pivot, drill, and and reports. to push external data,
export. . . extract data subsets,
* Modify or customize
and create datasets.
the canned reports.
. Connect and access
» Access and import
data from a range of
data from your local .
. ! third-party databases.
machine for file
formats, such as excel
file, CSV files, and
JSON files.
You cannot » Save or design new  Create objects like Create schema
dossiers or reports. prompts and filters. objects, such as
 Create objects like » Create schema aj[tnbute_s, facts, and
. ) hierarchies.
prompts, filters, and objects, such as
metrics. attributes and facts.
* Leverage rest APls.
For example, access
data pushed through
the API.
Related links

Real-time reporting overview

Subscription of reports

Analytics for Avaya Experience Platform™ Public Cloud provides an option to subscribe to a
historical report to receive updated copies of the report.

The types of subscriptions for a report are:
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Subscription Type Description

History List Contains the reports saved for future reference.

Using the History List, you can create shortcuts to previously generated
reports and view the scheduled reports. History List subscriptions create
a History List message for the specified report. You can then retrieve the
report from the History List message in your History List folder.

The History List folder contains messages for all the projects on which
you work. The account administrator controls the number of messages in
this folder by setting Maximum number of messages per user.

For example, if you set this number at 40, and you have 10 messages
for Project A and 15 for Project B, you can have no more than 15 for
Project C. When the maximum number is reached, the oldest message in
the current project is automatically deleted.

Email Delivers the subscribed reports to one or more email addresses as
specified.

Thresholds classes for measures in real-time reporting

Avaya Experience Platform™ Public Cloud enables you to use thresholds in real-time reports to
identify the lower and upper end of the normal range for a measure. Using thresholds, you can
get immediate information about any data based on a predefined criterion. You can also add
thresholds to specify levels in between the lower and upper ends or assign different colors for
measures below, within, or above the normal range to highlight data.

Avaya Experience Platform™ Public Cloud offers the following options for setting thresholds:
* Visual: To create a simple threshold on metric values.
» Advanced: To create a threshold based on an attribute or metric qualification.

You can add a threshold to each measure in a real-time report.

For historical reports, you can also assign thresholds to more accurately manage your Service
Level Agreements.

Thresholds for Service Level Agreements (SLAs)

A threshold is a level of service. Below this level, you consider that customers to your contact
center do not receive a satisfactory response. Above this level, you consider that your customers
have a positive experience. For example, you can set a threshold time for your agents to respond
to interactions. If you set this time at 20 seconds and your agents successfully respond to all
interactions within this time limit, you might consider this a satisfactory performance. However, if
your agents fail to respond to interactions within this time, you might consider adding more agents
to your contact center or attempting to divert callers to digital methods of contact.

A service-level agreement (SLA) is an industry term that defines a level of service you expect,
laying out the metrics by which the service is measured and remedies or penalties should agreed-
on service levels not be achieved. It is a critical component of any technology contract. Using the
threshold feature within Avaya Experience Platform™ Public Cloud, you can implement your SLA
at an operational level.
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You define thresholds at channel level for a queue to configure different values for each contact
method. Email, phone calls, messaging, and chat all have different response time expectations.
You can assign the same set of thresholds to multiple queues. For example, you can assign the
same response times to the French Sales and English Sales queues.

You cannot assign multiple sets of thresholds to a single queue. For example, you cannot assign a
20 and 30 second response time for calls to the French Sales queue.

You can create, view, and edit thresholds, but you cannot delete them.

Sometimes customers abandon interactions just as Avaya Experience Platform™ Public Cloud
routes them to an agent. The agent sees the interaction arriving but does not get a chance to
accept it before the customer ends the interaction. In this scenario, it might be unfair to consider
this interaction when calculating performance. For this reason, Avaya Experience Platform™ Public
Cloud enables you to include or exclude it.

For real-time reports, you can also assign thresholds to each measure. This functionality is called
Thresholds Classes.

Attributes overview

Attributes are dimensions in a contact center that you can identify from a unique ID column in a
report.

In Analytics for Avaya Experience Platform™ Public Cloud, you can use attributes to define the
level of detail for a historical report. In the report, an attribute displays as a column header and the
related data appears in the specified column. For example, if an attribute in the header is Agent
Name, then the column under this header displays the names of the agents for whom you are
generating the report.

Metrics overview

Only an advanced user can create custom metrics to analyze data. These metrics are available to
anyone if the advanced user saves them in a common access folder.

In Avaya Experience Platform™ Public Cloud, metrics are the calculations performed on any data
in the contact center database. You can view the results of these calculations as numeric values
in your historical reports. You can define metrics as formulas or analytical calculations that can
display a wide range of information, such as login and logout events for each agent, and the
number of completed, abandoned, or unanswered interactions.

You can create calculated measures, which you can use to make compound calculations based on
standard Analytics for Avaya Experience Platform™ Public Cloud measures.

Filters overview

In Avaya Experience Platform™ Public Cloud, you can apply filters based on which the historical
reports display the results. You must use filters to include or exclude certain data from a report.
Reports without filters sometimes risk displaying too much or unnecessary data. You can use
filters before and after running a report. You can create filters based on attributes and measures.
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You can also use filters to compare data, for example, you can choose to generate reports that
display information about completed interactions between two different time durations or dates.

In dossiers, you can use filters on all the pages in the existing chapters. For example, if you
select filters in the Interval chapter of a dossier, all the pages available in the Interval chapter get
impacted.

© Note:

Only an advanced user can create filters.

Prompts

In Analytics for Avaya Experience Platform™ Public Cloud, you must create prompts to apply the
following attributes to a historical report or dossier:

+ Filtering conditions

» A custom group

* A metric

When you run a report or dossier after specifying the values in the prompts, Analytics for Avaya
Experience Platform™ Public Cloud returns data based on the specified values. You can also use
a search object in the prompts. A search object searches and displays the specific objects the
moment you access the report. You can select your answers from the most up-to-date hierarchies,
attributes, metrics, or other objects in a project.

In Analytics for Avaya Experience Platform™ Public Cloud, the different prompts are:

* Hierarchy qualification prompt: To create customized report filter by using attributes and
attribute elements from a specific hierarchy, the hierarchies in the project, or specific
hierarchies returned by a search object.

« Attribute qualification prompt: To qualify on the ID, description, and other form of an attribute.

* Attribute element list: To choose from a list of elements. You can use this prompt to create a
filter that displays a specific list of attribute elements, based on the condition defined in the
filter.

» Metric qualification prompt: To determine how the data in a report is filtered based on one or
more specific metrics on the report.

» Object prompt: To select one or more objects, such as attributes, metrics, or filters to include
in a report.

» Value prompt: To select a single value, such as a date or a specific text string, and filter
report data based on your selection.

O Tip:

To make the best use of prompts, frame clear descriptions for the prompts so that the users
have clarity on the questions they are answering.

Interactive dossiers

Several dossiers offer an interactive experience, such as the Queue Performance, Agent by
Queue Performance, Agent by Disposition Code, and Emergency Calls dossiers. When you run
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a dossier, you can click sections to display data of interest. The exact selections vary across
the suite of dossiers. For example, if a dossier displays an aggregate total for all channels, you
can display data only for voice, email, messaging, or chat. In addition, for tables, you can add
or remove columns to view them. Dossiers contain additional filters where you can select from a
series of filters, such as date range, agents, and disposition codes. All updates are immediately
applied.

By Agent

Figure 4: Example of interactive dossier

Avaya Workspaces features

Realtime Reporting

Realtime Reporting provides real-time reporting capabilities for reporting supervisors and reporting
administrators to monitor up-to-date contact center statistics. You can view call activity changes in
real time. In Realtime Reporting, you can view and manage dashboards and views with real-time
reporting agent data.

Dashboards display real-time reporting measures with agent and queue details. You can use
dashboards to quickly access your contact center statistics. When configuring a dashboard, you
can select a view. Views determine the type and number of measures and the visualization type
for the dashboard data.

For more information about Realtime Reporting, see Using Avaya Workspaces for Avaya
Experience Platform™ Public Cloud.
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Dashboards

A dashboard is a collection of one or more real-time data views for reporting supervisors and
reporting administrators. Views determine the type and number of measures and the visualization
type for the dashboard data. Realtime Reporting supports the following views:

» Bar chart

* Pie chart

* Column chart
* Billboard

* Table

You can create, edit, clone, share, import, or export dashboards depending on your user role.

Reporting supervisors can create a maximum of 60 private dashboards, which are visible only
to the supervisor that creates them. All users can also make a clone of an existing dashboard.
Cloned dashboards are private, but reporting administrators can share dashboards and make
them public to anyone who has access to Realtime Reporting.

Billboard views

By default, billboard views scale to a two-columns-by-two-rows (2x2) configuration. You can
view up to 28 billboard views on a single dashboard in a 2x2 configuration. This configuration

is meant for large screens and is not optimized for the minimum screen resolution of 1920 x
1080. However, after you add billboard views to a dashboard, you can resize the view to a 4x4
configuration. Supervisors can access and edit these dashboards on different devices of various
screen sizes and resolutions.

Views and measures

To createmviews, Avaya Workspaces uses producers that Analytics for Avaxa Experience
Platform ~ Public Cloud provides. Analytics for Avaya Experience Platform = Public Cloud also
provides a list of measures that are available for use in each view.

You can create calculated measures to make compound calculations based on standard
Analytics for Avaya Experience Platform™ Public Cloud measures. Analytics for Avaya Experience
Platform™ Public Cloud sends the values for these calculated measures for use in views. For
example, you can create a calculated measure that calculates the percentage value of offered
interactions not answered by agents.

By default, all new calculated measures are private and visible only to the user who creates them.
However, reporting administrators can share calculated measures and make them public.

You can create a new calculated measure using the following ways:

» Standard: Create a standard measure using mathematical functions.
+ Conditional: Create a conditional measure using logical operators.

Time variables are not available for selection when creating calculated measures.

When you create a new dashboard, you can select the views that the dashboard displays. You can
add views to a dashboard using a number of default layouts. A layout defines the position of each
view on the dashboard. You can arrange views vertically, horizontally, or using a combination of
both.
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To create new views, you can use one of the supported widgets. For example, you can create a
pie chart view and select the producer to associate with the view and the measures to display. You
can also change the order of the measures and apply formatting changes.

n Realtime Reporting l? @V

Dashboard Viewer / Dashboard Settings / Views Manager

Add View

Name *

‘ Active measurel ‘

Channel 1d
o Chat 1
active measurel © Email: 1
® Messaging: 1

Description *

 Voice: 1

Visualization Type *

Bar 3

Producer *
‘ Channel (itd) v ‘

Measures *

| channetid x | Select Measures V‘

@) shared
0 005 01 015 02 025 03 035 04 045 05 05 06 06 07 075 08 08 09 095 1 105
Values

® Chat @ Email @ Messaging @ Voice

Cancel Save

Figure 5: Example of a new view added

Users with reporting supervisor or reporting administrator roles can create private views, visible
only to them. You can clone an existing private view. Cloned views are private. However, reporting
administrators can share views and make them public.

When you create a view, the viewing mode for the real-time producers is the interval of 24 hours.
At the end of the interval, the real-time measures that reset at midnight are reset to zero.

Producers

A producer is a collection of measures groupedmto provide real-time contextual data to dashboard
users. Analytics for Avaya Experience Platform ~ Public Cloud provides the following producers to
Avaya Workspaces for use in real-time reporting dashboards:

» Agent

» AgentByChannel
» AgentByQueue

* Channel

+ DialogDetail

* Group

* Queue

* QueueByChannel
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User roles

Application Center Administration account administrators must assign the reporting role to
supervisors to access the supervisor reporting dashboard. You can assign one of the following
reporting roles to a supervisor:

* Reporting_Administrator: The user can make the created views and dashboards private or
public. Other users can access public views and dashboards.

» Reporting_Supervisor: The user can only create private views and dashboards. Other users
cannot access private views and dashboards.

Typically, supervisor users are assigned the reporting role and can access the supervisor reporting
dashboard, but do not use any other Avaya Workspaces features. For example, the supervisor
user cannot handle interactions. The supervisor user can see agents assigned to them in

their Application Center Administration agent groups. If you want the supervisor user to handle
interactions, you can also assign the agent role to them.

Account administrators can also assign the Reporting_Supervisor role to agents to provide access
to certain real-time reports and dashboards.

Thresholds for views

You can use thresholds in views to identify and specify levels between the lower and upper end
of the normal range for a measure. You can assign different colors for measures below, within,
or above the normal range. Real-time views use colors to highlight measures when a measure
breaches a configured threshold value. These highlights visually alert real-time reporting users
about significant reporting data updates, such as a high volume of waiting calls that require
immediate attention.

Users with reporting supervisor and administrator roles can create private thresholds, visible only
to the user who creates them. You can also clone an existing private threshold. Cloned thresholds
are private. However, a reporting administrator can share the private or cloned thresholds and
make them public to all real-time reporting users.

Thresholds and calculated measures also get exported when you export associated views and
dashboards.

You can add up to five thresholds for each measure.
Changing the producer resets the thresholds, and you must select the relevant measures again to
set the thresholds.

Filters

While generating real-time reports, you can apply filters based on which the reports display the
results. You can use filters to include or exclude certain data from a report. Reports without filters
can display too much or unnecessary data.

You can apply filters to views and then use them in dashboards. You cannot change a view filter
after adding the view to a dashboard.
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Welcome page

When a user logs in, Avaya Workspaces displays the Welcome widget. The Welcome widget
displays content from a web page. The Welcome widget is fully customizable, and you can
configure the URL in Application Center Administration that you want to appear on the Welcome
widget.

Reason codes

Agents can use Avaya Workspaces to enter Not Ready reason codes to indicate why they have
changed their state to not ready. This feature is supported for all channels. Account administrators
configure reason codes using Application Center Administration.

Account administrators can configure disposition codes in Application Center Administration that
agents can select during an interaction in Avaya Workspaces. The disposition codes indicate the
final state of the contact after closing the contact and summarizes important information about
customer interaction.

Start work options

Account administrators can configure the start work options for their agents and supervisors.
Based on the configuration, the agents and supervisors are set to the respective state when they
log in to Avaya Workspaces. With this setting, agents and supervisors can choose to start work in
either the ready or not ready state.

In Application Center Administration, account administrators can choose one of the following Start
Work Options for their agents and supervisors:

* Go Ready: The agent views the Go Ready button in the interaction area of Avaya
Workspaces.

The agent is in the Ready state and is available to accept interactions.

When account administrators choose Go Ready, the Go Not Ready button is unavailable in
the interaction area.

* Go Not Ready: The agent views the Go Not Ready button in the interaction area of Avaya
Workspaces.

The agent is in the Not Ready state and is unavailable to accept interactions.

When account administrators choose Go Not Ready, the Go Ready button is unavailable in
the interaction area.

* Both: The agent can view both the Go Ready and Go Not Ready buttons in the interaction
area of Avaya Workspaces which enables them to choose to start work in Ready or Not
Ready state.

» Contact Center Default: The agent views the Start Work button in the interaction area of
Avaya Workspaces. The agent is ready to accept interactions.

When account administrators choose Contact Center Default, the Go Not Ready and Go
Ready buttons are unavailable in the interaction area.

Related links
Launching Agent Desktop
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Support for blended agents

Avaya Workspaces supports the blended agents feature. With this feature, agents can seamlessly
handle voice, chat, email, and messaging interactions using the same interface. For example, if an
agent has chat and email capabilities, the agent can simultaneously handle a chat and an email
interaction.

Avaya Workspaces administration

You can manage your Avaya Workspaces widgets and layouts using Application Center
Administration. Use widget manager to import your custom widgets, and view the default Avaya
Workspaces widgets available to all Avaya Experience Platform™ Public Cloud customers. For
example, Avaya provides default widgets for Customer Journey, voice, email, chat, messaging,
and real-time reporting.

Using layout manager, you can create custom layouts that you can assign to Avaya Workspaces
users. You can decide which sidebar tabs and widgets a user sees when they first log in, and
when they handle different types of interactions. You can also arrange how the widgets appear on
the user interface.

Related links
Avaya Workspaces

Multiplicity

Agents can simultaneously handle multiple interactions using Avaya Workspaces, across multiple
channels. Account administrators configure the maximum number of active interactions agents
can have open at any one time. This ensures agents do not get overloaded. Agents can handle

a maximum of 5 email and chat interactions simultaneously. Agents can handle a maximum

of 10 messaging interactions simultaneously. Agents can handle a maximum of 20 interactions
simultaneously. Agents can handle the following interactions:

* Maximum 5 emails and chat interactions simultaneously
* Maximum 10 messaging interactions simultaneously
* Maximum 20 interactions simultaneously

Avaya Workspaces, depending on the number of interactions active at one time, changes to
accommodate the interaction cards on the user interface.

Supported consult and transfer operations

Consult interactions

Avaya Workspaces supports the Consult feature. With this feature, an agent can consult another
agent, a supervisor, or a user with an external number before completing a customer query.

An agent can consult an internal or external user and consult to queue. For example, for the
finance-related customer queries, agents can send a consult request to the Finance queue to

get assistance from the finance department. In this scenario, the consulting agent is the agent
who sends the consult request to receive assistance, and the consulted agent is the agent who
provides assistance to the consulting agent. During the consult, an agent can put a customer call
on hold, move between calls, disconnect the consultation call, and then resume the customer call.
After consulting, the agent can complete the consultation call as transfer or as conference. In both
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instances, Avaya Experience Platform™ Public Cloud uses the caller's country code to complete
the call.

You can configure wait treatment of the agent initiating a consultation call with the Consult task in
Orchestration.

Consult complete as transfer

Avaya Workspaces agents can transfer a customer interaction to another agent, supervisor, or an
external user after consulting them. After the call is transferred, the consulting agent is dropped
from the main call. The consulted agent, supervisor, or the external user gets added to the main
call with the customer.

Consult complete as conference

During an external call, Avaya Workspaces agents can consult another agent, supervisor, or an
external user to get an appropriate answer for a customer query. During the consultation, the call
with the customer is put on hold. After completing as conference, the customer is automatically
removed from hold and is added to the conference with both the consulting agent and the
consulted agent, supervisor, or the external user. Note that the consult button is disabled when the
agents are in a conference.

Transfer interactions
Avaya Workspaces supports the Transfer feature. Agents can do any of the following:

» Transfer an active interaction to another agent or supervisor who is a part of the same
contact center through a queue.

 Transfer to an another agent or supervisor.
» Transfer a voice interaction to an external number.
Transfer to queue

In Avaya Workspaces, an agent can transfer an interaction to a queue to find a more appropriate
agent with the knowledge to deal with the customer query. Account administrators create queues
in Application Center Administration.

When an agent initiate transfer operation, Avaya Workspaces provides a Services list. The list
contains all the available queues where the agent can transfer the interaction.

The transfer to queue option applies to agents and supervisors for chat, messaging, email, and
voice channels.

Transfer to user

Avaya Workspaces agents can transfer an interaction to another agent or supervisor. The target
user must be able to handle interactions for the particular channel type. Transfer to user is a single
step transfer; the transferring agent drops from the interaction immediately when the transfer
completes.

Supervisors can search, filter, and group the agent or user list.

On the interaction card, the agent can use the transfer option to transfer the interaction to another
user. The agent searches for the required user to transfer the interaction. The search result
displays online agents for chat or messaging channels. For the email channel, the search result
displays online and offline agents.
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The transfer to user option applies to agents and supervisors for chat, messaging, email, and
voice channels.

Transfer a voice interaction to an external number

An agent or a supervisor can transfer a voice interaction to a PSTN number outside the contact
center in a single-step transfer.

When the target destination for the transfer is not valid, the interaction returns to the original
agent. If the original agent is also unavailable, the interaction goes to the original queue.

An agent or a supervisor can initiate a call transfer to Avaya Aura X for Avaya Cloud Office (ACO)
contacts.

Transfer to an external number feature is unavailable for an outbound call. An agent can have only
one active outbound call at a time.

Customer Journey

With Avaya Workspaces, you can view a visual representation of a customer’s interactions. Every
point in Customer Journey is visualized by an interaction with a channel, such as Voice, Email,
Chat, or Messaging.

Using the Customer Journey in Avaya Workspaces, agents can access all of a customer's
previous touch points and view all of the information available about the customer's previous
interactions which have common customer identifiers.

With the link functionality, agents can now link different customer identifiers to deliver a better
customer experience. Agents can also quickly respond to the customer's issue.

Agents can link an identifier to multiple identifiers and unlink identifiers from the current identifier.
When you link or unlink an identifier, the interaction history of the linked or unlinked identifier is
added or removed from the current identifier.

When an agent interacts with a customer through a channel, the agent can see the details of the
current interaction, such as channel type and duration. However, customers can also use different
channels to connect with the contact center.

For example, the first time, the customer used an email as a channel to connect to the contact
center. The next time, the customer used a different email address or a voice call as a channel
to continue the discussion of an issue. The agent can notice that the customer used different
channels to connect to the contact center.

Customer Journey tracks the transfer events for live interactions. The transfer details display the
following information:

* Number of transfers

» Type of transfer: Transfer to User or Transfer to Queue

* The name of the agents who transferred an interaction and received transfer

* Date and time stamp when the transfer occurred

* Queue name

Related links
Customer Journey
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Using the Customer Journey Widget

Interaction Search

The Customer Journey widget displays data for customers with active interaction. However,
agents can now use the interaction search functionality to view past customer journeys. The
interaction search enables agents to filter by activities, date, channels, and identifiers. After the
search, agents can choose the customer journey to review from a list of matches. Agents can also
review the relevant transcripts of the interactions.

By default, the Offline Search icon is available on the top toolbar. However, if the icon is
unavailable, account administrators must configure the Customer journey interaction history
widget in Application Center Administration. For more information about configuring the Customer
journey interaction history widget, see Customer journey interaction history.

Related links
Using the Customer Journey Interaction History

Agent Assist overview

Agent Assist is a widget available in Avaya Workspaces to provide agents with quick access
to information and other resources during an interaction. Agent Assist facilitates agents with
seamless communication between customers or other agents. The widget applies to digital
interactions. The following features are supported:

» The Summary feature provides an Al generated summary of the conversation when the
agent accepts the interaction. The summary is available to view and edit when the interaction
ends.

» Suggested Responses help you quickly and accurately reply to the customer using online
resources, such as knowledge base articles or FAQs. Suggested Responses apply to digital
interactions. For the voice interactions, agents can see the suggested responses but cannot
send them to the customer.

For more information about configuring the Agent Assist widget, see Agent Assist administration
overview. For more information about using the Agent Assist widget, see Agent Assist widget.

Image attachment in an email

You can insert inline images in an email of an active email contact. Avaya Workspaces supports
images that are in .apng, .bmp, .gif, .ico, .jpeg .Jjpg, .png, .psd, .svqg, .tif, .tiff,
or .webp formats. The maximum size of the image is 3 MB and the maximum size of an outbound

email, including images and attachments, is 10 MB. In an email, an agent can have a maximum of
five images at a time.

