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www.proximitycomms.com 

Merged business of Applinet plc and Unified Group 

Trading since 1999 

Vast networking experience and expertise 

Complete Managed Services solutions provider 

Full range of solutions and services for Avaya   

True Partnership  approach to business with customers & partners 

Aim to be seen as a Trusted Advisor 



www.proximitycomms.com 

 

Avaya Platinum Technical Partner 

National Engineering coverage of our own people 

Asset are our people as we do not manufacture 
anything 

Established European Support partnership network 

Independent Consultative Approach 

DB Rating 1  

Long term customer base  

ISO 9001/2008 Accredited 

Our aim is to over deliver not over promise  



Avaya product & roadmap update 



CS1000 Aura Evolution 

Contact Center (AACC) update 

Video (AVCS) update 

 



CS1000 Aura Evolution 



Customer Value: 
 

Avaya Aura®  Interop 
Improved Multi-Site 

Centralization 
Cost Effective UC for Mid-

Market 

Customer Value: 
Avaya Aura®  Integration 
Single SIP Routing Engine 

Consolidated Mgmt Platform 
Hybrid network support for 

advanced telephony features 
Single Presence / IM server for 

hybrid network 

Customer Value:  
Full participant in the Avaya Aura®  

architecture  
(eIMS support) 

Avaya Flare / ADVD / AVCS  
support along with associated 

devices 
New Advanced User Services 
common across the network 

Investment protection  

CS 1000 R7.5 
CS 1000 R6.0 & R7.0 

CS 1000 R7.7 



Applications 

Connections 

Access 

ISDN and TDM 

Integrated 
Stack 

H.323 

2-Tier 

UniStim 

Applications 

Connections 

Access 

3-Tier 
 

SIP 

SIP 

Presence 

Apps 

Connections 

Access 

Apps 

3-¢ƛŜǊŜŘ !ǇǇǊƻŀŎƘ 5ŜƭƛǾŜǊǎ CƭŜȄƛōƛƭƛǘȅΧ 

Legacy TDM IP Telephony Communications Core 



 Standard - originally defined in 1999 (IMS - 3GPP Standard) 

 Intended to facilitate SPs in combining their wireline and wireless operations 

 Allows SPs to give their subscribers a feature rich experience 

 Uses SIP IMS Service Control (SIP-ISCύ ǘƻ LƴǎŜǊǘ ŀƴ άIMS ¢!Dέ ƛƴǘƻ ǘƘŜ ƛƴǾƛǘŜ 

 Benefits 

ÅLayered Architecture  

ÅDecoupling of Users from their Devices 

ÅLoose Coupling of Users from their Services 

ÅProven Scalability & Reliability 

ÅMulti-Vendor Support 

 !Ǿŀȅŀ ƘŀǾŜ ŘŜǾŜƭƻǇŜŘ ά9ƴǘŜǊǇǊƛǎŜ IMSέ ό9-IMS) which 

ÅTakes the proven IMS principles and appropriate SIP standards from IMS 

ÅSimplifies architecture for enterprise deployment 

ÅStill decouples users & access points from applications 



User Experience 
Access 

Core Communications / 
Connections  

Applications 

Administration 

Voice / Video 
Services 

Presence 
Services 

Contact 
Center 

Conferencing Messaging 
Business 