Adhoc email

Agents and supervisors can send outbound emails using the adhoc email feature of Avaya
Workspaces. This option is available for agents and supervisors during an active customer
interaction on the email channel and when they are logged in.

& is available if the email channel is activated. With this feature, the agent or supervisor can:

» Send business or personal emails
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» Add, delete, or change participants in the To, Cc, and Bcc fields
+ Attach files to adhoc emails

+ Cancel an adhoc email

* Select the required address in the From field

Related links
Sending Outbound Emails

Digital Library widgets

The Digital Library widget consists of the global templates and the templates that are
associated with queues. Account administrators can configure the templates in Application Center
Administration.

In Avaya Workspaces, @ represents the global templates and E. represents the templates that
are associated with the same queue received in the interaction card. Agents can choose these
preconfigured templates when handling an interaction.

Interaction widget
The interaction widget displays the chat, customer email, and messages interactions.
Email Template Selector widget

The Email Template Selector widget contains list of templates that the agent can select and add
while composing an email. Agents can preview the template description by hovering over the
template.

Quick Text widget

The Quick Text widget displays frequently-used text with information to process the customer’s
request through out the interaction. The widget appears for chat, messaging, and email
interactions.

Quick texts are configuration phrases for use when handling chat, messaging, and email
interactions. Agents can select and insert these texts while responding to customer interactions.
Text templates can help save time and maintain consistency.

URL templates widget

The URL templates widget contains a configured web page link that agents can use to send
replies to customer chat, messaging, and email contacts.

File templates widget
Agents can select file attachments to send replies to customer email and messaging contacts.
Transfer templates

When an agent receives an interaction that was transferred through a queue, they can view
a list of published templates. These templates are associated to the queue through which the
interaction was transferred along with the global queues.

When an agent transfers an interaction to another agent, they can view a list of published
templates, which are associated to the queue through which the interaction was transferred along
with the global queues.
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If an agent transfers an interaction card to another agent, the interaction card displays the
associated templates even if the agents are not associated to that queue.

Make an external call

Agents and supervisors can call an external number outside the contact center from Avaya
Workspaces. The external number can be a PSTN, an Avaya Aura X for Avaya Cloud Office
(ACO), or an Avaya Spaces number. When a customer matches the dialed number, the Customer
Journey widget displays the journey for the customer linked to the dialed number.

An agent can make the external call even when the agent is in an idle or Not Ready state.

If an agent is logged in to voice Automatic Call Distribution (ACD) and is in Ready state, the
agent state changes to Busy or Not Ready during the call to prevent the agent from receiving any
inbound calls. After the call, the agent state again changes to Ready.

If an agent is logged in to voice ACD and is in Not Ready state, the agent state remains Not
Ready after the call is complete.

Emergency calling

Avaya Workspaces enables users with voice capability to call emergency services without dialing
additional digits, such as call prefixes. If an emergency call disconnects, the emergency service
provider can call back the user that initiates the call. Users can select an emergency location
when logging in to Avaya Workspaces.

An account administrator configures emergency locations in Application Center Administration. If
a user calls emergency services, Avaya Workspaces passes the selected emergency location to
the emergency service provider. The emergency service provider uses the emergency location
to locate the caller and send help. For example, the emergency service provider can send an
ambulance to the received emergency location. An account administrator can also specify one
or multiple email addresses of the people in the organization that receive notifications about the
initiated emergency calls.

Auto answer

Avaya Workspaces supports auto-answering for both digital and voice channels. Account
administrators can enable auto-answer for the interactions on a per-user or per-profile basis.

Depending on your configuration, for voice interaction, the agent can hear a zip tone when the call
is connected or after the call is auto-answered.

After Contact Work

Account administrators can enable After Contact Work for a channel or queue in Application
Center Administration. If an account administrator enables ACW for an agent, the agent enters the
ACW state after the interaction ends. The agent can then perform additional work and review the
interaction details. In the ACW state, the interaction transcript is available to the agent.

The agent enters the ACW state when the account administrator enables ACW at channel or ACW
at queue level.

The agent automatically enters the ACW state when the customer leaves the active interaction or
the agent ends the interaction with the customer. After the interaction ends, the interaction widget
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displays the ACW state. The agent can close the interaction to end the ACW state. The agent can
select a disposition code for the interaction while in the ACW state.

© Note:

If an account administrator enables ACW per channel for the logged-in agents, the agents
must log out and log back in to enter the ACW state.

As a supervisor, you enter the ACW state only after a barge-in. You cannot enter the ACW state
after you observe or coach an agent.

ACW is also supported on Avaya Workspaces for CRM.
Transfer scenarios

An agent can transfer the interaction that is enabled with ACW. An agent can transfer the
interaction to a queue or transfer it to another user.

If the agent transfers the interaction to a target queue where ACW is not enabled, the target agent
does not enter the ACW state. The value of the target queue is used.

If the agent transfers the interaction to another user where ACW is enabled on the queue, the
interaction keeps the existing queue after transfer to the user. The target agent enters the ACW
state.

Related links
Using After Contact Work
Completing After Contact Work

Avaya Voice Recording

When Avaya Voice Recording is enabled on Avaya Experience Platform™ Public Cloud, voice
interactions between agents and customers are automatically recorded in real time and then
archived for 90 days. After 90 days, the recording files are deleted from the cloud storage.

With the Avaya Voice Recording feature, users with the Supervisor role in Avaya Workspaces

can access voice recordings of the interactions between agents and customers. Supervisors can
easily search for a voice interaction on the Customer journey Interaction History widget in Avaya
Workspaces and then replay the voice recording. Supervisors can use voice recordings to analyze
and assess the quality of interactions and enhance customer experience.

Users with the Agent role can manually pause and resume the call recording of an active voice
interaction at any time during the call to omit recording sensitive information, such as credit card
information.

Since Avaya Voice Recording is an integral part of Avaya Experience Platform™ Public Cloud
developed in-house, it offers the same performance, resiliency, and reliability leveraging the
underlying cloud technologies.

Avaya Experience Platform™ Public Cloud currently supports the Avaya Voice Recording capability
in contact centers with fewer than 200 agents.

Voice Priority

Avaya Workspaces supports voice priority for the Voice channel. When voice priority is enabled,
agents on active voice interactions do not receive any new digital interactions until the current
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active voice interaction is completed. Agents can continue to work on any existing digital
interactions.

Voice priority helps avoid overloading agents with new digital interactions from the Chat, Email,
Messaging, and Social channels while handling an active voice interaction.

Account administrators can enable voice priority for an agent directly or through a user profile.

Screenpops

Configuring Screenpops in Application Center Administration

Account administrators can configure pop-up notifications in Application Center Administration.
To add a screenpop, an account administrator must configure a screenpop application. The
screenpop application is a URL that Avaya Workspaces uses to fill in the screenpop with a

website or open the website in the new browser window. When configuring screenpops, account

administrators must apply them to one or several existing channels, each channel can have a

maximum of five active screenpops. Account administrators can configure screenpops for agents

to use different contact center applications.

Account administrators can also configure the screenpop priority and define the interaction state

that enables Avaya Workspaces to display the screenpop.

Screenpops widget in Avaya Workspaces

Agents can access an external website configured for a screenpop. Avaya Workspaces displays

only those screenpops configured in the Application Center Administration. Avaya Workspaces

displays screenpops differently, depending on different settings configured in Application Center

Administration.

If an account administrator has enabled the appropriate configuration in Application Center
Administration, after accepting the interaction, the screenpop widget does one of the following:

» Opens a new browser window with the configured external website.
+ Displays the screenpop widget and opens any external screenpops that are configured.

Internal extension call

Agents and supervisors can make internal extension calls to each other on matters unrelated to

customers. For example, a supervisor can call an agent about the work schedule, or an agent can

call the supervisor to discuss issues related to appraisal. The agents and supervisors must be in

the same account to make internal extension calls. When an agent is on an internal call, the agent

becomes unavailable for external calls during the call duration.

If an agent is on a customer call:

» The agent can only make a consult call to another agent for customer-related queries. Avaya

Workspaces blocks the agent from making any other outbound calls.

» The agent can receive an internal call notification, but if the agent answers the call, Avaya
Workspaces automatically puts the customer call on hold. The agent state also changes to

Not Ready. This feature applies to all external and emergency calls.

» The agent can ignore the internal extension call and can click to return the call from the list

of missed calls or call history. If the agent does not answer the call and the calling agent
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does not cancel the call, Avaya Experience Platform™ Public Cloud times out the ringing in 60
seconds.

An agent can, however, toggle between multiple calls by putting a call on unhold, which puts all
other calls on hold. Avaya Workspaces supports the following features for handling multiple calls:

» Agent can switch calling card without clicking on the unhold the call, which does not switch
the media.

+ Agent must click the unhold button to switch the media.
The internal extension call feature supports the following features:
* End call
* Mute or Unmute
* Hold or Unhold with music on hold
* DTMF keypad
The internal extension call feature does not support auto-answer.

Avaya Experience Platform™ Public Cloud uses the country code of the caller for an internal
extension call.

If you do not have access to the internal extension call feature, contact Avaya Support.

Avaya Workspaces client connection state

The connection state feature provides a visual representation of Avaya Workspaces client
connection status. There are three connection statuses:

» Connected - Indicates that Avaya Workspaces client is connected.

» Disconnected - Indicates that Avaya Workspaces client connection is lost, and reconnection
attempts have failed.

* Reconnecting - Indicates that Avaya Workspaces client is attempting to reconnect
automatically after a loss of connection.

Avaya Workspaces log files

Upload Avaya Workspaces log files

You can upload Avaya Workspaces log files to a location that the Avaya system administrator
configures. Avaya system administrators can enable or disable the upload option for each
customer account. After you upload log files, the support personnel can retrieve and interpret
the log files. Avaya Workspaces retains the uploaded log files for 5 days.

You can upload log files during one of the following scenarios:
* Activating your session.
+ Activation fails.
« After logging in to Avaya Workspaces.
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© Note:

If you do not have access to the Upload button, contact Avaya Support.

Avaya Support can retrieve Avaya Experience Platform™ Public Cloud tenant environment
browser logs from agent's internet browser. Avaya Support retrieves web browser logs that
Avaya Experience Platform™ Public Cloud creates for the purpose of troubleshooting in
response to the support request. Agents receives a toast notification in Avaya Workspaces
indicating that the log file is uploaded to a remote server.

Download Avaya Workspaces log files

You can download log files that Avaya Workspaces creates for your session and send them to
the account administrator. The account administrator uses log files to monitor the activity of Avaya
Workspaces and troubleshoot issues.

Supervisor features
My Agents widget

The My Agents widget displays a list of agents in the supervisor’s team and also provides
information about the agents’ state and interactions. This widget is available only for supervisors.
An account administrator must configure the widget in the Application Center Administration. The
supervisors can view the widget in Avaya Workspaces toolbar after configuration.

In Avaya Workspaces, supervisors can access the My Agents widget to use filters to search
agents in a team, end sessions, disconnect calls, broadcast messages, observe chat, messaging,
or voice interactions, and make internal voice calls to agents who are in the Ready state.
Supervisors can also view the priority of the interaction.

Broadcast messages to agents

The Supervisor view in Avaya Workspaces provides the Broadcast Message option. Supervisors
can broadcast a message to agents. Avaya Workspaces displays this message as a notification or
toast to all targeted agents.

Monitoring agents

The following table provides information about the supported supervisor features per channel:

Supervisor Chat Messaging Email Voice
features

Barge-in Yes Yes No Yes
Coach Yes Yes No Yes
Observe Yes Yes No Yes

Observe an interaction

In Avaya Workspaces, supervisors can observe ongoing interactions between agents and
customers to assess whether intervention is required. The observe session ends if the agent
being observed transfers the interaction to another agent. The agents can view the supervisor who
is observing the interaction. If the agent who is being observed transfers the interaction, Avaya
Workspaces ends the observe session.
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The supervisor can only observe the agent. However, they cannot intervene during the interaction.
Multiple supervisors cannot observe the same interaction simultaneously. Only one supervisor can
observe an interaction at a time.

This feature is available only for chat and messaging interactions. Supervisors can observe
agents, but agents cannot observe other agents.

For voice interaction, supervisors can monitor the incoming calls routed to agents or the outgoing
calls initiated by agents. Supervisors can observe only one active voice call at a time. Supervisors
can listen to the real-time voice conversation between the agent and the customer. However,
supervisors cannot observe a consult call. Alternately, an agent cannot consult another agent or
supervisor when a supervisor is observing the agent.

To avail the consult feature, contact Avaya Support.
Coach an agent

Supervisors can use the coach feature to provide expert advice and help agents address a
customer request.

The agent receives notification that the supervisor is coaching them. The agents can hold a voice
interaction, transfer, or end the interactions anytime and the coach session ends.

For voice interaction, a supervisor can listen to the real-time voice conversation between the agent
and the customer. The supervisor can speak to coach the agent. However, the customer can only
hear the agent's voice.

Supervisor must observe the interaction first to coach the agent. For voice interaction, the
supervisor can change to Not Ready state to avoid any incoming calls during the coaching
session.

An agent cannot consult another agent or supervisor when a coaching session is in progress.
Barge into the interaction

When observing or coaching an agent, supervisors can barge into an interaction to provide expert
advice to agents when they cannot to handle the interaction. Initiating a barge-in allows the
supervisor to join the interaction between an agent and the customer as an active third party in the
interaction. After the supervisor barges into the interaction, the customer, agent, and supervisor
interact in a three-way conference.

When a supervisor barges into an interaction, the customer gets a notification that the supervisor
is connected. The customer can view the messages that the agent and the supervisor send.

For voice interaction, customer gets the notification that the supervisor has joined the call. The
customer, agent, and supervisor enters into a conference call.

The Avaya Workspaces notifies the agent that the supervisor has barged into the interaction.

The supervisor who has barged into an interaction can transfer the interaction to a queue or

a different user. With this transfer, only the customer remains in the interaction. The barged
supervisor and agent are removed from the interaction. The new agent addresses the interaction.
However, if an agent or supervisor is on a call and a supervisor barges into the call, then the agent
or supervisor cannot initiate a consult call.
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This feature applies to supervisors for chat, messaging, and voice interactions.

Replay a call recording

With the Avaya Voice Recording feature, users with the Supervisor role in Avaya Workspaces
can access voice recordings of the interactions between agents and customers. Supervisors can
easily search for a voice interaction on the Customer journey Interaction History widget and then
replay the voice recording. Supervisors can use voice recordings to analyze and assess the
quality of interactions and enhance customer experience.

Agent state transitions

Supervisors can change an agent state from Ready to Not Ready to prevent agents from
receiving further interactions. A supervisor can also forcibly log out an agent from Avaya
Workspaces and end the session.

If the supervisor changes the state of an agent who is active on an interaction, the agent moves
to a pending state. When the agent closes the interaction, the agent moves to the state that the
supervisor sets.

When a supervisor logs out an agent with active interactions, the agent state changes to Logout
Pending. The agent does not receive any active interactions during this state.

The following table provides different agent state transitions and the workflow for changing the
agent state from the supervisor dashboard:

Agent is not on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. On the supervisor end, the supervisor dashboard is
state. updated, and the status transitions to Not Ready with

the reason code set as Supervisor.

2. On the agent end, the agent state transitions to Not
Ready with the reason code set as Supervisor.

Ready Selects the Not Ready | 1. On the supervisor end, the supervisor dashboard
state. is updated, and the agent state transitions to
After the transition to Selscied
the Not Ready state, 2. On the agent end, the agent state transitions to
selects the Finish Logged out with no reason code.
Work state.

Not Ready Selects the Finish 1. On the supervisor end, the supervisor dashboard
Work state. is updated, and the agent state transitions to

Connected.

2. On the agent end, the agent state transitions to
Logged out with no reason code.

Logged out Selects End Session. 1. On the supervisor end, the supervisor dashboard is
updated, and the agent state transitions to Offline.

2. On the agent end, the agent is redirected to the
Avaya Workspaces Login page.
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Agent is on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. On the supervisor end, the supervisor dashboard is
state. updated, and the status transitions to Not Ready
Pending.

2. On the agent end, the agent state transitions to Not
Ready Pending.

3. After the current active interaction ends, the agent
state transitions to Not Ready with the reason code
set as Supervisor.

Ready Selects the Finish 1. On the supervisor end, the supervisor dashboard
Work state. is updated, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the current active interaction ends, the agent
state transitions to Logged out.

Not Ready Selects the Finish 1. On the supervisor end, the supervisor dashboard
Work state. is updated, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the current active interaction ends, the agent
state transitions to Logged out with the reason code
set as Supervisor.

If the supervisor forcibly logs out an agent who is in a conference or in consult transfer, the agent
is logged out after the interaction is complete.

Avaya Orchestration features

Workflows overview for Avaya Experience Platform™ Public Cloud

A workflow is a sequence of tasks arranged in a specific order to meet the needs of your
customers. An event triggers a workflow. An incoming contact center interaction is an example

of an event. When an event occurs, predefined business rules come into effect. These rules use
attributes or customer identification information collected from the customer to send the interaction
to the required workflow.

You can create workflows and manage them in Orchestration which includes the following
interfaces:

* Designer: Use Designer to create and edit your workflow.

* Orchestration Manager: Use Orchestration Manager to manage your workflows. For
example, to deploy or undeploy workflows and to configure business rules.
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Some workflow tasks require additional automation to collect customer identification information or
attributes, determine the queue, and give wait treatment to the customers. For this purpose, you
need to create automation flows in Automation and assign them to appropriate workflow tasks in
Orchestration. Automation is the interface that you can use to create, edit, deploy, and undeploy
these automation flows.

Orchestration and Automation are available in the Application Center dashboard.

Related links
Workflow task overview

Orchestration workflows
In Orchestration, you can use a default workflow, create a new workflow, or import a workflow.

Default workflows

Default workflows are preconfigured to start routing interactions. Default workflows are read-only
and you can open a default workflow to view it. You can use a default workflow as a template for a
new custom workflow by opening the default and saving with a new name. Orchestration discards
edits to a default workflow unless you save the changes as a new workflow.

New workflows

For a new workflow, create a sequence of tasks and configure the task properties according to
your needs. When you complete and save the workflow, Orchestration saves it as a draft workflow.
If you need to introduce changes into the workflow, you can edit the workflow. Deploy the workflow
when it is ready for use in the contact center.

Imported workflows

You can import a workflow as a JSON file. When you import a workflow, Orchestration saves it as
a draft workflow. If you need to introduce changes into the workflow, you can edit the workflow.
Deploy the workflow when it is ready for use in the contact center.
Related links
Workflow task overview
Managing workflows
Using default workflows
Validating, deploying, and undeploying workflows
Using Workflow Instance Viewer

User roles
Use the following table to understand the Orchestration defined user privileges for managing
workflows:
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Role: Business Analyst Role: Administrator

You can In Orchestration Manager: In Orchestration Manager: All the

« Create, modify, import, or export tasks that an analyst can do.

workflow drafts

» Deploy or undeploy non read-
only workflows and associate
rules with them

» Create, modify, or remove non
read-only routing rules

» Create, modify, or remove non
read-only events in the event
catalog

» Create, modify, or remove non
read-only global variables

In Designer: In Designer:
» Save workflow » Save workflow
» Export or import workflow » Export or import workflow
 Duplicate workflows * Duplicate workflows
» Read-only access to properties |+ Read and write access to
of administrator tasks properties of administrator tasks
» Read-only access to advanced |+ Read and write access to
properties of tasks advanced properties of tasks
» Modify properties of non- » Add or remove administrator
administrator tasks tasks for all workflows
» Add or remove non- » Modify properties of all tasks

administrator tasks for

independent workflow * Add or remove edges between

all tasks for all workflows

» Add or remove edges between
non-administrator tasks for
independent workflows

» Create, modify, or remove
interrupting events in all
workflows

» Create, modify, or remove
interrupting events in
independent workflows

Workflow routing
Avaya Experience Platform™ Public Cloud has two-level routing that consists of:

* Pre-routing: Occurs before the workflow starts. For example, a context data rule can
determine a correct workflow for a chat or messaging channel based on the contextual
data. You can configure it in Application Center Administration. For more information about
business rules for pre-routing, see Business Rules overview.
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» Routing: Occurs after the initiating event. It is intelligent routing that supplements the first
level and provides routing based on the data collected since the initiating event occurs and
during the workflow. You can configure it in Orchestration.

Routing is based on rules. The rules allow you to vary which workflows initiate based on
information passed to the workflows from the initiating event. You can attach rules to events that
initiate workflows. When multiple rules are tied to the same event, the rule with the highest rank

is used. The event and rank determine which rules are applicable. In the case of an equal event
and rank, all rules are valid and are used. You can use attribute filters to narrow down the scope
of the rule. If you do not define any filter for the rule, then there is no narrowing, and Orchestration
assigns the rule only based on event and rank.

For example, Avaya Experience Platform™ Public Cloud has an ENGAGEMENT_PREROUTED
event that contains all the attribute data collected during pre-routing. If you configure routing rules
with the same rank for workflows A, B, and C and they contain the ENGAGEMENT_PREROUTED
event in the Start task, you can set up filters as follows to narrow down the scope of the rule:

If Channel = Voice then launch Workflow A
If Channel = Chat then launch Workflow B
If no filter is provided then launch Workflow C

When we have a new Voice interaction received by Orchestration using the
ENGAGEMENT_PREROUTED event, Workflows A and C are initiated for this interaction.

If you do not define any rules for an event, the event initiates any workflow that has the event in
their Start task. If at least one rule is defined for an event and there is no match to the rule, no
workflows initiate.

A rule can apply to one workflow only.

During account creation, Avaya Experience Platform™ Public Cloud generates default rules for
default workflows. The default rules are read-only.

Related links
Managing routing rules

Instances overview

When a new interaction arrives in Avaya Experience Platform™ Public Cloud, it undergoes pre-
routing, and Avaya Experience Platform™ Public Cloud triggers a correct workflow. Each case of
execution of a workflow with all the fulfilled tasks is an instance.

You can view a list of all active and completed instances with information about the used workflow,
runtime, status, and correlation ID of interactions. To identify an instance, use the WorkRequest ID
available in Avaya Workspaces client logs, which matches the correlation ID on the Instances tab
of the Orchestration Manager interface.

You can end an instance that remains in the active status because of an error. You can
simultaneously end up to 100 active instances.

For all the instances that used the workflow you overwrote or undeployed, Orchestration shows
the workflow as undeployed in the Deployed Workflow Name column of the Instances tab.
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Instance visualization

To view more information about an instance, click it in the list of instances on the Instances tab. To
facilitate the search of the instance from the list, use the filters at the top of the page.

Orchestration shows the results of the treatment represented by different colors along the
graphical workflow as the following:

» Green: Successfully executed task
* Red: Failed task

* Blinking blue: Ongoing task

* Colorless: Not executed task

If the entire path is green, the workflow is executed appropriately. If any of the tasks are red, this
task failed with an error.

You can click each task in the workflow to collect additional information about its execution in the
Instance Viewer window. For example, you can see the reason for the failure.

For Azure Functions, Conditions, and REST API tasks, you can view the current state of all the
available variables in the Conditional Output Evaluation section. You can also view the list of
all evaluated conditions in the conditions subsection. Each evaluated condition contains all the
variables used in this condition, the condition expression, the output name, the output selection
flag, and the error details in case of an error.

For the Assignment task, you can view the assigned variables in the assignments section. You can
also view the current state of all the available variables in the variables section.

Instance states

Instance states indicate the processing status of a workflow. The instance states are the following:
» Completed: The workflow finished processing the engagement without encountering an error.
+ Active: The workflow is currently processing the engagement.

* Handled Error: The workflow encountered an error while running a task. The task was
configured with an error handler, and the workflow followed the error handler path.

+ Completed with error: The workflow encountered an error while running a task. The task was
not configured with an error handler, and the error path was not connected to another task.
The workflow stopped at the current task.

* Fatal Error: The workflow encountered an unexpected error while running a task. The
workflow stopped at the current task.

Related links
Using Workflow Instance Viewer

Variables overview

A variable is a symbolic representation of data that you can access without typing it. Introducing
variables is useful when you use the same values in multiple places. For example, if you use the
same URL in multiple places, you can add it as a global variable. If the URL changes, you only
need to change a value in the variable. Variables are available in Orchestration and Automation.
Orchestration changes this value in all workflows where this global variable is used.
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Variables in Orchestration are key-value pairs. Each variable name represents its key. Thus, when
you reference the variable name, you can access its value.

Orchestration uses the following types of variables:
* Global

 Local

As a Business Analyst user, you can access variables by typing a static variable value into the
corresponding field. This value stays constant during run-time.

As an Administrator user, you can type static variable values in the corresponding field. You can
also select a variable that gets values in real-time and is associated with the engagement. To add
a variable, click + and select a variable from the available options.

Global variables

Global variables are entities with the assigned name and value that are available for use in all
workflows. You can create, view, edit, and delete variables in Orchestration Manager. If you edit a
global variable, the change applies to all workflows where the variable is in use. To avoid errors,
do not change or delete the global variable during the workflow execution.

To access a variable, click + and select Global Variables from the list of available options. For
example, you can create the following variables:

Variable Name Value
host avaya.com
protocol https

port 443

You can use them as follows in the REST URI
field of the REST API task: GlobalVariables.protocol://
GlobalVariables.host:GlobalVariables.port/updaterecords

Local variables

Local variables are available only for the specific workflow and represented in Orchestration with
cache and task variables.

As an interaction traverses a workflow, it accumulates data. For example, the Start Task is
associated with the ENGAGEMENT_PREROUTED event. The Start Task contains a rich dataset
related to the interaction and the data collected during pre-routing. To make this information
available to downstream tasks, this data is available in the workflow cache.

The workflow cache is the term used to describe the collection of data available within the
workflow. The cache is available to the Administrator user to facilitate advanced customization and
configuration. To access cache, you can select Cache Variables in text boxes where you enter
data. You can select the required data from the list of items that are currently available in the
cache. To add or overwrite a cache variable, use the Result Mapping tab of the REST API or
Azure Functions task. An example of a cache variable is an attribute list that Orchestration uses
for routing.

You can also work with data on the task level. Orchestration creates task results when receiving
result name and data. You can use task results in the task where you received the result and
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in all subsequent tasks of the workflow which are directly or indirectly connected with that task.

Orchestration differentiates between:
» Result variables: Results of the previous tasks.

» Current task variables: Results of the current task.

To set up a task, configure task properties, the range of which differs depending on the task. With
the REST API and Azure Functions tasks, you can add all types of variables as values to task
properties. To add or overwrite a value in the task property, use the Destination field on the Result
Mapping tab of the REST API task. You can see task properties in workflow instances.

© Note:

If you remove or edit a variable from a self-service flow, you must also remove or edit
the variable on the Orchestration workflow. Modify the downstream tasks such as Start
Automation that uses the removed or edited variable, otherwise the workflow ends with an

error during the call.

Variables

Global variables Local variables

Cache variables

Task properties

Related links
Creating and using variables

Task variables

Current task variables

Result variables
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P-intrinsics SIP headers

Avaya Experience Platform™ Public Cloud can work with on-premise applications or an external
Interactive Voice Response (IVR). For example, interoperation with an on-premise application is
possible in the following cases:

» Hybrid deployment of on-premise and cloud components in a contact center
* Migration from on-premise to cloud solutions
* Managing overflow cases

You can use P-intrinsics SIP headers to exchange context information with the external
components.

Definition of P-intrinsics SIP headers

A SIP message contains multiple message headers. These headers contain information that helps
the receiver process the message properly. In Avaya Experience Platform™ Public Cloud, you can
use P-intrinsics SIP headers to send small amounts of interaction-related information between the
on-premise and cloud components. A P-intrinsics SIP header is a set of up to 10 key-value pairs
with the maximum payload size of 1 kilobyte. A P-intrinsics SIP header can provide additional

data about an interaction that other components can use to process the interaction. For example,
P-intrinsics SIP headers can contain customer-specific information or other information retrieved
by self-service or third-party applications.

P-intrinsics SIP headers in a workflow

When Avaya Experience Platform™ Public Cloud receives an interaction from an on-premise
application, the contact center transforms a P-intrinsics header into custom key-value pairs and
adds them to a Start event as engagement parameters.

An Expert user can customize the engagement parameters in the Start Task. The customized
engagement parameters are available in the workflow as cache variables. For example, with a
REST API, you can send the customized engagement parameters to an external endpoint for
further processing.

Timetables

A timetable is a schedule to manage business hours and holidays affecting your contact center
operation. You can define multiple timetables for different channels and aspects of your business.
The timezone used for the timetable is configurable. For your convenience, use the timezone
where you operate your contact center rather than the timezones where agents are located.
Avaya Experience Platform™ Public Cloud applies the selected timezone solely for the timetable.
Across the solution, Avaya Experience Platform™ Public Cloud uses UTC. If you must consider the
daylight saving time, adjust the timezone in your timetable accordingly twice a year when the shift
occurs.

A timetable consists of the following items:

Timetable items Description
Business hours Day intervals: Weekdays and business hours intervals when the contact
center works.

For example, Monday, Tuesday, Wednesday, 8:00-18:00.

Table continues...
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Timetable items Description

Date intervals: Dates and business hours intervals when the contact
center works. Use date intervals to determine deviation from the regular
schedule for the specific dates.

For example, 2021-01-02, 8:00-13:00.

Holidays Dates when the contact center does not work due to public holidays.

For example, 2021-01-01.

Timetable items have different priorities depending on their type. The following are the priorities of
timetable items from high to low:

1. Holidays
2. Date intervals
3. Day intervals

Items with a higher priority override those with a lower priority. Therefore, Orchestration first
checks the items with higher priority. For a positive check, Orchestration does not check the
remaining items.

You can create, update, and delete a timetable. When you delete a timetable associated with
a queue, Avaya Experience Platform™ Public Cloud automatically disassociates the timetable.
Avaya Experience Platform™ Public Cloud always treats the queue as in hours.

Within a workflow in Orchestration, you can add a Business Hours task that checks whether the
customer calls the contact center during the working hours. If the contact center is closed when
the customer calls, you can configure the workflow to provide automatic treatment or end the
interaction.

Avaya Automation features

Automation flows

Automation is the interface where you can create and manage assisted flows for Orchestration.
Automation supports the following assisted flows:

* Virtual agents
» Self-service flows
* Flows

Flows and self-service flows have the same functionality. A self-service flow is a new way

to present the functionality of the flows. A self-service flow is a set of tasks that Automation
visualizes on the canvas. The creation process is similar to building a workflow in Orchestration.
You can create versions of self-service flows.

The following table shows Automation flows with respective tasks in Orchestration and describes
their functionality:
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Automation flows Task in Orchestration Function

Virtual agents Add Virtual Agent * Collecting attributes
 Collecting customer identification information

+ ldentifying a destination queue for agent
matching

Self-service flows Start Automation * Collecting attributes
* Collecting customer identification information

+ ldentifying a destination queue for agent

matching
Give Treatment Wait treatment
Flows Start Automation * Collecting attributes

* Collecting customer identification information

+ ldentifying a destination queue for agent
matching

Give Treatment Wait treatment

Related links
Getting Started with Automation

Self-service flow for Start Automation

You can use a Start Automation task in Orchestration to enable a self-service flow. Self-service
flows for a Start Automation task collect information for queues, attributes, and customer
identification.

Queues

Account administrators configure queues in Application Center Administration to enable the
contact center to find a suitable agent to handle the customer query. Agents can be assigned

to queues depending on their knowledge and skills. In Automation, you create a question where
the customers must choose one of the options and map the options with the appropriate queues
available for your account.

For example, an account administrator adds "Billing" and "Payment" queues. In Automation,
create a question "What is your request about?" with the following response options: "Billing" and
"Payment". Map each option with the appropriate queue. Depending on the input, the contact
center redirects to the queue assigned to a certain group of agents. When the flow ends,
Automation releases control of the interaction treatment.

Attributes
Apart from queues, you can use attributes that determine the further routing of the customers.

Account administrators configure attributes in Application Center Administration for attribute-based
routing. With attribute-based routing, the contact center can forward interactions to the most
suitable agent. In Automation, you can configure whether the customer's answer to a question you
configure provides an attribute value.
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For example, an account administrator adds the "department” attribute and configures attribute-
based routing based on values "Support" or "Sales". In Automation, you can add a question

in a flow asking the customer about the required department. To respond to the question, the
customer presses 1 for Sales and 2 for Support. When the flow ends, Automation releases control
of the interaction treatment. To provide Orchestration with the selected department information,
configure "department" as the attribute name for the question. Automation sends the answer from
the customer as the value for the "department" attribute for Orchestration. Orchestration forwards
the interaction to the suitable agent.

If you configure an attribute for a question, ensure that the suggested answers match

the configuration of attribute-based routing in Orchestration. For example, if you type
"sales_department" as an answer in Automation, but the account administrator uses "sales" for
attribute-based routing, Orchestration cannot accurately process this attribute.

Customer identification

During a self-service flow, Automation can receive from the customer identification information.
The Customer Journey widget in Avaya Workspaces can later use this information to match and
track customer interactions across multiple channels for a single account. By default, the following
types of data are available:

* phoneNumbers: For customer phone number
« emailAddresses: For customer email
« accountlds: For customer account ID

You can select a customer identifier for a specific question of your flow. For example, in the
question, ask the customer to enter a phone number or email. Customer Journey can then use
these unique identifiers to match the interaction with an existing customer. Avaya Workspaces
agents can view the customer's entire journey across all channels with common identifiers.

Automation also collects customized identifiers. For example, as a customized identifier, you can
use the Social Security number of the customer.

To use an identifier, ensure that it is available on the Customer Identifiers tab of Application Center
Administration.

Related links

Administering gqueues and attributes in Store Context task
Assigning customer identification in Store Context task

Give Treatment flow

The Give Treatment flow is one of the flows in Automation that provides wait treatment for
customers if there are no available agents in the contact center. While waiting in a queue,
customers can see the text messages or listen to voice messages that you configure. The typical
wait treatment flow contains one or several announcements that you can manage in Automation.

To create a Give Treatment flow, you must define the basic parameters of the flow, such as name,
languages, and channels, and add announcements. For each announcement that you create, add
text or audio that is available to the customers.

Related links

Defining treatment
Creating a Give Treatment flow
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Self-service flow creation and configuration overview

When creating a flow, you must consider the purpose of the flow. If you create a flow for a Start
Automation task in Orchestration, you must know what queues and attributes are configured in
Avaya Experience Platform™ Public Cloud and what customer information to collect. Based on
this information, choose tasks for a self-service flow in Automation. After you define the basic
parameters of the self-service flow, such as a name, languages, and channels, design the self-
service flow. Choose the suitable tasks and configure their properties. When choosing question
types, consider the answer format.

For each of the Announcement and Input tasks you create, add a text or audio that is available to
the customers.

For questions with several options, the answers vary as the customers do not have available
answers. For effective processing of the free-form inputs, such as yeah, y for yes, specify
possible variations in a mapping table. Considering possible variations is important because they
can impact routing.

For True/False and Options questions, you can use the answers to construct the exit paths for the
flow. An exit path for the flow depends on the answers received from the customer.

For Chat and Messaging channels, you can configure a no-answer timeout.

When a customer does not answer the question during the predefined time, Automation ends the
question and continues the flow as you configured. If you configure the retry option, Automation
repeats the question. If no retries are available to the customer, the flow continues according to
the configured exit path. For example, you can continue with an announcement about the end of
automation. For the Voice channel, the no-answer timeout is not configurable. The default value is
8 seconds.

When creating a self-service flow for a Give Treatment task, match the defined questions with
the queues, attributes, and customer identification information to collect. You can configure the
integration according to your requirements. For example, you can set up a queue and attributes if
you do not require customer identification information for the flow.

Related links
Creating a self-service flow

Messages

A message is a piece of information in the form of a statement or a question that Automation
sends to the customer during the automated treatment. Automation supports the following
message types:

Type Description Applicable to

Prompt The main message that Automation sends to the Announcements and
customer. questions

No Match A message that Automation sends when the customer's Questions

answer does not match the criteria. For example, the
format does not match the configuration you set.

No Input A message that Automation sends when the customer Questions
does not respond.
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You must create messages for each combination of language, channel, and message type.

Messages consist of message elements that you can manage independently. By default,
messages do not contain any message elements. You must add at least one message element
with the following content:

» Text: For Messaging and Chat channels.

* Audio or Text-to-Speech: For the Voice channel.
You can edit, delete, and reorder existing message elements.
To configure messages, use Announcement and Input tasks.

Related links
Adding a new message element

Text-to-Speech

Text-to-Speech (TTS) is a speech synthesis technology that reads aloud the text you type in

a human-like voice. A TTS engine converts the written text into audio. If you do not have a
recorded audio file, type the required message. Automation supports TTS in messages for the
Voice channel. You can use TTS in the supported languages. For the list of supported languages,
see Supported languages.

To manage speech synthesis and text processing, you must mark the text with an appropriate tag.
One message element can contain one tag. Automation supports the following tags:

Tags Description

None A default option. Interprets the text as plain text. You can use special
characters, excluding < (less than) and & (ampersand).

Currency Interprets the text as a sum of money. Supports values that can be
interpreted only as dollars and cents. For example, 1.50 is played as
"one dollar and fifty cents". A TTS engine does not support international
currency indicators, such as USD or CAD.

Number Interprets the text as cardinal numbers. For example, 123 is played as
"one hundred and twenty three".

Digits Spells out each digit individually. For example, 123 is played as "one-two-
three".

Characters Spells out each letter of the text. For example, Hello is played as "H-E-L-
L-O".

Address Interprets the text as a street address. Type the full address according to

your country standards. For example, specify a street, an estate number,
a city, a state, and a zip code for the USA.

Question mapping

Question mapping contains answers with their variations. Question mapping is applicable only to
the True/False or Options questions. For these questions, customers do not have a list of available
answers. Therefore, for effective processing of the free-form inputs, you need to specify possible
variations in a mapping table. You can create mappings for a question on a channel and language
basis.
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For example, you have a True/False question: Are you satisfied with our services?
For the Chat or Messaging channels, you must add at least the yes and no answers. If you do not
add any other variations, customers must type yes or no because all variations are invalid.

To support variations, you can add more answers to the mapping table, including colloquial words
or brief answers, for example:

For yes:
¢ yeah
*y
For no:
* nope
*n

If the customer uses one of the variations that you add to the mapping table, Automation
recognizes the variation as the answer.

Question mapping helps to minimize the number of invalid inputs and increase the number of
successfully finished flows.

Related links
Configuring questions and answers

Exit path

With exit paths, you can configure the self-service flow to follow different paths depending on the
customer's answers. Exit paths are configurable on the task level. By default, each task has only
one exit path. Automation follows this path regardless of the customer's answers. You cannot edit
or delete the default exit path. However, you can add multiple customized paths. Automation uses
the default path for the scenarios that the new paths do not cover.

For example, for the question "Do you like our services?", you can configure separate paths for
"yes" and "no" answers. If you do not configure new paths for all possible scenarios, Automation
uses the default path to handle them.

Exit paths configuration

To create an exit path, add at least one condition to it. A condition consists of a question and an
operator.

If you use multiple conditions, you must configure whether one or all conditions trigger the path.
You can group multiple conditions.

When you create a new exit path, Automation displays it as an output of the configured task on the
canvas.

Immediate Callback - Customer First overview

Immediate Callback - Customer First is a feature that enables the customer to request a callback
based on the Estimated Wait Time (EWT). The customer can request a callback before the

call is queued if EWT is within business hours and the minimum and maximum thresholds that
the account administrator configures. Customers cannot request a callback if the EWT exceeds
business hours. Avaya Experience Platform™ Public Cloud supports using a different or the same
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phone number to request a callback. Customers who do not want a callback can also wait in the
queue until an agent answers the call. Avaya Experience Platform™ Public Cloud does not support
call recording for callbacks.

You can use five task types to create a self-service flow in Automation:

» Offer Callback task: Takes the Queue ID, EWT, and business hours of the queue as input
values and verifies if the customer receives a callback offer. The Offer Callback task routes
the flow to the next task in Orchestration if the customer is ineligible for a callback.

« Create Callback task: Enables the customer to create the callback with the verified
information.

« Confirm Callback task: Delivers the scheduled callback to the customer. You can create three
types of Confirm Callback tasks to cover different scenarios, such as the following:

- Failure: The customer does not answer the callback, and the callback is rescheduled for
later.

- Canceled: The customer rejects the callback.
- Delivered: The customer accepts the callback, and the callback is delivered.

* Input tasks: Takes input from the customer and routes the flow based on the inputs the
customer provides. You can use the input tasks for several purposes, such as the following:

- To offer the customer a callback or wait in the queue.

- To offer the customer to receive the callback to a different phone number or use the same
phone number.

- To store the new phone number that the customer entered for a callback using a built-in
operations task.

» Operations task: Enables you to change the value of a variable in a self-service flow. For
example, if the self-service flow receives a variable value from Orchestration, you can use
the assignment operation to override this value with a new value.

Using these task types, you can create a self-service flow and initiate it on Orchestration using
a second Start Automation task. You can type a new name for the Start Automation task, which
initiates the callback self-service flow. For example, type Callback Offer. You can also type
a new definition for the task. For example, Of fer Callback if EWT is between the
minimum and maximum threshold wvalues.
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Related links
Administering Callback

Integrations for Avaya Experience Platform™ Public Cloud
Contact Center features

Verint Workforce Engagement features

The following table describes the main features and capabilities of Verint Workforce Engagement
that you can use to enhance the customer service in your organization:

Feature name

Description

Advanced Strategic Desktop

Advanced Strategic Desktop provides reports on completed processes,
how long they took, who performed them, and the steps involved. You
can view incomplete processes, transaction values, and account data at
given steps.

Application Visualizer

This capability captures application and web usage data for each
employee directly from the desktop without screen captures or video,
eliminating potential distractions and protecting employee privacy.
Application Visualizer also groups the applications into predefined
categories, such as production-related, non-production, idle, and inactive
time.

Automated Quality
Management

You can automate the entire contact center quality process, from scoring
evaluations to assigning coaching. This capability can automatically score
up to 100 percent of calls across all recorded interactions.

Compliance Trigger

Compliance Trigger ensures that the contact center is complying with the
appropriate rules, regulations, and processes. It can trigger actions based
on real-time desktop events, such as pausing and resuming recordings,
generating pop-up alerts with process step reminders for employees.

Da Vinci Speech Transcription

The Da Vinci Speech Transcription service can accurately transcribe calls
in more than 75 languages and dialects and offers high transcription
accuracy, including human-readable, term-level, and utterance-level
formats. Transcripts include rich metadata, such as the speaker, start and
stop timestamps, confidence level, and word placement.

Experience Management

You can capture, analyze, and act on your customer and employee
feedback. You can manage multichannel surveying and multimodal
campaigns for deploying surveys and apply conditional logic to allow
specific interactions with the audience.

Interaction Data Export

You can use Interaction Data Export Manager to export all interactions

Manager and metadata outside of Verint Workforce Engagement in a non-
proprietary format for analysis, archiving, or storage.
Table continues...
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Feature name

Description

Interaction Wrap-Up Bot

Interaction Wrap-Up Bot is an Al-driven automated summarization tool
that automatically summarizes the conversation between the agent and
the customer in real time to automate the wrap-up. Interaction Wrap-Up
Bot provides precise summary notes after the call ends. Agents can
review, edit, and approve the summaries.

PIl Redaction Bot

Pll Redaction Bot is an Al-driven, cloud-based compliance solution.

The bot leverages the Da Vinci Transcription Engine to achieve an
accurate transcription of Avaya Experience Platform™ Public Cloud voice
interactions and generate an accurate redaction of the sensitive PII
information.

Quality Management

You can evaluate all the attributes of a customer interaction from a

single screen, including voice conversations and associated screen data,
messaging and chat interactions. Quality Management can help your
contact center make the transition to omnichannel customer engagement.

Real-Time Agent Assist

Real-Time Agent Assist (RTAA) is a cloud-based solution that analyzes
calls and desktop activities in real time and automates workflows. It
automatically identifies opportunities to guide employees and provides
in-context assistance and work automation solutions when certain criteria
are met.

Screen Recording

Verint Workforce Engagement can capture the entire screen of the agent
in a video, while the agent has an active voice interaction. Supervisors
can watch which tools the agents used during the voice interaction, how
the tools were used, and how quickly the agents were able to provide the
information to the callers.

Speech Analytics

You can quickly build categories that reflect current customer issues
across a large number of calls and instantly take action. Speech Analytics
can identify themes automatically, continually refine them, and add new
themes over time.

Voice Recording

You can quickly search, replay, and report on calls by topic, which
reduces cost and time required for call reviews. Verint Workforce
Engagement can also apply multiple tags to a single call, which is useful
for working with long and complex calls.

Workforce Management

This capability helps simplify hiring, forecasting, and scheduling, even
with a large number of employees and complex scheduling periods.
Workforce Management uses Al and virtual interviewing to automatically
assess applicants. It also helps elevate candidate quality, accelerate time-
to-hire, and enhance employee retention.

For more information about Verint Workforce Engagement features and capabilities, see the
in-product online help documentation and the list of Verint Workforce Engagement documents at
Related documents and videos on page 145.

For more information about the call recording use cases in Verint Workforce Engagement, see
Call recording use cases on page 49.
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Verint Call Recording

When Verint Call Recording is enabled on Avaya Experience Platform™ Public Cloud, voice
interactions and accompanying screen actions are recorded in real time. Avaya Experience
Platform™ Public Cloud provides the voice channel recording functionality through a secure
web-socket streaming solution (Streaming Media Capture). To record the accompanying screen
actions, you must install the Screen Capture Module software on the agent’s computer. The
Graphic User Interface (GUI) refers to audio and screen recordings as interactions. The screen
capture functionality is included in the All-Media package, and is available as an optional add-on in
the Voice package.

Account administrators and supervisors can access recordings through a browser interface which
contains a native player. They can change the volume or speed of a call, jump to different points

in a call, and see the audio waveform with color-coded waves representing different speakers.

As the audio recording plays, they can see the agent's accompanying screen actions. They can
search the recording archive using a number of search parameters, such as date and agent name.
These features are useful for quality monitoring and employee evaluation. There are also several
predefined searches. You can save your typical searches.

You can use Application Center Administration to launch the Verint Workforce Engagement
administration portal and access agent call recordings. You need Verint Workforce Engagement
credentials to launch the application. You can use the same credentials to access both
applications with a single sign-on between Avaya Experience Platform™ Public Cloud and Verint
Workforce Engagement.

To use the Verint Workforce Engagement Recording feature, you must add users with the

same login IDs on both Application Center Administration and the Verint Workforce Engagement
administration portal. You can then search for the required agent or a group of agents and
access their call recordings on the Verint Workforce Engagement administration portal. For more
information about creating users on Application Center Administration, see Administering Avaya
Experience Platform™ Public Cloud. For more information about creating users and accessing
agent call recordings on the Verint Workforce Engagement administration portal, see the Verint
Workforce Engagement online help documentation.

To receive the URL and login credentials for accessing agent call recordings, contact Avaya
Support.
Related links
Getting started with Verint Workforce Engagement for Supervisors
Getting started with Verint Workforce Engagement for Agents

Calabrio Workforce Management overview

Calabrio Workforce Management (WFM) integrates with Avaya Experience Platform™ Public Cloud
to provide a range of workforce management capabilities. Calabrio Professional Services (CPS)
handles the whole implementation process of the Calabrio WFM solution. The Calabrio WFM
solution provides faster and improved decision making at all levels of the organization.

For more information about CPS, see www.calabrio.com/calabrio-success-center.

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 103
Comments on this document?



https://documentation.avaya.com/bundle/ExperiencePlatform_Administering_10/page/Application_Center_overview.html
https://documentation.avaya.com/bundle/ExperiencePlatform_Administering_10/page/Application_Center_overview.html
https://documentation.avaya.com/bundle/Supervisor_videos/page/Getting_started_with_Verint_Workforce_Engagement_for_supervisors.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Getting_started_with_Verint_Workforce_Engagement_for_agents.html
https://www.calabrio.com/calabrio-success-center/
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=AvayaExperiencePlatform%E2%84%A2PublicCloudSolutionDescription&p3=66

Contact center features for Avaya Experience Platform™ (On-Prem + Connect)

To access the complete set of documentation for Calabrio WFM, see the in-product

documentation.

Supported features

The following table describes the features supported in the Calabrio WFM integration with Avaya
Experience Platform™ Public Cloud:

Feature name

Description

Real-time feed

Shows the current states of the active agents. The feed is near real-time,
with a 5 to 10-second delay. The real-time feed connects to the real-time
schedule of the agents in Calabrio WFM.

This feature is available for the Avaya Experience Platform™ Public Cloud
voice channel.

Historical data feed - queue
stats

Shows the interactions of the queues in the contact center. The data feed
is collected every 15 minutes. This statistic is used as an input for the
skills forecast in Calabrio WFM.

This feature is available for the Avaya Experience Platform™ Public Cloud
voice channel.

Historical data feed - agent
queue stats

Shows the interactions of an agent's queue in the contact center. The
data feed is collected every 15 minutes. This statistic is used as an input
for the agent performance in Calabrio WFM.

This feature is available for the Avaya Experience Platform™ Public Cloud
voice channel.

Contact center features for Avaya Experience Platform™
(On-Prem + Connect)

Contact center features for Avaya Experience Platform™ (On-Prem

+ Connect)

The following table includes the list of contact center features that are applicable for Avaya
Experience Platform™ (On-Prem + Connect) and the reference topic titles for each feature.

Feature Reference topic
Routing Routing on page 36
Queues Queues on page 37
Priority Priority on page 38
Messaging Messaging on page 38
Chat Chat on page 42
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Feature Reference topic

Email Email on page 45

Hybrid Voice Hybrid voice on page 104
Audit Trail Audit Trail on page 51

Administration features

« Administration features on page 51

» Synchronization on page 108

Avaya Workspaces features

Welcome page on page 70

Hybrid voice

Avaya Experience Platform™ (On-Prem + Connect) supports routing hybrid voice interactions to
agents using Avaya Workspaces.

Avaya Experience Platform™ (On-Prem + Connect) supports the following hybrid voice features:

Feature

Description

Agent and supervisor internal
extension call

Agents and supervisors within the same account can make internal
extension calls to each other for non-customer call-related matters. For
example, a supervisor can call an agent about the work schedule, or an
agent can call the supervisor to discuss issues related to appraisal.

Al Noise Reduction

With Al Noise Reduction, on a call between the agent and the customer:

* The customer can hear the agent’s voice. The customer cannot hear
the agent’s background noise.

» The agent can hear the customer’s voice, including the customer’s
background noise.

° Note:

Al Noise Reduction cannot enhance the agent experience because
Al Noise Reduction interferes with the Avaya Experience Platform™
On-Prem audio features. Avaya Experience Platform™ On-Prem
audio features include tones inserted in the agent media path to
support features such as auto-answer zip tone, recording tones, and
supervisor service-observe tones.

Auto-answer

Avaya Experience Platform™ (On-Prem + Connect) uses the
Communication Manager configuration to enable auto-answer for hybrid
voice interactions.

Table continues...
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Feature

Description

Barge-in

Avaya Experience Platform™ (On-Prem + Connect) uses the Avaya Aura®
configuration to enable barge-in for hybrid voice interactions.

The supervisor can barge into an interaction to help close a sale or
interact with the customer. To barge in, the supervisor must first observe
or coach the interaction.

During a barge-in, the supervisor becomes an active party in the call with
the customer and the agent.

Coach

Avaya Experience Platform™ (On-Prem + Connect) uses the Avaya Aura®
configuration to enable coaching for hybrid voice interactions.

The supervisor can coach an agent to provide expert advice and help
address a customer's request.

For a voice interaction, the supervisor can listen to the real-time voice
conversation between the agent and the customer.

Consult transfer and consult
conference

During a customer call, an agent can make a consultation call to a service
or another agent. The agent can also switch between the customer call
and the consultation call. The agent can complete the consultation call
with one of the following:

» Consult transfer: Using this feature, an agent can transfer a customer
call to another agent even if the target did not answer the call.
Before completing the transfer, the first agent can pass the customer
information to the next agent.

» Consult conference: Using this feature, an agent can add other agents
or supervisors to a customer call for assistance while remaining the
primary point of contact.

© Note:

If the agent makes a consultation call during an outbound call,
the agent can either end the consultation call or complete the
consultation call as conference. The agent cannot complete the
consultation call as transfer.

Hold/Restore

Hold and restore calls using Avaya Workspaces.

Intelligent routing

Create routing rules that can use caller data to decide the workflow
trigger. For example, trigger a specific workflow based on the country
code of the caller's phone number. The workflow can base routing
decisions on the available call data, such as estimated wait time,
enhancing the customer experience, and improving customer satisfaction.

Mute and unmute audio input

Agents can mute or unmute audio input. Muting the audio prevents
customers from listening to undesirable audio.

Observe The supervisor can monitor ongoing interactions between agents and
customers to assess whether to intervene.
Supervisors can observe one active voice call at a time.
RONA Return on No Answer with a fixed timer across all channels.
Table continues...
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Feature Description

ROOF Redirect on Optim Failure redirects calls back into the call queue or to the
specified VDN if network connectivity is lost.

Screenpops Access an external website configured for a screenpop.

Transfer to external number An agent or a supervisor can transfer a hybrid voice interaction to a PSTN
number outside the contact center in a single-step transfer.

Transfer to queue Transfer an interaction to a queue to find a more appropriate agent with
the knowledge to deal with the customer query.

Transfer to user Transfer an interaction to another agent or supervisor. The target user
must be able to handle hybrid voice interactions. In a single-step transfer,
the transferring agent drops from the interaction when the transfer
completes.

Avaya Experience Platform™ (On-Prem + Connect) voice support uses a WebRTC client with
Avaya Workspaces. Hence, you require firewall rule configurations for hybrid voice media
connections.

Related links
Redirect on No Answer on page 106
Redirect on Optim Failure on page 106
VDN of Origin Announcement on page 107

Call recording on page 107
Call Management System reports on page 107

Redirect on No Answer

For voice interactions in Avaya Experience Platform™ (On-Prem + Connect), Avaya Experience
Platform™ On-Prem controls the Redirect on No Answer (RONA) functionality. If an agent does not
answer a customer call before the RONA timer expires:

» Avaya Workspaces automatically transitions the agent to the Not Ready state to prevent the
agent from receiving subsequent customer calls.

» The agent receives a notification that Avaya Workspaces has transitioned the agent state to
Not Ready.

» The customer call routes to the next available agent.

To receive customer calls, the agent must change the state from Not Ready to Ready.

Related links
Hybrid voice on page 104

Redirect on Optim Failure

For voice interactions in Avaya Experience Platform™ (On-Prem + Connect), Avaya Experience
Platform™ On-Prem controls the Redirect on Optim Failure (ROOF) functionality. If calls to
Automatic Call Distribution stations cannot connect due to loss of network connectivity, ROOF
provides redirection of calls back into the call queue or to the specified VDN. Avaya Workspaces
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automatically transitions the agent to the Not Ready state and displays the corresponding ROOF
reason code.

Related links
Hybrid voice on page 104

VDN of Origin Announcement

VDN of Origin Announcement (VOA) gives agents a short message about the requested service
based on the VDN that processes the call. VOA helps agents to respond appropriately to caller
requests.

When the contact center routes an incoming call to a VDN with an assigned VOA, the VDN
routes the call to a vector that places the call in the queue. When the agent answers a call, the
agent hears the VOA message, and the contact center connects the caller to the agent after the
message ends. If autoanswer is enabled for the agent in Avaya Experience Platform™ (On-Prem
+ Connect), Avaya Workspaces automatically answers the call, and the agent hears a zip tone
followed by the VOA message before talking to the customer.

The agent cannot hear the caller when Avaya Workspaces plays the VOA message. The caller
can hear a ringback tone when the agent listens to the VOA.

Related links
Hybrid voice on page 104

Call recording

Avaya Experience Platform™ (On-Prem + Connect) hybrid voice bundle does not include the call
recording functionality. However, you can continue to use any CTl-based call recording application
that you have on-premise.

© Note:

Avaya Experience Platform™ (On-Prem + Connect) does not support screen recording.

Related links
Hybrid voice on page 104

Call Management System reports

Avaya Experience Platform™ (On-Prem + Connect) supports the use of existing Call Management
System (CMS) reporting applications that you have on-premise. As a hybrid voice agent using
Avaya Workspaces, all your tasks are captured in the CMS real-time and historical reports.

° Note:

Avaya Experience Platform™ (On-Prem + Connect) does not support unified analytics across
hybrid voice and digital channels.

Related links
Hybrid voice on page 104
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Administration features

Synchronization

Application Center Administration enables synchronization of the Avaya Experience Platform™
On-Prem entities such as Extensions, Agents, Reason Codes, and System parameter features
from the Avaya Aura® systems that are on-premise to the cloud.

The following types of synchronizations are available in Application Center Administration: Manual
full synchronization and Automated incremental synchronization.

* Manual full synchronization:

- In Application Center Administration, trigger a manual full synchronization to synchronize
or resynchronize ranges of all the entities configured in the voice plans for Communication
Manager.

° Note:

Your system administrator must include your account in the Synchronization for
Communication Manager feature toggle. Otherwise, you cannot perform manual full
synchronization.

- You must trigger a manual full synchronization when a Communication Manager server is
set up for synchronization of voice plan ranges for different entities or when bulk changes
are made to the entities on the on-premise server.

- You must trigger a manual full resynchronization when bulk changes are made to voice
plan definition, or a new big voice plan is added to a Communication Manager server that
is already set up for manual full synchronization.

» Automated incremental synchronization:

- In Application Center Administration, automated incremental synchronization occurs
automatically when an entity in the configured voice plan range is added, updated, or
deleted in Avaya Experience Platform™ On-Prem for Communication Manager or System
Manager.

° Note:

Your system administrator must include your account in the Synchronization

for Communication Manager and Auto-incremental Synchronization for
Communication Manager feature toggles. Otherwise, you cannot enable automated
incremental synchronization.

- You can choose to enable or disable automated incremental synchronization for a
Communication Manager element. If you choose to enable automated incremental
synchronization, you must perform a minimum of one manual full synchronization of all
the entities for the automated incremental synchronization to come into effect.

- After you configure automated incremental synchronization, synchronization occurs every
5 minutes for any detected change in the voice plan range configured for Communication
Manager.
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Application Center Administration displays the date and time of the last change detected on
on-premise after a minimum of one manual full synchronization is performed.

When you add a new voice plan range or update an existing voice plan range,
perform a manual full synchronization to include the changes for automated incremental
synchronization.

0 Note:

Application Center Administration maintains the history related to the following number of
job details and the status details:

- Last 50 jobs for full manual synchronization.

- Last 250 jobs for automated incremental synchronization.

Avaya Workspaces features

Welcome page

When a user logs in, Avaya Workspaces displays the Welcome widget. The Welcome widget
displays content from a web page. The Welcome widget is fully customizable, and you can
configure the URL in Application Center Administration that you want to appear on the Welcome
widget.

Reason codes

Agents can use Avaya Workspaces to enter the Not Ready reason codes to indicate why they
have changed their state to not ready. This feature is supported for all channels. Administrators
configure reason codes using Application Center Administration.

Administrators can configure call work codes for Avaya Experience Platform™ (On-Prem +
Connect) and disposition codes for Avaya Experience Platform™ Public Cloud in Application
Center Administration. Agents can select call work codes during a hybrid voice interaction and
disposition codes during a digital interaction in Avaya Workspaces. The call work and disposition
codes indicate the final state of the contact after closing the contact and summarizes important
information about customer interaction.

Call Work Codes

If the system administrator configures the Call Work Code (CWC) feature for Avaya Experience
Platform™ (On-Prem + Connect), the agent can use the feature to assign an incoming call with
CWOC. Call Management System (CMS) uses CWC to track calls based on the defined code.

To enter CWCs, the agent must log in to Avaya Workspaces, and one of the following conditions
must be met:

* The agent is on an Automatic Call Distribution (ACD) call.

» The agent operates in the manual-in mode and transitions to the After Call Work (ACW) state
after disconnecting the ACD call.

* The agent operates in the auto-in mode and transitions to the Timed ACW state after
disconnecting the ACD call.
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The agent cannot enter CWCs for any of the following conditions:
* The agent is on a non-ACD call.
« If the interaction is on Hold || .

To resume the interaction, the agent must click /. The agent must then press the CWC
button on the interaction work card to select a CWC before disconnecting the interaction.

Start work options

Account administrators can configure the start work options for their agents and supervisors.
Based on the configuration, the agents and supervisors are set to the respective state when they
log in to Avaya Workspaces. With this setting, agents and supervisors can choose to start work in
either the ready or not ready state.

In Application Center Administration, account administrators can choose one of the following Start
Work Options for their agents and supervisors:

* Go Ready: The agent views the Go Ready button in the interaction area of Avaya
Workspaces.

The agent is in the Ready state and is available to accept interactions.
When account administrators choose Go Ready, the Go Not Ready button is unavailable in
the interaction area.

* Go Not Ready: The agent views the Go Not Ready button in the interaction area of Avaya
Workspaces.
The agent is in the Not Ready state and is unavailable to accept interactions.

When account administrators choose Go Not Ready, the Go Ready button is unavailable in
the interaction area.

* Both: The agent can view both the Go Ready and Go Not Ready buttons in the interaction
area of Avaya Workspaces which enables them to choose to start work in Ready or Not
Ready state.

» Contact Center Default: The agent views the Start Work button in the interaction area of
Avaya Workspaces. The agent is ready to accept interactions.

When account administrators choose Contact Center Default, the Go Not Ready and Go
Ready buttons are unavailable in the interaction area.

Related links
Launching Agent Desktop

Simultaneous ready

Avaya Experience Platform™ (On-Prem + Connect) supports the simultaneous handling of hybrid
voice and digital channels. Hence, agents can receive interactions from Avaya Experience
Platform™ On-Prem voice and Avaya Experience Platform™ Public Cloud digital contact centers.
The tenant administrator can configure this functionality. By default, agents can go ready on voice
or digital at a time but not both. Even with simultaneous ready, after the agent is available on

both contact centers, the agents can go not reagMy on either or both contact centers, depending
on the requirement. Avaya Experience Platform ™ (On-Prem + Connect) does not provide true
omnichannel or "singte brain" routing between Avaya Experience Platform™ On-Prem and Avaya
Experience Platform ™ Public Cloud channels.
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Avaya Workspaces administration

You can manage your Avaya Workspaces widgets and layouts using Application Center
Administration. Use widget manager to import your custom widgets and view the default

Avaya Workspaces widgets available to all Avaya Experience Platform™ (On-Prem + Connect)
customers. For example, Avaya provides default widgets for Customer Journey, voice, email, chat,
and messaging.

Using layout manager, you can create custom layouts to assign to Avaya Workspaces users. You
can decide which sidebar tabs and widgets a user sees when they first log in and when they
handle different types of interactions. You can also arrange how the widgets appear on the user
interface.

Supported consult and transfer operations
Consult interactions

Avaya Workspaces supports the Consult feature. With this feature, an agent can consult another
agent, a supervisor, or a user with an external number before completing a customer query.

An agent can consult an internal or external user and consult to queue. For example, for the
finance-related customer queries, agents can send a consult request to the Finance queue to

get assistance from the finance department. In this scenario, the consulting agent is the agent
who sends the consult request to receive assistance, and the consulted agent is the agent who
provides assistance to the consulting agent. During the consult, an agent can put a customer call
on hold, move between calls, disconnect the consultation call, and then resume the customer call.
After consulting, the agent can complete the consultation call as transfer or as conference.

° Note:

If the agent makes a consultation call during an outbound call, the agent can either end the
consultation call or complete the consultation call as conference. The agent cannot complete
the consultation call as transfer.

Consult complete as transfer

Avaya Workspaces agents can transfer a customer interaction to another agent, supervisor, or an
external user after consulting them. After transferring the call, the consulting agent drops from the
main call. The consulted agent, supervisor, or the external user gets added to the main call with
the customer.

© Note:

If the agent makes a consultation call during an outbound call, the agent cannot complete the
consultation call as transfer.

Consult complete as conference

Avaya Workspaces agents can consult another agent, supervisor, or an external user to get an
appropriate answer for a customer query. During the consultation, the call with the customer is put
on hold. After starting the conference call, the customer is automatically removed from hold and is
added to the conference call with both the consulting agent and the consulted agent, supervisor,
or the external user. Avaya Workspaces displays the Consult button on a conference call for
agents until there are a maximum of six participants on the conference call.
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Transfer interactions

Avaya Workspaces supports the Transfer feature for inbound calls with Avaya Experience
Platform™ (On-Prem + Connect). Agents can do any of the following:

 Transfer to queue.

» Transfer to user.

» Transfer a hybrid voice interaction to an external number.
Transfer to queue

In Avaya Workspaces, an agent can transfer an interaction to a queue to find a more appropriate
agent with the knowledge to deal with the customer query. Administrators create queues in
Application Center Administration.

When an agent initiates a transfer operation, Avaya Workspaces provides a Services list. The list
contains all the available queues where the agent can transfer the interaction.

The transfer to queue option applies to agents and supervisors for chat, messaging, email, and
hybrid voice channels.

Transfer to user

Avaya Workspaces agents can transfer an interaction to another agent. The target user must
be able to handle interactions for the appropriate channel type. Transfer to user is a single-step
transfer. The transferring agent drops from the interaction when the transfer completes.

Supervisors can search, filter, and group the agent or user list.

On the interaction card, the agent can use the transfer option to transfer the interaction to another
user. The agent searches for the required user to transfer the interaction. The search result
displays online agents for chat or messaging channels. For the email channel, the search result
displays online and offline agents.

The transfer to user option applies to agents and supervisors for chat, messaging, email, and
hybrid voice channels.

Transfer a hybrid voice interaction to an external number

An agent or a supervisor can transfer a hybrid voice interaction to a PSTN number outside the
contact center in a single-step transfer.

When the target destination for the transfer is invalid, the interaction returns to the original agent. If
the original agent is also unavailable, the interaction goes to the original queue.

An agent or a supervisor can initiate a call transfer to Avaya Aura X for Avaya Cloud Office (ACO),
Avaya Spaces, or Microsoft Teams contacts.

Transfer to an external number feature is unavailable for an outbound call. An agent can have one
active outbound call at a time.

Agent Assist overview

Agent Assist is a set of widgets available in Avaya Workspaces to provide agents with quick
access to information and other resources during an interaction. Agent Assist facilitates more
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effective communication with customers. The widget applies to hybrid voice interactions. The
following features are supported:

» The Summary feature provides an Al generated summary of the conversation. The summary
is available to view and edit when the interaction ends.

» Suggested Responses help you quickly and accurately reply to the customer using online
resources, such as knowledge base articles or FAQs. For the hybrid voice interactions,
agents can see the suggested responses but cannot send them to the customer.

© Note:

The Agent Assist feature is available for Avaya Experience Platform™ (On-Prem + Connect)
advanced bundle customers.

For more information about configuring the Agent Assist widget, see Agent Assist administration
overview. For more information about using the Agent Assist widget, see Agent Assist widget.

Digital Library widgets

The Digital Library widget consists of the global templates and the templates that are
associated with queues. Account administrators can configure the templates in Application Center
Administration.

In Avaya Workspaces, @ represents the global templates and E represents the templates that
are associated with the same queue received in the interaction card. Agents can choose these
preconfigured templates when handling an interaction.

Interaction widget
The interaction widget displays the chat, customer email, and messages interactions.
Email Template Selector widget

The Email Template Selector widget contains list of templates that the agent can select and add
while composing an email. Agents can preview the template description by hovering over the
template.

Quick Text widget

The Quick Text widget displays frequently-used text with information to process the customer’s
request through out the interaction. The widget appears for chat, messaging, and email
interactions.

Quick texts are configuration phrases for use when handling chat, messaging, and email
interactions. Agents can select and insert these texts while responding to customer interactions.
Text templates can help save time and maintain consistency.

URL templates widget

The URL templates widget contains a configured web page link that agents can use to send
replies to customer chat, messaging, and email contacts.

File templates widget

Agents can select file attachments to send replies to customer email and messaging contacts.
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Transfer templates

When an agent receives an interaction that was transferred through a queue, they can view
a list of published templates. These templates are associated to the queue through which the
interaction was transferred along with the global queues.

When an agent transfers an interaction to another agent, they can view a list of published
templates, which are associated to the queue through which the interaction was transferred along
with the global queues.

If an agent transfers an interaction card to another agent, the interaction card displays the
associated templates even if the agents are not associated to that queue.

Make an external call

Agents and supervisors can call an external number outside the contact center from Avaya
Workspaces. The external number can be a PSTN, an Avaya Aura X for Avaya Cloud Office
(ACO), or an Avaya Spaces number. When a customer matches the dialed number, the Customer
Journey widget displays the journey for the customer linked to the dialed number.

An agent can make an external call even when the agent is in an idle or Not Ready state.

If an agent logs in to voice Automatic Call Distribution (ACD) and is in the Ready state, the agent
state changes to Busy or Not Ready during the call to prevent the agent from receiving any
inbound calls. After the call, the agent state again changes to Ready.

If an agent logs in to voice ACD and is in the Not Ready state, the agent state remains Not Ready
after the call is complete.

Emergency calling

Users cannot select an emergency location when logging in to Avaya Workspaces with Avaya
Experience Platform™ (On-Prem + Connect). However, if the user uses a third-party software,
the user can enter or select an emergency location in the third-party software. The emergency
service provider uses the emergency location to locate the user and send help. For example, the
emergency service provider can send an ambulance to the received emergency location.

The customer is responsible for setting up the emergency calling solution. Avaya Experience
Platform™ (On-Prem + Connect) is not a telephony provider. Avaya Experience Platform™ (On-
Prem + Connect) uses the existing functioning telephony to make emergency calls. The customer
must deploy the emergency calling solution to its customers after validating that emergency calling
works.

Related links
Using Address Location

Auto answer

Avaya Workspaces supports auto-answering for digital and hybrid voice channels. The account
administrator can enable autoanswer for digital interactions on a per-user or per-profile basis.
For hybrid voice interactions, Avaya Experience Platform™ (On-Prem + Connect) uses the
Communication Manager configuration to enable autoanswer.

For a hybrid voice interaction with autoanswer enabled, Avaya Workspaces automatically answers
the call, and the agent hears a zip tone before talking to the customer.
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After Call Work

With Avaya Experience Platform™ (On-Prem + Connect), the account administrator can do the
following:

* Enable After Contact Work in Communication Manager for hybrid voice interactions.

» Enable After Contact Work for a channel or queue in Application Center Administration for
digital interactions.

If the account administrator enables After Contact Work for an agent, the agent can change the
state to After Call Work (ACW) while on a customer call. After the call, the agent can perform
additional work related to the customer call and review the interaction details. In the ACW state,
the interaction transcript is available to the agent. The agent can view a count-up timer showing
the duration that the agent is in the ACW state.

The agent automatically enters the ACW state when the customer leaves the active interaction or
the agent ends the interaction with the customer. After the interaction ends, the interaction widget
displays the ACW state. The agent can close the interaction to end the ACW state. The agent can
select a call work code for the interaction while in the ACW state.

If the account administrator enables Timed ACW, the agent transitions to ACW automatically
following a customer call. After the Timed ACW interval, the agent automatically transitions to the
Ready state. If the agent in the Timed ACW state needs additional time to perform work related to
the customer call, the agent can change the state to ACW.

© Note:

If the account administrator enables ACW for each digital channel for the logged-in agents,
the agents must log out and log back in to enter the ACW state.

As a supervisor, you enter the ACW state after a barge-in. You cannot enter the ACW state after
you observe or coach an agent.

ACW is also supported on Avaya Workspaces for CRM.
Transfer scenarios

An agent can transfer the interaction that is enabled with ACW. An agent can transfer the
interaction to a queue or to another agent.

If the agent transfers the interaction to a target queue where ACW is not enabled, the target agent
does not enter into the ACW state. The value of the target queue is used.

If the agent transfers the interaction to another agent where ACW is enabled on the queue, the
interaction keeps the existing queue after transfer to the agent. The target agent enters the ACW
state.

Screenpops

Configuring Screenpops in Application Center Administration

Account administrators can configure pop-up notifications in Application Center Administration.
To add a screenpop, an account administrator must configure a screenpop application. The
screenpop application is a URL that Avaya Workspaces uses to fill in the screenpop with a
website or open the website in the new browser window. When configuring screenpops, account
administrators must apply them to one or several existing channels, each channel can have a
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maximum of five active screenpops. Account administrators can configure screenpops for agents
to use different contact center applications.

Account administrators can also configure the screenpop priority and define the interaction state
that enables Avaya Workspaces to display the screenpop.

Screenpops widget in Avaya Workspaces

Agents can access an external website configured for a screenpop. Avaya Workspaces displays
only those screenpops configured in the Application Center Administration. Avaya Workspaces
displays screenpops differently, depending on different settings configured in Application Center
Administration.

If an account administrator has enabled the appropriate configuration in Application Center
Administration, after accepting the interaction, the screenpop widget does one of the following:

» Opens a new browser window with the configured external website.

+ Displays the screenpop widget and opens any external screenpops that are configured.

Internal extension call

With Avaya Experience Platform™ (On-Prem + Connect), agents and supervisors can make
internal extension calls to each other on matters unrelated to customers. For example, a
supervisor can call an agent about the work schedule, or an agent can call the supervisor to
discuss issues related to appraisal. When an agent is on an internal call, the agent is unavailable
for Automatic Call Distribution (ACD) or Direct Agent Call (DAC) calls during the call duration.

If an agent is on a customer call, the following occurs:
» The agent can make a consult call to another agent for customer-related queries.

* The agent can receive an internal call notification, but Avaya Workspaces automatically puts
the customer call on hold if the agent answers the call. This feature applies to all external and
emergency calls.

» The agent can ignore the internal extension call and can click to return the call from the list of
missed calls or call history. If the agent does not answer the call and the calling agent does
not cancel the call, Avaya Experience Platform™ (On-Prem + Connect) times out the ringing
in 180 seconds.

An agent can, however, toggle between multiple calls. The agent can unhold a call, which puts
the previous active call on hold. Avaya Workspaces supports the following features for handling
multiple calls:

» An agent can switch the calling card without clicking the unhold button, which does not switch
the media.

» An agent must click the unhold button to switch the media.
The internal extension call feature supports the following features:

* End call

* Mute or Unmute

* Hold or Unhold with music on hold
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* DTMF keypad
The internal extension call feature does not support auto-answer.

If you cannot access the internal extension call feature, contact Avaya Support.

Single session

Avaya Experience Platform™ (On-Prem + Connect) supports one active session of Avaya
Workspaces. If you try to open more than one Avaya Workspaces session in another browser
tab or window, Avaya Workspaces displays a message irrespective of the browser.

You can end other sessions and continue with the new session in the current tab. Otherwise, you
can go back to the previous screen.

Avaya Workspaces client connection state

The connection state feature provides a visual representation of Avaya Workspaces client
connection status. There are three connection statuses:
» Connected - Indicates that Avaya Workspaces client is connected.

» Disconnected - Indicates that Avaya Workspaces client connection is lost, and reconnection
attempts have failed.

* Reconnecting - Indicates that Avaya Workspaces client is attempting to reconnect
automatically after a loss of connection.

Avaya Workspaces log files

Upload Avaya Workspaces log files

You can upload Avaya Workspaces log files to a location that the Avaya system administrator
configures. Avaya system administrators can enable or disable the upload option for each
customer account. After you upload log files, the support personnel can retrieve and interpret
the log files. Avaya Workspaces retains the uploaded log files for 5 days.

You can upload log files during one of the following scenarios:

* Activating your session.
+ Activation fails.
« After logging in to Avaya Workspaces.

© Note:

If you do not have access to the Upload button, contact Avaya Support.

Avaya Support can retrieve Avaya Experience Platform™ Public Cloud tenant environment
browser logs from agent's internet browser. Avaya Support retrieves web browser logs that
Avaya Experience Platform™ Public Cloud creates for the purpose of troubleshooting in
response to the support request. Agents receives a toast notification in Avaya Workspaces
indicating that the log file is uploaded to a remote server.

Download Avaya Workspaces log files

You can download log files that Avaya Workspaces creates for your session and send them to
the account administrator. The account administrator uses log files to monitor the activity of Avaya
Workspaces and troubleshoot issues.
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Supervisor features
My Agents widget

The My Agents widget displays a list of agents in the supervisor’s team and provides information
about the agent's state and interactions. The My Agents widget is available for supervisors with
Avaya Experience Platform™ (On-Prem + Connect). The account administrators must configure
the widget in Application Center Administration. The supervisors can view the widget in the Avaya
Workspaces toolbar after configuration.

In Avaya Workspaces, supervisors can access the My Agents widget to use filters to search
agents in a team, end sessions, broadcast messages, observe chat, messaging, or voice
interactions, and make internal voice calls to agents. Supervisors can also view the priority of
the interaction.

Supervisor functionality for hybrid voice interactions

Avaya Experience Platform™ (On-Prem + Connect) supports the following supervisor
functionalities from Avaya Workspaces:

* Observe an agent.

» Coach an agent.

» Barge into the call to speak to the agent and the customer.

* View the agent status. For example, Ready and Not Ready.

» Change the agent state from Ready to Not Ready on the hybrid voice channel.

* View the channel status. For example, hybrid voice, chat, email, or social channels.
* View the Not Ready reason codes for each agent.

» Forcefully change the agent state from Not Ready to Finished Work.

» Forcefully change the agent state from Finished Work to End Session.

© Note:

The Class of Restriction (COR) permission settings in Avaya Aura® Communication Manager
do not apply when the supervisor changes the agent work state or forcibly logs out an agent.

The following table includes the different capabilities that a supervisor has depending on the voice
channel the supervisor logs in to:

Supervisor's Capability Avaya Experience | Hybrid voice Hybrid voice +
logged in channel Platform™ Public | agent digital agent
Cloud voice agent
Avaya Experience | Change agent state | Yes Yes Yes
Platform™ Public from Ready to Not
Cloud voice Ready
Force logout agent | Yes Yes Yes

Table continues...
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Supervisor's Capability Avaya Experience | Hybrid voice Hybrid voice +
logged in channel Platform™ Public | agent digital agent
Cloud voice agent

Observe an agent | Yes No Yes
Hybrid voice Change agent state | Yes Yes Yes

from Ready to Not

Ready

Force logout agent | Yes Yes Yes

Observe an agent | No Yes No

As a supervisor, you can also perform the following supervisory functions on agents logged into
Avaya Workspaces using the existing on-premise clients, such as Avaya one-X® Agent, Avaya
Agent for Desktop (H.323), or CTI desktop with a 96x1 H.323 phone:

» Observe an agent.

» Coach an agent.

» Barge into the call to speak to the agent and the customer.

» Change all agent states in a skill to Not Ready on the hybrid voice channel.
 Forcefully remote log out the agent.

- If an agent has Hybrid Voice as the Avaya Workspaces profile, Avaya Workspaces logs
out the agent from Avaya Experience Platform™ On-Prem, and the agent state changes to
Finished Work.

- If an agent has Hybrid Voice + Digital as the Avaya Workspaces profile, Avaya
Workspaces logs out the agent from Avaya Experience Platform™ On-Prem and Digital,
and the agent state changes to Finished Work.

Broadcast messages to agents

The Supervisor view in Avaya Workspaces provides the Broadcast Message option. Supervisors
can broadcast a message to agents. Avaya Workspaces displays this message as a notification or
toast to all targeted agents.

Monitoring agents

The following table provides information about the supported supervisor features for each channel
with Avaya Experience Platform™ (On-Prem + Connect):

Supervisor Chat Messaging Email Hybrid Voice
features

Barge-in Yes Yes No Yes

Coach Yes Yes No Yes

Observe Yes Yes No Yes

Observe an interaction

In Avaya Workspaces, supervisors can observe ongoing interactions between agents and
customers to assess whether to intervene. The agents can view the supervisor observing the
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interaction. If configured by the administrator, the agent can hear a warning tone to indicate that a
supervisor is observing the interaction. Multiple supervisors cannot observe the same interaction
simultaneously.

This feature is available for chat, messaging, and voice interactions with Avaya Experience
Platform™ (On-Prem + Connect). Supervisors can observe agents, but agents cannot observe
other agents.

For a voice interaction, supervisors can monitor the incoming calls routed to agents or the
outgoing calls initiated by agents. Supervisors can observe one active voice call at a time.
Supervisors can listen to the real-time voice conversation between the agent and the customer.

If the agent puts the call on hold that the supervisor observes and initiates a consult call, the
supervisor starts observing the consulted call automatically for that agent. If the agent transfers
the call that the supervisor observes, the supervisor is removed from that call and cannot actively
observe the transferred call.

Coach an agent

Supervisors can use the coach feature to provide expert advice and help agents address a
customer request. The supervisor must observe the interaction first to coach the agent.

© Note:

Supervisors can coach agents only if the administrator has performed the appropriate
configuration in Avaya Aura®.

The agent receives a notification that the supervisor is coaching them. The agent can hold a voice
interaction, transfer, or end the interaction anytime, and the coaching session ends. An agent
cannot consult another agent or supervisor during a coaching session.

For a voice interaction, a supervisor can listen to the real-time voice conversation between the
agent and the customer. The supervisor can speak to coach the agent. However, the customer
cannot hear the supervisor's voice.

This feature is available for chat, messaging, and voice interactions with Avaya Experience
Platform™ (On-Prem + Connect).

Barge into the interaction

When observing or coaching an agent, supervisors can barge into an interaction to provide
expert advice to agents when they cannot handle the interaction. Initiating a barge-in enables the
supervisor to join the interaction between an agent and the customer as an active third party.
After the supervisor barges into the interaction, the customer, agent, and supervisor interact in a
three-way conference.

© Note:

Supervisors can barge into an interaction only if the administrator has performed the
appropriate configuration in Avaya Aura®.

When a supervisor barges into an interaction, the customer is notified about the supervisor joining.
The customer can view the messages that the agent and the supervisor send.

For a voice interaction, the customer is notified that the supervisor has joined the call. The
customer, agent, and supervisor enter into a conference call.
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Avaya Workspaces notifies the agent that the supervisor has barged into the interaction.

The supervisor who has barged into an interaction can transfer the interaction to a queue

or a different user. With this transfer, the customer remains in the interaction, but the agent
and barged-in supervisor are no longer part of the interaction. The new agent addresses the
interaction.

This feature is available for chat, messaging, and voice interactions with Avaya Experience
Platform™ (On-Prem + Connect).

Agent state transitions and forced agent logout with Avaya Experience Platform™
(On-Prem + Connect)

With Avaya Experience Platform™ (On-Prem + Connect), supervisors can change an agent state
from Ready to Not Ready to prevent agents from receiving further interactions. A supervisor can
also forcibly log out an agent from Avaya Workspaces and end the session.

© Note:

The Class of Restriction (COR) permission settings in Avaya Aura® Communication Manager
do not apply when the supervisor changes the agent work state or forcibly logs out an agent.

If the supervisor changes the state of an agent who is active on an interaction, the agent is
moved to a pending state. When the agent closes the interaction, the agent moves to the state the
supervisor sets.

When a supervisor logs out an agent with active interactions, the agent state changes to Logout
Pending. The agent does not receive any active interactions during this state.

A supervisor can also log out an agent when the agent has a stuck card and cannot close the card
in Avaya Workspaces. During a stuck interaction, the agent fails to end an interaction even after
the interaction with the customer is complete. Here, the agent must inform the supervisor about
the stuck card. When the agent logs in again after the forced logout, Avaya Workspaces does not
display the stuck card.

The following table provides different agent state transitions and the workflow for changing the
agent state from the supervisor dashboard:

Agent is not on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state. supervisor end, and the status transitions to Not

Ready - SUPERVISOR_INITIATED.

2. On the agent end, the agent state transitions to Not
Ready with the reason code set as Supervisor.

Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state, then selects the supervisor end, and the agent state transitions to
Finish Work state Connected.

after transitioning to

the Not Ready state. 2. On the agent end, the agent state transitions to

Logged out with no reason code.

Table continues...
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Current agent state | Supervisor action Results

Not Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the agent state transitions to
Connected.

2. On the agent end, the agent state transitions to
Connected.

Logged out Selects End Session. 1. The supervisor dashboard is updated on the
supervisor end, and the agent state transitions to
Offline.

2. On the agent end, the agent is redirected to the
Avaya Workspaces Login page.

Agent is on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state. supervisor end, and the status transitions to Not

Ready Pending.

2. On the agent end, the agent state transitions to Not
Ready Pending.

3. After the active interaction ends, the agent state
transitions to Not Ready with the reason code set as

Supervisor.
Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the active engagement ends, the agent state
transitions to Logged out.

Not Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the active interaction ends, the agent state
transitions to Logged out with the reason code set
as Supervisor.
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Chapter 4: Solution specifications

Solution specifications for Avaya Experience Platform™
Public Cloud

Supported languages

Avaya Experience Platform™ Public Cloud supports localization for Application Center, Analytics
for Avaya Experience Platform™ Public Cloud, Orchestration, Automation, Avaya Workspaces,
and Avaya Workspaces for CRM. Avaya Experience Platform™ Public Cloud supports multiple
languages.

The agent, supervisor, or account administrator can select the preferred languages during session
initiation and view the online help in each of the following supported languages:

 Brazilian-Portuguese

» English (US)

* French

* German

» Hebrew. Historical Reporting does not support Hebrew.

* Hungarian. Only Avaya Workspaces and Realtime Reporting support Hungarian.
* [talian

» Japanese

» Korean

* Latin-Spanish

* Russian

Simplified Chinese
* Traditional Chinese
Historical reports

Avaya localizes all default standard, calculated, and customized columns. If you add any
additional customization to the default configuration, this output is not localized.
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Automation

In Automation, the following features support different sets of languages:

» Automation flows: The languages of a self-service flow. In a flow, you can add the text for
customers in the selected languages.

» Text-to-Speech: The languages that text-to-speech engines support.

* Virtual Agents in Google Dialogflow: The languages that Google Dialogflow supports.
For more information about the languages supported by Google Dialogflow, see https://
cloud.google.com/dialogflow/cx/docs/reference/language.

The following table shows the supported languages for the Automation features:

Automation flows Text-to-Speech Virtual Agents in Google Dialogflow

Afrikaans af-ZA af

Albanian N/A sq

Ambharic N/A am

Arabic ar-XA ar

Armenian N/A hy

Assamese N/A N/A

Azerbaijani N/A az

Basque N/A eu

Belarusian N/A be

Bengali N/A bn

Bangladesh Bengali N/A bn-bd

India Bengali bn-IN bn-in

Bhojpuri N/A N/A

Bosnian N/A bs

Bulgarian bg-BG bg

Catalan ca-ES ca

Cebuano N/A ceb

Chattisgari N/A N/A

Chichewa N/A ny

Cantonese Chinese zh-hk zh-hk

Mandarin Chinese cmn-CN zh-cn

Traditional Chinese cmn-TW zh-tw

Corsican N/A co

Croatian N/A hr

Czech cs-CZ cs

Danish da-DK da

Table continues...
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Automation flows Text-to-Speech Virtual Agents in Google Dialogflow
Dutch nl-NL nl
English N/A en
Australian English en-AU en-au
Canada English en-CA en-ca
UK English en-GB en-gb
India English en-IN en-in
US English en-US en-us
Esperanto N/A €0
Estonian N/A et
Filipino N/A fil
The Philippines Filipino fil-PH fil-ph
Finnish fi-FL fi
French fr-FR fr-fr
Canadian French fr-CA fr-ca
Frisian N/A fy
Galician N/A gl
Georgian N/A ka
German de-DE de
Greek el-GR el
Gujarati gu-IN gu
Haitian Creole N/A ht
Hausa N/A ha
Hebrew he-il il
Hindi hi-IN hi
Hmong N/A hmn
Hungarian hu-HU hu
Icelandic is-1S is
Igbo N/A ig
Indonesian id-ID id
Irish N/A ga
Italian it-IT it
Japanese ja-JP ja
Javanese N/A v
Kannada kn-IN kn
Kashmiri N/A N/A

Table continues...
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Automation flows Text-to-Speech Virtual Agents in Google Dialogflow
Kazakh N/A kk
Khasi N/A N/A
Khmer N/A km
Kinyarwanda N/A rw
Korean ko-KR ko
Kurdish N/A ku
Kyrgyz N/A ky
Latin N/A la
Latvian Iv-LV Iv
Lithuanian N/A It
Luxembourgish N/A Ib
Macedonian N/A mk
Malagasy N/A mg
Malay N/A ms
Malaysia Malay ms-MY ms-my
Malayalam mi-IN mi
Maltese N/A mt
Manipuri N/A N/A
Maori N/A mi
Marathi N/A mr
India Marathi N/A mr-in
Mizoram N/A N/A
Mongolian N/A mn
Nagamese N/A N/A
Nepali N/A ne
Norwegian nb-NO no
Oriya / Odia N/A or
Pashto N/A ps
Persian N/A fa
Polish pl-PL pl
Brazilian Portuguese pt-BR pt-br
Portugal Portuguese pt-PT pt
Punjabi pa-IN pa
Romanian N/A ro
Romania Romanian ro-RO ro-ro

Table continues...
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Automation flows Text-to-Speech Virtual Agents in Google Dialogflow
Russian ru-RU ru
Samoan N/A sm
Scots Gaelic N/A ad
Serbian sr-RS sr
Sesotho N/A st
Shona N/A sn
Sindhi N/A sd
Sinhala N/A Si

Sri Lanka Sinhala si-LK Si
Slovak sk-SK sk
Slovenian N/A sl
Somali N/A o)
Spanish es-ES es
Castilian Spanish es-ES es-es
Latin American Spanish es-MX es-419
Colombian Spanish es-CO es-co
Argentinian Spanish es-AR es-ar
Sudanese N/A su
Swahili N/A sw
Swedish sv-SE Y
Tajik N/A tg
Tamil N/A ta
India Tamil ta-IN ta-in
Sri Lanka Tamil N/A ta-lk
Malaysia Tamil N/A ta-my
Singapore Tamil N/A ta-sg
Tatar N/A tt
Telugu N/A te
India Telugu te-IN te-in
Thai th-TH th
Turkish tr—TR tr
Turkmen N/A tk
Ukrainian uk-UA uk
Urdu N/A ur
Uyghur N/A ug

Table continues...
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Automation flows

Text-to-Speech

Virtual Agents in Google Dialogflow

Uzbek N/A uz
Viethamese N/A Vi
Vietham Vietnamese vi-VN vi-vn
Welsh N/A cy
Xhosa N/A xh
Yiddish N/A yi
Yoruba N/A yo
Zulu N/A zu

Supported browsers for Avaya Experience Platform™ Public Cloud

The following are the minimum and maximum supported versions of the supported browsers for

Avaya Experience Platform™ Public Cloud.

Avaya Microsoft | Microsoft | Microsoft Google Google Mozilla
Experience Internet Edge Edge Chrome Chrome Firefox
Platform™ Explorer Chromium | (Windows) |(Chrome | Standard
Public Cloud (Windows) 0S)
components
Application Center | Not vi28 and |vi112tov121 |v112tov121 | Not Not
Analytics for supported | later vi12tovi21 | vi12tov121 | SuPported | supported
Avaya Experience
Platform™ Public
Cloud historical
reporting
Avaya vi12tov121 | v125 and v126 to
Workspaces later v128
Avaya v112 tov121 | v112tov121 | Not
Workspaces real- supported
time reporting
Workspaces for v112tov121 |vi12tov121 |v126to
CRM v128
Unified Client vi12tov121 | v112tov121 | Not
supported

When agents that use Google Chrome or Microsoft Edge minimize the Avaya Workspaces tab or
leave the tab idle for a while, their status changes to Not Ready and they do not receive incoming

calls.

To avoid this issue, on the Google Chrome browser window, navigate to Settings >

Performance > Always keep these sites active and use the Add option to enter the following
URL: avayacloud.com. If you are an agent or supervisor using Avaya Workspaces for CRM,
screen pops, and widgets, enter the following URLSs:

* salesforce.com for Salesforce
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* servicenow.com for ServiceNow
* dynamics.comand microsoft.com for Dynamics 365

As an enterprise |IT administrator, to deploy these URLs as a Group Policy setting across an
enterprise environment, you can add the following string in the Group Policy Object (GPO):

Windows Registry Editor Version 5.00

1

2

3 [HKEY LOCAL MACHINE\SOFTWARE\Policies\Microsoft\Edge\SleepingTabsBlockedForUrls]
4 "1"="https://na.cc.avayacloud.com/"

5 "2"="https://sa.cc.avayacloud.com/"

6 "3"="https://eu.cc.avayacloud.com/"

7 "4"="https://uk.cc.avayacloud.com/"

8 "5"="https://ase.cc.avayacloud.com/"

Similarly, on the Microsoft Edge browser window, navigate to Settings > System and
Performance > Never put these sites to sleep and use the Add option to enter the following
URL: na.cc.avayacloud. com. If you are an agent or supervisor using Avaya Workspaces for
CRM, screen pops, and widgets, enter the following URLSs:

* salesforce.com for Salesforce
* servicenow.com for ServiceNow
* dynamics.comand microsoft.com for Dynamics 365

As an enterprise IT administrator, to deploy these URLs as a Group Policy setting across an
enterprise environment, you can add the following string in the Group Policy Object (GPO):

1 Windows Registry Editor Version 5.00

2

3 [HKEY LOCAL MACHINE\Software\Policies\Google\Chrome\TabDiscardingExceptions]
4 "1"="na.cc.avayacloud.com"

5 "2"="sa.cc.avayacloud.com"

6 "3"="eu.cc.avayacloud.com"

7
8

"4"="yk.cc.avayacloud.com"
"5"="ase.cc.avayacloud.com"

Citrix VDI environment

In a Citrix VDI environment, you can use the following browsers: Microsoft Edge Chromium
(Windows and Chrome OS) and Google Chrome (Windows and Chrome OS).

© Note:
* Citrix version must be 7 1912 LTSR or later.
* Citrix Workspace client version must be 23.11.1.140 (2311.1) or later.

Single Sign-On

Single sign-on (SSO) is an authentication scheme that allows users to log in with a single ID

to several independent software applications. With SSO, agents can log in to Avaya Experience
Platform™ Public Cloud applications such as Avaya Workspaces and Avaya Workspaces for CRM
using the same username and password that they use for other applications.

Avaya Experience Platform™ Public Cloud supports the standard browser redirect-based SSO
using the SAMLv2 protocol.
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© Note:

Avaya Workspaces for CRM supports SSO on Salesforce and Dynamics 365.

Related links
Integrating SAML with Avaya Experience Platform™ Public Cloud

Password policy and requirements

User passwords must comply with the Avaya Experience Platform™ Public Cloud password
policies. User passwords expire every 90 days. When users create a new password, they must
ensure that the password complies with the following rules:

» The password must contain a minimum of 8 characters. By default, user passwords can
contain up to 14 characters.

* The password must contain at least one uppercase letter, lowercase letter, digit, and special
character.

» Users cannot reuse their latest password.

» Users cannot use the same character more than two consecutive times. For example, users
cannot use "aaa" or "333" in their passwords.

» Users cannot use more than four of the same character types consecutively. For example,
users cannot use more than four uppercase letters, lowercase letters, digits, or special
characters consecutively.

» Users cannot use their login names as their passwords. For example, if an agent's login
name is "Agent1-APAC", the agent cannot use "Agent1-APAC" as the password.

Solution specifications for Avaya Experience Platform™
(On-Prem + Connect)

VMware specifications

Avaya Hybrid Cloud Gateway nodes that connect on-premise Avaya Experience Platform™ On-
Prem infrastructure and Avaya cloud support small and large Virtual Machine (VM) profiles.

Table 5: VMware specifications for small and large profiles

VM specifications Small profile Large profile

Minimum CPU reservation 4600 MHz 9200 MHz

Total CPU required 10400 MHz 20800 MHz

(reserved + unreserved)

CPU benchmark (Passmark | 63984 63984

score)

Table continues...
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VM specifications Small profile Large profile

Hyperthreading Supported Supported

Reference CPU Intel(R) Xeon(R) Gold 6258R CPU @ Intel(R) Xeon(R) Gold 6258R
2.70GHz CPU @ 2.70GHz

Memory 6 GB 16 GB

Minimum memory 6144 MB 16384 MB

reservation

Input/output operations per | 25 50

second (IOPS)

Hard disk 150 GB 150 GB

Reference server type Dell R640 or equivalent Dell R640 or equivalent

NICs 1 GBPS 1 GBPS

© Note:

* Minimum CPU reservation: Minimum CPU reservation is the amount of CPU that you
must reserve for this VM so that Avaya Hybrid Cloud Gateway can start up successfully.

+ Total CPU required: Total CPU required indicates the total CPU that Avaya Hybrid
Cloud Gateway requires to operate at documented capacities beyond the minimum CPU
reservation.

» CPU benchmark: Benchmark score that CPU must meet or exceed to deploy and run
Avaya Hybrid Cloud Gateways.

» Reference CPU: Certified CPU used in Avaya internal labs to validate Avaya Hybrid
Cloud Gateway operation and capacity.

» Reference server type: Certified server type used in Avaya internal labs to validate Avaya
Hybrid Cloud Gateway operation and capacity.

Table 6: Avaya Hybrid Cloud Gateway cluster configuration to capacity mapping

Avaya Hybrid Cloud Gateway Small profile Large profile

cluster size

1 200 agents, 2K Busy-Hour Call 2000 agents, 20K BHCC
Completion (BHCC)

1+1 200 agents, 2K Busy-Hour Call 2000 agents, 20K BHCC
Completion (BHCC)

3+1 600 agents, 6K BHCC 6000 agents, 60K BHCC

Client specifications
To use Avaya Workspaces, your client computer must meet the following requirements:

© Important:

» Minimum virtual machine tests were conducted using Windows Operating System and
Avaya Workspaces, and no third-party applications.
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* The minimum recommended screen resolution is 1920 x 1080.

Hardware Components

Recommended

Minimum virtual machine
requirements tested in the
laboratory conditions

WebRTC voice

CPU 3.2 GHz Intel Core processor 2 vCPU on a 2.7 GHz Intel core
processor
RAM 8 GB 4 GB
Hard Disk Drive (HDD) 300 GB 40 GB
Network requirements

Ensure to meet the following network specifications:

Metric Recommended Acceptable

One-way Network Delay < 80 milliseconds < 180 milliseconds
Network Jitter < 10 milliseconds < 20 milliseconds
Network Packet Loss (voice) 1% 3%

QoS Enabled (enterprise network Recommended Recommended
only)

Network bandwidth per agent for 300 Kbps 300 Kbps

Number of concurrent calls Recommended bandwidth
1 300 Kbps

10 3 Mbps

100 30 Mbps

500 150 Mbps

1000 300 Mbps

Supported browsers for Avaya Experience Platform™ (On-Prem +
Connect)

The following are the minimum and maximum supported versions of the supported browsers for
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Avaya Microsoft | Microsoft Microsoft Google Google Mozilla
Experience Internet Edge Edge Chrome Chrome Firefox
Platform™ (On- | Explorer Chromium | (Windows) |(Chrome OS) | Standard
Prem + (Windows)

Connect)

components

Application Not v128 and vi12tov122 | v112tov122 | Not supported | Not
Center supported later supported
Avaya vi12tov122 |v112tov122 | v126 to v128

Workspaces

Avaya v112tov122 |vi112tov122 | v126 to v128

Workspaces for

CRM

When agents that use Google Chrome or Microsoft Edge minimize the Avaya Workspaces tab or
leave the tab idle for a while, their status changes to Not Ready and they do not receive incoming
calls.

To avoid this issue, on the Google Chrome browser window, navigate to Settings >
Performance > Always keep these sites active and use the Add option to enter the following
URL: avayacloud. comn. If you are an agent or supervisor using Avaya Workspaces for CRM,
screen pops, and widgets, enter the following URLSs:

Similarly, on the Microsoft Edge browser window, navigate to Settings > System and
Performance > Never put these sites to sleep and use the Add option to enter the following
URL: na.cc.avayacloud. comn. If you are an agent or supervisor using Avaya Workspaces for
CRM, screen pops, and widgets, enter the following URLSs:

° Note:

Avaya Workspaces does not support multiple tabs or profiles.

In a Citrix VDI environment, you can use the following browsers: Microsoft Edge Chromium
(Windows and Chrome OS) and Google Chrome (Windows and Chrome OS).

© Note:

» Citrix version must be 7 1912 LTSR or later.
+ Citrix Workspace client version must be 23.11.1.140 (2311.1) or later.

Supported languages

Avaya Experience Platform™ (On-Prem + Connect) supports localization for Application Center,
Avaya Workspaces, and Avaya Workspaces for CRM. Avaya Experience Platform™ Public Cloud
supports multiple languages.

The agent, supervisor, or administrator can select the preferred languages during session initiation
and view the online help in each of the following supported languages:

* Brazilian-Portuguese
» English (US)
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* French

» German

* Hebrew. Avaya Workspaces for CRM does not support Hebrew.
* Hungarian. Only Avaya Workspaces supports Hungarian.

* [talian

» Japanese

* Latin-Spanish

* Traditional Chinese

© Note:

Avaya Experience Platform™ (On-Prem + Connect) also supports localization of Ul in the
Russian, Korean, and Simplified Chinese languages. However, the documents are not
localized in the Russian, Korean, and Simplified Chinese languages.

Single sign-on

Single sign-on (SSO) is an authentication scheme that enables users to log in with a single ID to
independent software applications. With SSO, when an agent logs in to Avaya Workspaces, the
agent is logged into all the Avaya Workspaces services, including:

» Avaya Workspaces
» Salesforce Customer Relationship Management connector
+ Enterprise search using Avaya Aura® Device Services

Avaya Experience Platform™ (On-Prem + Connect) supports the following Security Assertion
Markup Language (SAML) Identity Providers:

* Active Directory (Windows Server 2016 and 2019)
» Active Directory Federation Services

* Azure Active Directory

» Okta

Avaya Experience Platform™ (On-Prem + Connect) supports the standard browser redirect-based
SSO using the SAMLv2 protocol.

Password policy and requirements

User passwords must comply with the Avaya Experience Platform™ Public Cloud password
policies. User passwords expire every 90 days. When users create a new password, they must
ensure that the password complies with the following rules:

» The password must contain a minimum of 8 characters. By default, user passwords can
contain up to 14 characters.

» The password must contain at least one uppercase letter, lowercase letter, digit, and special
character.

February 2025 Avaya Experience Platform™ Public Cloud Solution Description 135
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=AvayaExperiencePlatform%E2%84%A2PublicCloudSolutionDescription&p3=66

Solution specifications for Avaya Experience Platform™ (On-Prem + Connect)

» Users cannot reuse their latest password.

» Users cannot use the same character more than two consecutive times. For example, users
cannot use "aaa" or "333" in their passwords.

» Users cannot use more than four of the same character types consecutively. For example,
users cannot use more than four uppercase letters, lowercase letters, digits, or special
characters consecutively.

» Users cannot use their login names as their passwords. For example, if an agent's login
name is "Agent1-APAC", the agent cannot use "Agent1-APAC" as the password.

Dialing rules

Dialing rules are an important configuration of the Avaya Experience Platform™ (On-Prem +
Connect) deployment. On the original number that an agent dials from Avaya Workspaces, dialing
rules are automatically applied and prefixed with different codes as applicable. Avaya Aura® uses
the newly formed number to evaluate how to route the call. For example:

* Internal calls

* Local calls

* Long distance calls
* International calls

If the administrator does not configure and import the dialing rules in Avaya Aura® Device
Services, Avaya Aura® does not route the outgoing call correctly, resulting in failure.

If the customer does not want to configure the dialing rules, the Avaya Workspaces agent must
have complete knowledge about dialing the full number, and the different codes prefixed to the
number as applicable. To avoid this overhead, configure and import the dialing rules in Avaya
Aura® Device Services.
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Chapter 5: Integrations

Avaya Experience Platform™ Public Cloud integrations

Google Dialogflow for Avaya Contact Center Artificial Intelligence
integration overview

Avaya Experience Platform™ Public Cloud supports Google Dialogflow agents for the Voice, Chat,
and Messaging channels. With Google Dialogflow, you can access automation based on Cloud Al
to capture the intents of the customer.

You can use the intents for the following purposes:
» To increase process automation
+ To locate relevant answers from the section of frequently asked questions (FAQ)

« To make better routing decisions in Avaya Experience Platform™ Public Cloud and match the
customer with the most appropriate live agent

Avaya Experience Platform™ Public Cloud complements Google Dialogflow and provides call
management functionality. Avaya Experience Platform™ Public Cloud streams audio to Google
Dialogflow and acts on responses from Google Dialogflow. For example, it collects DTMF and
plays audio.

When you integrate a Google Dialogflow agent with Avaya Experience Platform™ Public Cloud, the
contact center adds an Automation virtual agent under conditions specified within a workflow. The
Automation virtual agent invokes the related Google Dialogflow agent. When Google Dialogflow
finishes the execution of a flow, Automation processes the collected data to match it with the
respective data categories in Avaya Experience Platform™ Public Cloud.

Automation relates Google Dialogflow parameters with routing queues and attributes in
Orchestration. Avaya Experience Platform™ Public Cloud live agents can see the customer
identifiers that Automation virtual agents processed on the Customer Journey widget in Avaya
Workspaces. When Automation finishes data processing, Orchestration executes the next task in
the workflow.

To integrate a virtual agent with Avaya Experience Platform™ Public Cloud, do the following:
» Order Avaya Contact Center Artificial Intelligence from Avaya or an Avaya partner.
» Create and configure a Google Dialogflow agent.
» Configure and publish the virtual agent in Automation.
+ Select the Automation virtual agent in the Add Virtual Agent task of Orchestration.
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Supported versions
Avaya Experience Platform™ Public Cloud supports Google Dialogflow CX.

For more information on the versions, see Google Dialogflow documentation.

For more information on the integration, see Configuring Avaya Contact Center Atrtificial
Intelligence for Avaya Experience Platform ™~ Public Cloud.

Avaya Experience Platform™ Public Cloud integration with CRMs

Customer Relationship Management (CRM) is when a business or other organization administers
its interactions with customers, typically using data analysis to study large amounts of information.
CRM refers to all the processes and tools that manage customer relationships. Salesforce,
ServiceNow, and Microsoft Dynamics® 365 are examples of CRM software.

Avaya Experience Platform™ Public Cloud integrates with Salesforce, ServiceNow, and Microsoft
Dynamics® 365 to provide call center features to enterprises with CRM software in operation.
These integrations enable agents in your call center to access the Avaya Workspaces for CRM
softphone on the CRM website, handle inbound and outbound customer interactions, make
internal calls, and use the CRM functionality simultaneously.

Agents use the Avaya Workspaces for CRM softphone capabilities to communicate with
customers and the CRM integration to manage the associated CRM information. For example,
an agent can accept digital interactions using the Avaya Workspaces for CRM softphone and
associate them with various CRM components, such as tasks, cases, leads, and notes.

This integration also includes supervisor functionality for Salesforce, for example, it enables
supervisors in your call center to monitor agents and intervene with customers. Within Avaya
Workspaces, supervisors can use the supervisor dashboard to view the list of currently active
agents and perform supervisor tasks, such as observing interactions, coaching agents, and
barging into interactions.

For more information on the integrations, see:
+ Administering Avaya Workspaces for CRM for Avaya Experience Platform™ Public Cloud
« Using Avaya Workspaces for CRM for Avaya Experience Platform™ Public Cloud

For more information on CRMs, see:
+ Salesforce

 Microsoft Dynamics® 365

» ServiceNow

Related links
Introduction - Avaya Experience Platform™
Overview - Avaya Experience Platform™
Solutions Integrated with Avaya Experience Platform™
Avaya Workspaces for CRM Integration Overview
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Avaya Experience Platform™ Public Cloud Proactive Outreach
overview

Proactive Outreach is a solution that enables contact center agents to initiate outbound voice
interactions with customers through campaigns. Each campaign is a container for automated
voice calls to customers.

Agents participate in campaigns by initiating outbound interactions. Outbound interactions are
calls that agents make to customers in Avaya Workspaces usingProactive Outreach. To enable
outbound interactions for an agent, an account administrator must assign the agent profile to a
campaign.

© Important:

Avaya Workspaces only supports preview campaigns. In preview campaigns, agents can view
the customer-related information before initiating an outbound interaction.

Preview Dialing is a feature that allows agents to view and update customer information before
making an outbound call. Agents can also schedule a callback at the specified time, leave notes
about a call, and extend the wrap-up state for post-call activities.

For more information about deploying, configuring, and using Preview Dialing for Avaya
Experience Platform™ Public Cloud, see Deploying Preview Dialing for Avaya Experience
Platform™ Public Cloud and Using Preview Dialing in Avaya Workspaces.

Proactive Outreach capacity details

The following table lists the capacity details for Avaya Experience Platform™ Public Cloud
Proactive Outreach:

Description Capacity Notes

Maximum number of Busy Hour | 2,000 The number of call attempts

Call Attempts (BHCA) made during the busiest hour of
the day.

Maximum number of campaigns 100 —
you can create

Maximum number of campaigns | 20 —
that can run simultaneously

Maximum number of agents that | 100 —
can log in to Avaya Experience
Platform™ Public Cloud Proactive
Outreach simultaneously

Maximum number of rules you 20 —
can create
Table continues...
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Description Capacity Notes

Maximum number of rules that 5 The rules you associate with
you can associate with each a campaign can impact the
campaign performance. The type of rules,

validation conditions in a rule, and
the complexity of the database
queries can impact the run-time
performance, which is the time to
evaluate the rules. The run-time
performance impacts the dialing

performance.
Maximum number of records for 50,000 The number of records in the
each contact list contact list can impact the speed
of importing, filtering, and dialing.
Maximum number of contacts for | 50,000 You must ensure that the
each campaign total number of contacts

filtered for each campaign is
below the maximum supported
value. Exceeding the maximum
capacity might impact the

Avaya Experience Platform™
Public Cloud Proactive Outreach

performance.
Maximum number of contact 1,000,000 You must configure the purge
attempts in the database schedule to keep the total

number of attempt records
below the maximum supported
value. Exceeding the maximum
capacity might impact the

Avaya Experience Platform™
Public Cloud Proactive Outreach

performance.
Maximum number of contacts 1,000,000 —
across all the contact lists
Maximum number of scheduled 100 —
jobs per minute. This includes
import jobs and campaign jobs.
Maximum number of schedules 50 —
for each campaign
Maximum number of attributes 900 The number includes all
you can create Avaya Experience Platform™
Public Cloud Proactive Outreach
attributes.
Maximum number of attributes in | 50 —
the contact list
Table continues...
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Description Capacity Notes
Maximum number of phone 5 —
numbers allowed in the contact

list

Maximum number of attributes in | 50 —
a contact import file from any
contact import data source

Maximum file size allowed to 50 MB —
upload using the web interface

Maximum file size for Secure File | 1 GB —
Transfer Protocol (SFTP) or local
file-based data source import

Maximum number of Do Not Call | 20 —
(DNC) lists

Maximum number of DNC groups | 20 —
you can create

Maximum number of DNC groups | 5 —
associated with each campaign

Maximum number of DNC lists for | 5 Maximum number of records in a
each DNC group single DNC list

Maximum number of records ina | 1,000,000 —

single DNC list

Maximum data retention period 180 days —

Maximum number of parallel 5 —

contact list imports

Corporate contacts overview

Avaya Experience Platform™ Public Cloud integrates with Avaya Aura X for Avaya Cloud Office
(ACO), Avaya Spaces, and Microsoft Teams so that contact center agents and supervisors can
request the assistance of third-party experts and transfer customer calls to them.

In Avaya Workspaces, agents and supervisors can log in to an available provider and access the
enabled contacts from the Corporate Contacts widget. For all providers, agents and supervisors
can search for contacts, make direct and consultation calls to them, transfer customer calls, and
add contacts to the Favorites list. For the Avaya Aura X for Avaya Cloud Office (ACO) and
Microsoft Teams providers, agents and supervisors can view the contacts' Presence states.

If the account administrator enables the chat functionality for the Avaya Aura X for Avaya Cloud
Office (ACO) or Microsoft Teams provider, agents and supervisors can send messages in one-to-
one and group chats and participate in group and channel conversations. The chat functionality
on the Corporate Contacts widget is separate from the Avaya Workspaces chat, and you cannot
transfer chats with corporate contacts to the Avaya Workspaces Chat widget.

For more information about configuring and using the Corporate Contacts widget, see Configuring
corporate contacts for Avaya Workspaces and Using corporate contacts in Avaya Workspaces.
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Avaya Social Connections overview

Avaya Social Connections for Avaya Experience Platform™ Public Cloud consists of a portal for
administrators and an Avaya Workspaces integration for agents.

Administrators

The Avaya Social Connections portal is a web application for administrators who manage content
on corporate social media platforms.

On this portal, you can manage social media accounts, add administrators, view a list of
customers, and remove customers from the list whenever required.

The Avaya Social Connections portal is available on the Application Center dashboard.
Agents

Avaya Social Connections on Avaya Workspaces for Avaya Experience Platform™ Public Cloud
enhances the agent's social interaction experience through monitored social media accounts.

Contact center agents can view their customer interactions in the Chat and Messaging widget
of Avaya Workspaces. Agents can view details such as customer name, new messages, and
messaging history. They can respond to customer direct messages and transfer interactions to
another agent or supervisor. Agents can also view an avatar if it is available.

Supported social media platforms

The Avaya Social Connections integration with Avaya Experience Platform™ Public Cloud
supports private messaging on the following social media platforms:

Social channel Avaya Social Connections functionality

Facebook Agents can view complete conversation threads with a particular
customer and tailor responses to the customer's needs.

° Note:

The support does not extend to the public messages posted to
a business page. For more information on public social media,
contact Avaya Support.

WhatsApp Agents can use WhatsApp templates assigned to their queue
to interact with customers. Additionally, agents can view end-to-
end engagement threads with a specific customer and provide
customized responses.

Instagram direct Agents can view complete conversation threads with customers
and tailor responses to the customer's requirements. Agents can
also share attachments of various formats, such as images and
videos.

The Avaya Social Connections integration with Avaya Experience Platform™ Public Cloud
supports 16,000 BHCC (conversations per hour) across all four social media platforms for all
Avaya Social Connections tenants.
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Avaya Experience Platform™ (On-Prem + Connect)
integrations

Avaya Experience Platform™ (On-Prem + Connect) integration
with CRMs

Customer Relationship Management (CRM) is when a business or other organization administers
its interactions with customers, typically using data analysis to study large amounts of information.
CRM refers to all the processes and tools that manage customer relationships. Salesforce,
ServiceNow, and Microsoft Dynamics® 365 are examples of CRM software.

Avaya Experience Platform™ (On-Prem + Connect) integrates with Salesforce, ServiceNow, and
Microsoft Dynamics® 365 to provide enterprise call center features using CRM software. These
integrations enable agents in the call center to access the Avaya Workspaces for CRM softphone
on the CRM website, handle inbound and outbound customer interactions, make internal calls,
and use the CRM functionality simultaneously.

Agents use the Avaya Workspaces for CRM softphone capabilities to communicate with
customers and the CRM integration to manage the associated CRM information. For example,
an agent can accept digital interactions using the Avaya Workspaces for CRM softphone and
associate them with various CRM components, such as tasks, cases, leads, and notes.

This integration also includes supervisor functionalities for Salesforce. For example, it enables
supervisors in the call center to monitor agents and intervene with customers. Within Avaya
Workspaces, supervisors can use the supervisor dashboard to view the list of active agents

and perform supervisor tasks, such as observing interactions, coaching agents, and barging into
interactions.

For more information about the integrations, see:

« Administering Avaya Workspaces for CRM with Avaya Experience Platform™ (On-Prem +
Connect)

» Using Avaya Workspaces for CRM with Avaya Experience Platform™ (On-Prem + Connect)
For more information on CRMs, see:

» Salesforce
 Microsoft Dynamics® 365

» ServiceNow

Corporate contacts overview

Avaya Experience Platform™ (On-Prem + Connect) integrates with Avaya Aura X for Avaya Cloud
Office (ACO), Avaya Spaces, and Microsoft Teams so that contact center agents and supervisors
can request the assistance of third-party experts.

In Avaya Workspaces, agents and supervisors can log in to an available provider and access the
enabled contacts from the Corporate Contacts widget. For all providers, agents and supervisors
can search for contacts, make direct and consultation calls to the contacts, transfer calls, and add
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contacts to the Favorites list. For the Avaya Aura X for Avaya Cloud Office (ACO) and Microsoft
Teams providers, agents and supervisors can view the contacts' Presence states.

If the administrator enables the chat functionality for the Avaya Aura X for Avaya Cloud Office
(ACO) or Microsoft Teams provider, agents and supervisors can send messages in one-to-one
and group chats and participate in group and channel conversations. The chat functionality on the
Corporate Contacts widget is separate from the Avaya Workspaces chat, and you cannot transfer
chats with corporate contacts to the Avaya Workspaces Chat widget.

Before accessing the Corporate Contacts widget, agents and supervisors must obtain the provider
credentials from the administrator. For more information about configuring Avaya Aura X for Avaya
Cloud Office (ACO), Avaya Spaces, and Microsoft Teams integrations, see, Configuring corporate
contacts for Avaya Workspaces.

Directory search overview

You can integrate Avaya Experience Platform™ (On-Prem + Connect) with Avaya Aura® Device
Services. With Avaya Aura® Device Services, Avaya Workspaces hybrid voice agents can do the
following:

» Search the Enterprise Directory contacts, Contact Center users, Contact Center services,
and Phone extensions, and call from the search result.

» Use the single-step transfer option in an existing call, search the Enterprise Directory
contacts, Contact Center users, Contact Center services, and Phone extensions, and transfer
the call to the search result.

Support for Application Enablement Services 3PCC applications

To support Application Enablement Services applications with Avaya Experience Platform™ (On-
Prem + Connect), third-party call control (3PCC) must support telephony actions that the agent
can perform from Avaya Workspaces. For example, the agent invokes such telephony actions
using a CTI desktop application distinct from the agent's Avaya Workspaces application or any
other CTl-enabled application used by the Avaya Experience Platform™ On-Prem customer.

Avaya Workspaces supports the following telephony actions invoked through CTI or by Avaya
Aura® Communication Manager towards the SIP extension that the agent is logged into:

* Make a call

* Answer a call

* Hold or resume a call
* Drop a call

* Single-step transfer

Avaya Workspaces does not support the following telephony actions invoked through CTI or by
Avaya Aura® Communication Manager towards the SIP extension that the agent is logged into:

« Consult call
« Consult transfer

» Consult conference
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+ Single-step no hold conference
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Chapter 6: Resources

Resources for Avaya Experience Platform™ Public Cloud

Documentation

Related documents and videos

Title

Available at:

Use the document or
videos to:

Audience

Overview

Avaya Experience
Platform™ Public
Cloud Solution
Description

Avaya Experience

Platform™ Public Cloud

Know about tested
product characteristics

Solution Description

product overview and
feature descriptions,
interoperability,
performance
specifications, security,
and licensing
requirements.

and capabilities, including

Business partners
Implementation engineers
Sales engineers

Solution architects

Implementing

Configuring
Workflows for
Avaya Experience
Platform™ Public
Cloud

Workflows overview

for Avaya Experience

Platform™ Public Cloud

workflows for Avaya
Experience Platform™

Public Cloud.

Create, edit, and manage

Account administrators
Business analysts

Developers

Administering

Administering
Avaya Experience

Administering Avaya

Experience Platform™

Administer Avaya
Experience Platform™

Account administrators

Platform™ Public | Public Cloud Public Cloud. SRS
Cloud
Using
Table continues...
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Resources

Workspaces for
Avaya Experience

Workspaces for Avaya

capabilities of Avaya

Experience Platform™

Workspaces for Avaya

Title Available at: Use the document or Audience
videos to:
Using Avaya Using Avaya Use the features and Agents

Supervisors

Avaya Experience
Platform™ Public

Avaya Experience

Platform™ Public Cloud

capabilities of Avaya
Analytics™ for Avaya

Platform™ Public Public Cloud Experience Platform™
Cloud Public Cloud.
Using Analytics for | Using Analytics for Use the features and Account administrators

Report designers

Avaya Experience
Platform™ Public

Platform™ Public Cloud

Customer Relationship

Management (CRM)

Cloud Experience Platform™ Supervisors

Public Cloud.
Integrating
Administering Administering Avaya Configure and administer Account administrators
Avaya Workspaces | Workspaces for CRM | the features and CRM administrators
for CRM for for Avaya Experience | capabilities of the

Developers

Avaya Experience
Platform™ Public

Platform™ Public Cloud

Management (CRM)

integrations for Avaya

Cloud integrations for Avaya

Experience Platform™

Public Cloud.
Using Avaya Using Avaya Use the features and Agents
Workspaces for Workspaces for CRM capabilities of the Supervisors
CRM for for Avaya Experience | Customer Relationship

Avaya Experience

Experience Platform™

Preview Dialing in Avaya

Cloud Experience Platform™

Public Cloud.
Deploying Preview | Deploying Preview Deploy the features Account administrators
Dialing for Dialing for Avaya and capabilities of

Implementation engineers

Preview Dialing for
Avaya Experience
Platform™ Public
Cloud

Dialing for Avaya

Experience Platform™

Public Cloud

the features and
capabilities of Preview
Dialing in Avaya
Experience Platform™
Public Cloud.

Platform™ Public Public Cloud Experience Platform™ Sales engineers
Cloud Public Cloud.
Configuring Configuring Preview Configure and administer Account administrators

Implementation engineers

Sales engineers

Using Preview

Using Preview Dialing

Use the features and

Agents

Dialing in Avaya in Avaya Workspaces | capabilities of Preview .
SO Supervisors
Workspaces Dialing in Avaya
Experience Platform™
Public Cloud.
Table continues. ..
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widget in Avaya
Experience Platform™
Public Cloud.

Title Available at: Use the document or Audience
videos to:
Configuring Configuring corporate | Configure and administer |+ Account administrators
corporate contacts | contacts for Avaya the features and . .
s * Implementation engineers
for Avaya Workspaces capabilities of the
Workspaces Corporate Contacts » Sales engineers

Avaya Social
Connections for
Avaya Experience
Platform™ Public
Cloud

Social Connections
for Avaya Experience

Platform™ Public Cloud

Connections to add
administrators and social
media accounts, and
manage social media
customers.

Using corporate Using corporate Use the features * Agents
contacts in Avaya contacts in Avaya and capabilities of . Supervisors
Workspaces Workspaces the Corporate Contacts
widget in Avaya
Workspaces.
Configuring Configuring Avaya Configure Avaya Social Account administrators

Using Avaya Social
Connections for
Avaya Experience
Platform™ Public
Cloud

Using Avaya Social
Connections for Avaya

Experience Platform™
Public Cloud

Interact with customers
through monitored social
media accounts.

Agents

Supervisors

Verint Workforce Engagement documents

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Desktop
Applications
Deployment
Reference and
Installation Guide

Avaya Support link

Configure and administer
the features and
capabilities of client
applications installed on
end-user workstations.

Administrators
Implementation engineers

Sales engineers

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Real-Time Agent
Assist Setup Guide

Avaya Support link

Configure and administer
the features and
capabilities of Verint
Workforce Engagement
Real-Time Agent Assist.

Administrators
Implementation engineers

Sales engineers
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Resources

Title

Available at:

Use the document or
videos to:

Audience

Avaya Experience
Platform™ (Public
Cloud Workforce
Engagement):
Technology,
Security, and
Network Integration
Deployment
Reference Guide

Avaya Support link

Understand the
technology, networking,
and security requirements
for connecting to Verint
Workforce Engagement.

Administrators
Implementation engineers

Sales engineers

Avaya Experience

Avaya Support link

Use the features

Administrators

Management™ and capabilities of . Implementation endineers
Getting Started the Avaya Experience P 9
Guide Management™ application | » Sales engineers

for the first time.
Videos
Avaya Experience | Getting started with Administer Avaya » Account administrators
Platform™ Administration Center | Experience Platform™ . Supervisors
Public Cloud Public Cloud. P
Application Center
Administration
Videos
Orchestration Getting started with Manage workflows. » Account administrators
Videos Orchestration

Business analysts

Developers

Avaya Experience

Getting started with

Manage the features and

Account administrators

Avaya Proactive
Outreach and
Preview Dialing for
Avaya Experience
Platform™ Public

Proactive Outreach
and Preview Dialing
for Avaya Experience

Platform™ Public Cloud

the features and
capabilities of Avaya
Proactive Outreach and
Preview Dialing for Avaya
Experience Platform™

Platform™ Public Automation capabilities of Automation | Business analvsts
Cloud Automation for Avaya Experience y
Videos Platform™ Public Cloud. |« Developers
Administering Administering Avaya Configure and administer | Account administrators

Platform™ Public
Cloud

Cloud Public Cloud.

Administering Administering Avaya Administer Avaya » Account administrators
Avaya Workspaces | Experience Platform™ | Experience Platform™ . .

for CRM for Public Cloud Public Cloud Avaya Gl eemimrsEiere
Avaya Experience | Workspaces for CRM | Workspaces for CRM. » Supervisors
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Resources for Avaya Experience Platform™ Public Cloud

Platform™ Public
Cloud for agents

Workspaces for Avaya
Experience Platform™
Public Cloud.

Title Available at: Use the document or Audience
videos to:
Using Avaya + Getting Started with | Manage real-time and » Account administrators
Experience Avaya Workspaces historical reports. . SUDEIVISOrs
Platform™ Public for Supervisors P
Cloud for . C
. * Running historical
supervisors
reports and
dashboards
Using Avaya Launching agent Manage the features * Agents
Experience desktop and capabilities of Avaya

» Supervisors

Getting started with
Avaya Experience
Platform™ Public

Overview - Avaya
Experience Platform™

Public Cloud

Get an overview of Avaya
Experience Platform™
Public Cloud and its

All audiences

Avaya Experience
Platform™ Public
Cloud

Experience Platform™

Public Cloud

Platform™ Public Cloud
and manage interactions.

Cloud components.

Getting started with | Getting started with Get an overview of Avaya | All audiences
Avaya Workspaces | Avaya Workspaces Workspaces for CRM

for CRM for for CRM for Avaya for Avaya Experience

Avaya Documentation Center navigation

For many programs, the latest customer documentation is available on the Avaya Documentation
Center website at https://documentation.avaya.com. Some functionality is only available when you

log in to the Avaya Documentation Center. The available functionality depends on your role.

© Important:

If the documentation you are looking for is not available on the Avaya Documentation Center,
you can find it on the Avaya Support website.

While navigating through the Documentation Center, you can click the Avaya Documentation
Center logo at the top of the screen to return to the home page anytime. On the Avaya
Documentation Center, you can do the following:

+ Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya
Support website.

« Click Languages ( ®) in the top menu bar to change the display language and view
localized documents.

* In the Search Documentation field, search for keywords and click Filter to filter by solution
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product
and multiple user roles.
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Resources

* Click Library in the top menu bar to access the complete library of documents. Use the
filtering options to refine your results.

+ After performing a search or accessing the library, you can sort content on the search results
page. When you find the item you want to view, click it to open it.

» Use the table of contents in a document for navigation. You can also click < or > next to the
document title to navigate to the previous topic or the next topic.

* Click Share (#) to share a topic by email or copy the URL.

* Download a PDF of the current topic in a document, the topic and its subtopics, or the entire
document.

* Print the section you are viewing.

» Add content to a collection by clicking Add to My Topics ( & ). You can add the topic and its
subtopics or add the entire publication.

* View the topics in your collections. To access your collections, click your name in the top
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collections that others have shared with you.

* Click Watch (© ) to add a topic to your watchlist so you are notified when the content is
updated or removed.

» View and manage your watchlist by clicking Watchlist from the top menu with your name.
You can do the following:
- Enable Email notifications to receive email alerts.
- Unwatch the selected content or all topics.

+ Send feedback for a topic.

Resource Center

Avaya Experience Platform™ Public Cloud contains a Resource Center which gives access to
online help. You can access help from Avaya Workspaces and Application Center Administration
screens. From these screens, Resource Center suggests topics appropriate to your current page.
You can also access tutorial videos and documentation using this feature.

Related links
Accessing online help on page 151
Welcome guides on page 151
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Resources for Avaya Experience Platform™ Public Cloud

Accessing online help
About this task

Avaya Experience Platform™ Public Cloud contains online help for Avaya Workspaces and
Application Center Administration.

Before you begin
Log in to Avaya Workspaces or Application Center Administration.

Procedure
1. Click @.

2. On Resource Center, do one of the following:
 Click Documentation.
¢ Click Tutorial Videos.

Avaya Experience Platform™ Public Cloud opens a new browser tab to display the
document or video.

Related links
Resource Center on page 150

Welcome guides

Avaya Experience Platform™ Public Cloud contains guided walkthroughs which provide first-time
visitors with a tour of the interface. Avaya Workspaces and Application Center Administration
support these tours.

« To start the tour, click Launch Tour.
* To close the tour, click x.

Related links
Resource Center on page 150

Training

The following courses are available for Avaya Experience Platform™ Public Cloud.

Course Course title Direct link Delivery type
code

Administrator

61380W Administrating Avaya Experience Administering Avaya Web-based training
Platform™ Public Cloud Experience Platform™
Public Cloud

Table continues...
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Resources

Course Course title Direct link Delivery type
code
61410W Administrating Avaya Experience Administrating Avaya Web-based training
Platform™ Public Cloud Workflows Experience Platform™
Public Cloud
Workflows
61420W Administering Avaya Experience Administering Avaya Web-based training
Platform™ Public Cloud Self-Service | Experience Platform™
Public Cloud Self-
Service
61000W Getting Started with Avaya Getting Started with Web-based training
Experience Platform™ Public Cloud Avaya Experience
Platform™ Public Cloud
ASAC-003 | Avaya Experience Platform™ Public Avaya Experience Web-based training
6 Cloud Administrator Platform™ Public Cloud
Administrator
ASAC-003 | Avaya Aura X for Avaya Cloud Office | — Web-based training
0 (ACO) Administration
End user
ALEU-5017 | Avaya Experience Platform™ Public | — Web-based training
Cloud End User Training
62420W Using Avaya Experience Platform™ Using Avaya Web-based training
Public Cloud for Agents Experience Platform™
Public Cloud for
Agents
62520W Using Avaya Experience Platform™ Using Avaya Web-based training
Public Cloud for Supervisors Experience Platform™
Public Cloud for
Supervisors
ALEU-5025 | Avaya Experience Platform™ Public Avaya Experience Web-based training
Cloud End-User Training Platform™ Public Cloud
End-User Training
— Avaya Experience Platform™ Public | — Web-based training
Cloud Deep Dive at Avaya Sales This course requires SSO
Portal. :
login.
Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.
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Resources for Avaya Experience Platform™ (On-Prem + Connect)

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:
» Up-to-date troubleshooting procedures and technical tips.
* Information about service packs.
* Access to customer and technical documentation.

* Information about training and certification programs.

Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Tolog in, click Sign In at the top of the screen and then enter your login credentials when
prompted.

3. Click Product Support > Products.

4. In Search Product, start typing the product name and then select the appropriate product
from the list displayed.

5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.

Resources for Avaya Experience Platform™ (On-Prem +
Connect)

Documentation

Related documents

Title | Available at: Use the document to: Audience
Overview
Table continues...
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Resources

Title

Available at:

Use the document to:

Audience

Avaya Experience
Platform™ Public

Avaya Experience

Platform™ Public Cloud

Know about tested
product characteristics

Sales engineers

Business partners

Platform™ (On-
Prem + Connect)

(On-Prem + Connect)

Experience Platform™
(On-Prem + Connect).

Cloud Solution Solution Description and capabilities, including
Description product overview and » Solution architects
feature descriptions, . .
: o * Implementation engineers
interoperability,
performance
specifications, security,
and licensing
requirements.
Deploying
Deploying Avaya Deploying Avaya Prepare, install, and * Implementation engineers
Experience Experience Platform™ | configure Avaya

Account administrators

Administering

Avaya Experience
Platform™ (On-
Prem + Connect)

Platform™ (On-Prem +

Customer Relationship

Connect

Management (CRM)

integrations for Avaya
Experience Platform™
(On-Prem + Connect).

Administering Administering Avaya Administer Avaya » Account administrators
Avaya Experience | Experience Platform™ | Experience Platform™ . Supervisors
Platform™ Public Public Cloud Public Cloud and Avaya P
Cloud Experience Platform™
(On-Prem + Connect).
Administering Administering Avaya Configure and administer |« Developers
Avaya Workspaces | Workspaces for CRM | the features and . -
for CRM with with Avaya Experience | capabilities of the CRM Administrators

Avaya Experience Platform™

Administrators

Configuring
corporate contacts
for Avaya
Workspaces with
Avaya Experience

Configuring corporate

contacts for Avaya
Workspaces with
Avaya Experience

Platform™ (On-Prem +

the features and
capabilities of the
Corporate Contacts
widget in Avaya

Configure and administer

Sales engineers
Implementation engineers

Administrators

Avaya Experience
Platform™ (On-
Prem + Connect)

Experience Platform™

(On-Prem + Connect)

Workspaces for Avaya
Experience Platform™
(On-Prem + Connect).

Platform™ (On- Connect Experience Platform™
Prem + Connect) (On-Prem + Connect).
Using
Using Avaya Using Avaya Use the features and » Agents
Workspaces for Workspaces for Avaya | capabilities of Avaya .
» Supervisors
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Resources for Avaya Experience Platform™ (On-Prem + Connect)

Title Available at: Use the document to: Audience
Using Avaya Using Avaya Use the features and * Agents
Workspaces for Workspaces for CRM capabilities of the . SUDEIVISOrs
CRM with with Avaya Experience | Customer Relationship P
Avaya Experience | Platform™ (On-Prem + | Management (CRM)
Platform™ (On- Connect integrations for Avaya
Prem + Connect) Experience Platform™

(On-Prem + Connect).
Using corporate Using corporate Use the features * Agents
contacts in Avaya | contacts in Avaya and capabilities of . SUDEIVISOrs
Workspaces with Workspaces with the Corporate Contacts P
Avaya Experience | Avaya Experience widget in Avaya
Platform™ (On- Platform™ (On-Prem + | Workspaces.
Prem + Connect) Connect
Videos
Avaya Experience | Avaya Experience Administer Avaya » Account administrators
Platform™ (On- Platform™ (On-Prem + | Experience Platform™

Prem + Connect) Connect) Application (On-Prem + Connect). ° SUpEREeT

Application Center | Center Administration
Administration

Using Avaya Using Avaya Perform supervisor + Account administrators
Experience Experience Platform™ | actions using Avaya . Supervisors
Platform™ (On- (On-Prem + Connect) | Workspaces for Avaya

Prem + Connect) | for supervisors Experience Platform™

for supervisors (On-Prem + Connect).

Using Avaya Using Avaya Manage the features * Agents
Experience Experience Platform™ | and capabilities of Avaya - Supervisors
Platform™ (On- (On-Prem + Connect) | Workspaces for Avaya

Prem + Connect) for agents Experience Platform™

for agents (On-Prem + Connect).

Getting Started with | Getting Started with Get an overview of Avaya | All audiences
Avaya Workspaces | Avaya Workspaces Workspaces for CRM

for CRM for for CRM for Avaya for Avaya Experience

Avaya Experience | Experience Platform™ | Platform™ (On-Prem +

Platform™ (On- (On-Prem + Connect) | Connect) and manage

Prem + Connect) interactions.

Avaya Documentation Center navigation

For many programs, the latest customer documentation is available on the Avaya Documentation
Center website at https://documentation.avaya.com. Some functionality is only available when you
log in to the Avaya Documentation Center. The available functionality depends on your role.

© Important:

If the documentation you are looking for is not available on the Avaya Documentation Center,
you can find it on the Avaya Support website.
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Resources

While navigating through the Documentation Center, you can click the Avaya Documentation
Center logo at the top of the screen to return to the home page anytime. On the Avaya
Documentation Center, you can do the following:

+ Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya
Support website.

« Click Languages ( &) in the top menu bar to change the display language and view
localized documents.

* In the Search Documentation field, search for keywords and click Filter to filter by solution
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product
and multiple user roles.

* Click Library in the top menu bar to access the complete library of documents. Use the
filtering options to refine your results.

« After performing a search or accessing the library, you can sort content on the search results
page. When you find the item you want to view, click it to open it.

» Use the table of contents in a document for navigation. You can also click < or > next to the
document title to navigate to the previous topic or the next topic.

* Click Share (#) to share a topic by email or copy the URL.

* Download a PDF of the current topic in a document, the topic and its subtopics, or the entire
document.

* Print the section you are viewing.

» Add content to a collection by clicking Add to My Topics ( & ). You can add the topic and its
subtopics or add the entire publication.

* View the topics in your collections. To access your collections, click your name in the top
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collections that others have shared with you.

+ Click Watch (©) to add a topic to your watchlist so you are notified when the content is
updated or removed.

* View and manage your watchlist by clicking Watchlist from the top menu with your name.
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Resources for Avaya Experience Platform™ (On-Prem + Connect)

You can do the following:
- Enable Email notifications to receive email alerts.
- Unwatch the selected content or all topics.

» Send feedback for a topic.

Training
The following courses are available for Avaya Experience Platform™ (On-Prem + Connect):
Course code Course title Delivery type
30050W Consulting and Demonstrating Avaya Experience | Web-based Training
Platform™ (On-Prem + Connect)
60440W Administering Avaya Experience Platform™ (On- | Web-based Training

Prem + Connect)

60450W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Agents

60470W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Supervisor

Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:
» Up-to-date troubleshooting procedures and technical tips.
* Information about service packs.
* Access to customer and technical documentation.

* Information about training and certification programs.

Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Tolog in, click Sign In at the top of the screen and then enter your login credentials when
prompted.
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Resources

3. Click Product Support > Products.

4. In Search Product, start typing the product name and then select the appropriate product
from the list displayed.

5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.
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Appendix A: Port Matrix and Fully Qualified
Domain Names

This section describes the ports that you must ensure are open for the agents to operate in a
contact center.

Related links
Port Matrix for Avaya Experience Platform Public Cloud users on page 159

Port Matrix for Avaya Experience Platform™ Public Cloud
users

If you are an Avaya Experience Platform™ Public Cloud user, use the tables in this section for the
voice channel ports.

To access all Avaya Spaces features, ensure that all the settings are unrestricted.

Related links
Port Matrix and Fully Qualified Domain Names on page 159
Port Matrix for Avaya Experience Platform Public Cloud voice agents on page 159

Port Matrix for Avaya Experience Platform Public Cloud Bring Your Own Carrier hybrid on
page 160

Port Matrix for Avaya Experience Platform™ Public Cloud voice
agents

Avaya Experience Platform™ Public Cloud uses the following transport protocols:
* HTTPS and WSS
* WebRTC, including ICE, STUN, and TURN protocols over DTLS-SRTP

Use TLS traffic for HTTPS and WSS. TLS inspection must support or have an exception for Avaya
Spaces hosts.

The following table displays the media host IP addresses for User Datagram Protocol (UDP) in a
Classless Inter-Domain Routing (CIDR) format:
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Port Matrix and Fully Qualified Domain Names

Hosts Ports Protocol Transport | Notes

mpaas.avayacloud.co | 443 HTTPS TLS Mandatory for all features.

m WSS  Allow outgoing requests for
browsers to reach the specified
host.

» Update your allowlist to
use the following IP
address: 34.107.204.89, or add
*.avayacloud.com to your allowlist.

mpaas.avayacloud.com can
resolve this single IP address.

155.184.0.0/20 3000-4999 | SRTP/SRTCP | UDP + Secure low-latency audio and video
155.184.16.0/22 traffic.

 Use this transport protocol for

media.
Dynamic 80 TURN TCP Use for media tunneling.
Dynamic 443 TURN TCP/TLS | Use these options only when the
Dynamic 3478 TURN UDP preferred transport media fails.

Media transport guidelines

UDP is the preferred media transport protocol because it results in the best user experience and
lowest latency. Tunneling media over TCP or TLS is available for highly restrictive configurations
but consult with Avaya before planning.

To ensure that UDP media traverses your network firewall securely, configure an address-
restricted dynamic cone NAT or a port-restricted dynamic cone NAT for the specified UDP port
range. Avoid using a symmetric NAT because it can result in sub-optimal tunneling of audio or
video and connection failures.

Since media is sensitive to latency, connect to the internet through the shortest path possible to
reduce round trip times and improve the quality of service. Avaya recommends split tunneling
VPNs and allowing signaling traffic to route directly without proxy interference.

You can use the media CIDRs above for UDP to program software-defined network infrastructure
for recognizing media traffic and routing to the internet. Avaya recommends this configuration for
large enterprises with multiple sites and a centralized network data center architecture. These
addresses are dedicated to media globally and are never used for other purposes.

Related links
Port Matrix for Avaya Experience Platform Public Cloud users on page 159

Port Matrix for Avaya Experience Platform™ Public Cloud Bring
Your Own Carrier hybrid

Avaya Experience Platform™ Public Cloud uses SIP signaling TLS over TCP transport protocol for
BYOC hybrid.

SIP TLS is mandatory for all Avaya Experience Platform™ Public Cloud deployments.
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Port Matrix for Avaya Experience Platform™ Public Cloud users

Hosts Ports Protocol Transport Notes
155.184.0.0/20 3000-4999 SRTP/SRTCP UDP  Secure low-latency audio
155.184.16.0/22 and video traffic.
» Use this transport protocol
for media.
*.mpaas.avayacloud.co | 5061 SIP TLS Depending on your
m region, multiple sip
trunk mpaas.avayacloud.com
FQDNS are available. For
more information, see the
following table describing the
location and corresponding
SIP SRV service addresses.
° Note:
You must unrestrict the
IPs for the FQDNs of the
corresponding SRVs.
Location SIP SRV service addresses
North America sbc-nacentral.mpaas.avayacloud.com
Europe Central (EU) sbc-eucentral.mpaas.avayacloud.com
Europe West (UK) sbc-euwest.mpaas.avayacloud.com
South America sbc-sabr.mpaas.avayacloud.com
Asia sbc-asia.mpaas.avayacloud.com

To find out the A records and their priorities within the SIP SRV, use the following command:

“nslookup -type=SRV sips. tcp.sbc-asia.mpaas.avayacloud.com”

where you must replace sbc-asia.mpaas.avayacloud.com with any of the SRV addresses.

The output displays the individual A records within the SRV. You can resolve them to their IPs to

unblock the firewall.
Avaya SIP Trunk

Avaya SIP trunking is available in all the regions that support Avaya Experience Platform™ Public
Cloud. Each region has different configuration URIs. The Avaya Cloud Customer Success team
provides the region where you must host the calls based on your location.

Avaya Experience Platform™ Public Cloud SIP cloud service:

» Enables secure communications through TLS. For security reasons, Avaya Experience
Platform™ Public Cloud allows connections only from clients with a public authority signed

identity certificate.

» Uses Entrust to sign the identity certificate. You can get the certification chain information
with the Avaya Aura® Session Border Controller (SBC) configuration documentation.

» Sends OPTIONS ping on every entry in the ASBCE-provided SRV record to find the available
and live SIP IP addresses.
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Port Matrix and Fully Qualified Domain Names

Related links
Port Matrix for Avaya Experience Platform Public Cloud users on page 159

Fully Qualified Domain Names
Refer to the table for the Fully Qualified Domain Name (FQDNSs) in Avaya Experience Platform™

Public Cloud:

Country Region ISO Region Prefix FQDN DC Region

Brazil SA sa.cc.avayacloud.com Brazil - south

USA and Canada NA na.cc.avayacloud.com US - East2

UK UK uk.cc.avayacloud.com UK - South

Europe EU eu.cc.avayacloud.com Germany West Central
UAE (Germany alias) AE eu.cc.avayacloud.com Germany West Central
APAC AP ap.cc.avayacloud.com Southeast Asia
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After Contact Work (ACW) is an agent state that provides time

for an agent to write notes about a completed interaction before

Avaya Workspaces queues the next interaction. Account administrators
configure the ACW time period in Application Center Administration.

A unique identification code for an Avaya Workspaces agent.

A statement of the availability of agents. Agent states and state changes
are visible to the agents and supervisors in Avaya Workspaces.

A notification that informs the agents about incoming interactions in Avaya
Workspaces.

A list of approved IP addresses, domains, or other entries for Avaya
Experience Platform™ Public Cloud.

A collaboration tool that provides advanced calling features, video
conferencing, and chat support. Avaya Aura X for Avaya Cloud Office
(ACO) users can also invite third-party experts to collaborate on a project.

A cloud-based solution designed for team collaboration with access to
a personal meeting room, direct messaging, and group spaces. Avaya
Spaces integrates multiple forms of communication, such as voice calls,
video conferencing, and chat.

A browser-based application through which contact center agents handle
inbound customer interactions. Avaya Workspaces supports voice, email,
chat, and messaging interactions.

A feature that enables supervisors to provide advice to agents in Avaya
Workspaces. When barging in, a supervisor joins an interaction between
the agent and the customer as an active third party. After the supervisor
barges into the interaction, the customer, agent, and supervisor interact in
a three-way conference.

In Analytics for Avaya Experience Platform™ Public Cloud, a formula
for data in a report. An advanced user can add calculated metrics to
a standard historical report. By default, each historical report shows a
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standard set of metrics. Advanced users can add additional metrics to
make compound calculations based on standard measures.

A type of interactive rich media message that features a number

of horizontally scrolling images or panes. Carousel offers selectable
options to an end customer. Custom development is required to build
and show . json based rich media templates to agents on Avaya
Workspaces. Using the custom built widget, agents can send carousel
messages over the messaging channel.

In Avaya Workspaces, an interaction widget that contact center agents
use to work on messaging and social media messaging interactions.
Agents can use this widget to exchange messages and media with
customers.

In Avaya Workspaces, functionality to send messages to contacts and
groups from the Chats and Groups tabs of the Corporate Contacts
widget. The three types of chat are one-to-one chat, group chat, and
conversation.

A feature that enables supervisors to provide advice to agents. After
observing an interaction, the supervisor can coach an agent in Avaya
Workspaces.

A software connector that performs transfer of control, data among
components, including but not limited to protocol and data conversion.
They can also provide services, such as persistence, invocation,
messaging, and transactions, that are independent of the interacting
components functionality. The software connector acts as a proxy or
wrapper around Avaya Experience Platform™ Public Cloud APIs that
enable the underlying service to integrate with third-party providers
and aggregators. While there are out-of-the-box connectors provided
by Avaya as part of Avaya Experience Platform™ Public Cloud offering,
customers can also build a custom messaging connector utilizing digital
APIs to integrate Avaya Experience Platform™ Public Cloud with third-
party gateways or providers.

A feature that enables agents to add another agent to their customer call
after a consultation call in Avaya Workspaces.

A feature that enables agents to transfer a customer call to another agent
after a consultation call in Avaya Workspaces.

A call that Avaya Workspaces agents and supervisors can make to other
agents, supervisors, or corporate contacts to request assistance during a
call with the customer. After the consultation call, the agent or supervisor
can transfer the call with the customer to the consulted experts or create
a four-way conference with the experts, customer, and themselves.
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Contact center

A business division within an organization that manages customer
interactions. Contact centers are also known as call centers. Contact
centers use advanced technology to help resolve customer issues quickly,
track customer interactions, and capture interaction and performance
data.

Contact Center as a Service (CCaaS) is a software deployment model
that enables companies to purchase only the technology they need.
Another vendor hosts their software to reduce IT, integration, and support
costs. Avaya OneCloud™ CCaasS is the former name of Avaya
Experience Platform™ Public Cloud.

In Avaya Workspaces, a message exchange between the members of a
user group or a channel on the Groups tab of the Corporate Contacts
widget. The provider administrator manages user groups and channels.

A widget in Avaya Workspaces that provides access to Avaya Aura

X for Avaya Cloud Office (ACO), Avaya Spaces, and Microsoft Teams
corporate contacts. Agents and supervisors can use the Corporate
Contacts widget to consult available corporate contacts.

The Cross-Origin Resource Sharing (CORS) protocol enables the
communication between platforms hosted in different domains, such as
ServiceNow and Avaya Experience Platform™ Public Cloud, through an
Application Programming Interface (API). CORS rules define the domains
that can exchange the Representational State Transfer (REST) API
requests with ServiceNow.

In Analytics for Avaya Experience Platform™ Public Cloud, a data
segmentation for historical reports. Account administrators can define
a group based on common attributes, such as channel or queue. On
a historical report, account administrators can show only the data that
applies to a custom group.

In Analytics for Avaya Experience Platform™ Public Cloud, an additional
measure in a report. An advanced user can add custom metrics to a
standard historical report. By default, each historical report shows a
standard set of metrics. Advanced users can add additional metrics to
show more refined data.

In Avaya Social Connections, a primary contact detail that uniquely
identifies an end user. For example, when an end user sends a message
to a WhatsApp business account, the phone number is the primary
customer identifier of the end user.

Customer Relationship Management (CRM) is when a business or
other organization administers its interactions with customers, typically
using data analysis to study large amounts of information. CRM refers
to all the processes and tools that manage customer relationships.
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Glossary

Salesforce, ServiceNow, and Microsoft Dynamics® 365 are examples of
CRM software.

Digital interaction A type of interaction, which can be one of the following:
» Email with the customer's query
+ Chat initiated on the web

+ Social media messaging

Digital Library In Avaya Workspaces, a widget that consists of global templates and
templates associated with agent queues. Account administrators can
configure the templates in Application Center Administration. Agents can
use Digital Library templates in messaging interactions with customers.

Disposition code A label that the agents can attach to an interaction to describe or
categorize it. Disposition codes are tags that help agents and other users
summarize and flag interactions that require follow-up.

Events In Automation and Orchestration, an event is a change during the routing
of an Avaya Experience Platform™ Public Cloud interaction. Each event
has a schema that contains data that the workflows use to make routing
decisions.

Facebook account A Facebook-related Meta business account of the customer. Account
administrators can use a customer’s Facebook account to set up their
Facebook and WhatsApp social accounts on Avaya Social Connections.

Group chat A chat with more than one corporate contact that Avaya Workspaces
agents and supervisors can have on the Chats tab of the Corporate
Contacts widget. Agents and supervisors cannot start a group chat, but
they can send group chat messages to the chat groups that contacted
them.

Inbound A voice call, messaging, or an email initiated by an end customer and
directed to a company's contact center. These incoming interactions are
handled through automation and help desk agents in inbound contact
centers. Inbound contact centers focus on providing high level customer
service and efficient contact routing to reduce wait times.

Incoming connection In Automation, an incoming connection provides information to a task.
Each task has one incoming and at least one outgoing connection. An
incoming connection can receive data passed to it from another task.

Integration A concept that enables two or more software or components to
work together and exchange data and capabilities. Avaya Experience
Platform™ Public Cloud integrates with third-party applications and
other Avaya products to expand its functionality. For example, Avaya
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Interaction

Workspaces integrates with Salesforce to provide contact center features
to enterprises with CRM software.

A request for help from customers. An interaction can also consist
of customer queries or sales inquiries. There are several types of
interactions based on how customers request help. Customers can
request help by the following channels:

« Email: Sending an email containing their query.
» Webchat: Initiating a chat on your website.

» Social media messaging: Messaging using Facebook, X (Twitter),
and WhatsApp.

© Note:

From March 1, 2025, Avaya does not support messaging
integration with X (Twitter). You can no longer configure

X (Twitter) social media accounts with Avaya Experience
Platform™ or use X (Twitter) to send or receive messages to or
from customers.

* Voice: Making a call using a WebRTC audio application.

A user interface element that enables agents to see details of an ongoing
interaction in Avaya Workspaces for CRM.

A type of phone call that agents and supervisors use for internal
communication. For example, with an internal extension call, a supervisor
can call an agent about the work schedule, or an agent can call the
supervisor to discuss issues related to appraisal.

In Analytics for Avaya Experience Platform™ Public Cloud, a specific time
period. When supervisors and account administrators generate reports

to show contact center performance, they specify an interval, such as
between 09:00 and 17:00. The report shows the performance for that time
period.

An experience that Avaya Workspaces users receive when they are using
the application. Layouts contain widgets and Ul arrangements that are
presented to agents or supervisors for each of the supported channels.

In Automation, a mapping is a set of answers, with their variations, to
questions. For example, the answer to a question could be yes or no.
With a mapping table, the customer can provide a variation of an answer
and it is still valid in the flow. A strong mapping has variations of the
answer, including colloquial words, such as yes, yeah, yep, y, and so on.

In Analytics for Avaya Experience Platform™ Public Cloud, a calculation
performed on any data in the contact center database. Metric formulas
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are the objects and operators that make up those calculations. Analytics
for Avaya Experience Platform™ Public Cloud includes some common
calculations, and advanced users can create their calculations.

A business messaging and collaboration platform that provides access to
channels and teams, direct messaging, and group chats. Microsoft Teams
also integrates with other Microsoft 365 platforms, including Dynamics
365 applications.

A type of user group that exists in Microsoft Teams. Agents and
supervisors can see the list of available Microsoft Teams channels and
users on the Groups tab of the Corporate Contacts widget in Avaya
Workspaces.

An adhoc outgoing voice call or an email initiated by a contact center
agent to the end customer. The members of a sales team or customer
service representatives make these interactions to customers.

An output connection of a task in Automation. You can use the task output
as an input to another task.

In Automation, a SIP header with a hex encoded string in the format
name=value pairs about the session. The applications that receive a SIP
header may process the information differently to Automation.

A presentation of the external web pages provided by a screenpop that
agents can use for completing tasks. For example, agents can view
external websites with the information on current currency exchange
rates.

A type of interactive rich media message that enables an end customer
to click a button to send a response or selection. Custom development is
required to build and show . json based rich media templates to agents
on Avaya Workspaces. Using the custom built widget, agents can send
postback messages over the messaging channel.

In Analytics for Avaya Experience Platform™ Public Cloud, a

collection of measures to provide real-time contextual data to Avaya
Workspaces supervisors and account administrators. Analytics for Avaya
Experience Platform™ Public Cloud provides the following producers to
Avaya Workspaces for use in real-time reporting dashboards: Agent,
AgentByChannel, AgentByQueue, Channel, DialogDetail, Group, Queue,
and QueueByChannel.

In Application Center Administration, a collection of configuration settings
assigned to a user. In Avaya Experience Platform™ Public Cloud, account
administrators create a profile at an account or an account hierarchy level
and assign it to users, such as agents and supervisors.
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Provider for corporate contacts

A third-party application that Avaya Experience Platform™ Public Cloud
integrates with, such as Avaya Aura X for Avaya Cloud Office (ACO),
Avaya Spaces, or Microsoft Teams. Agents and supervisors can see the
provider contacts available for consulting on the corresponding tab of the
Corporate Contacts widget.

Redirection on No Answer (RONA) is a feature for redirecting a call after
an administered number of rings. RONA prevents an unanswered call
from ringing indefinitely.

In Analytics for Avaya Experience Platform™ Public Cloud, supervisors
and account administrators obtain data on the performance of contact
center agents using three types of reports. Real-time reports provide
information about current activity. Historical reports provide information
about past activities. Historical dossiers provide information about past
activity with interactive graphics.

A Representational State Transfer (REST) APl is a set of rules that
enables different software applications to communicate over the web. A
REST API uses standard web protocols, making it widely used for sharing
data and functionality in web development.

A locked account is the result of disciplinary action from Facebook
after the account holder violates its community standards or policies.
The nature of the restriction depends on the infraction, ranging from
temporarily stopping users from commenting on posts to a full account
lockout.

In Avaya Social Connections, an action that account administrators
perform while creating or managing social media accounts. For example,
when account administrators add a Facebook or WhatsApp social
account on Avaya Social Connections, they use this option to complete
the authentication process with the social media provider.

A form of time-based data aggregation in Analytics for Avaya Experience
Platform™ Public Cloud. When supervisors and account administrators
generate reports to show contact center performance, they can show
daily or monthly data. This data is also referred to as roll-up data.

In Orchestration, workflow routing is based on rules. You can use rules to
initiate a workflow based on the information in incoming events.

Security Assertion Markup Language (SAML) is a protocol that enables
you to access multiple web applications using one set of user credentials.
Avaya Experience Platform™ Public Cloud supports the standard browser
redirect-based SSO using the SAMLV2 protocol.
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A system entity that issues authentication assertions in conjunction with a
single sign-on profile of SAML.

In Automation, a self-service flow is one where the caller does not interact
with an agent. Self-service flows collect information for queues, attributes,
and customer identification.

Service Level Agreement (SLA) is an industry term that defines a

level of service you expect, with the metrics by which the service is
measured, and remedies or penalties should agreed-on service levels not
be achieved. It is a critical component of any technology contract.

A telephony application that is installed on a computer.

A unique identifier that displays the internal extension number assigned to
a voice enabled agent.

A screen that enables supervisors to monitor agents. Supervisors

can view a list of agents and the information about the state and
interactions of an agent, use filters to search agents in a team, end
sessions, disconnect calls, and broadcast messages. From the supervisor
dashboard, supervisors can also observe, coach, and barge into chat,
messaging, and voice interactions.

An output connection of a task in an Orchestration workflow. It is a visual
representation of how the workflow will progress. You can use a task
output as an input to another task.

A level of service in Analytics for Avaya Experience Platform™ Public
Cloud. Below this level, contact center customers do not receive a
satisfactory response. Above this level, customers have a positive
experience. Supervisors and account administrators can add a threshold
to each measure in a real-time report. For real-time reports, this
functionality is called Thresholds Classes. For historical reports, account
administrators can also assign thresholds to more accurately manage
Service Level Agreements (SLAs).

In Analytics for Avaya Experience Platform™ Public Cloud, an assigment
of thresholds to measures in Avaya Workspaces for real-time reports.

In Application Center Administration, UX profiles contain a number of
settings that manage user experience in Avaya Workspaces, including
the Avaya Workspaces layout. UX profiles are selected as part of
user profiles which are used when creating users in Avaya Experience
Platform™ Public Cloud.
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Voice interaction

Wait treatment

WhatsApp business
account

WhatsApp template

February 2025

Voice interaction

A voice interaction is a phone call from customers in Avaya Workspaces.

Avaya Experience Platform™ Public Cloud voice services provide the
functionality to route and control voice interactions.

A message or audio that the customer receives while they are in the
queue waiting to be connected to an agent.

A WhatsApp business platform account that represents the customer’s
business. Customers can use their WhatsApp business accounts to

create a WhatsApp social media account on Avaya Social Connections.

A message format in WhatsApp that agents can use to engage
in marketing, utility, and authentication conversations with customers.
Agents can use plain text, button, macro, or media template types.
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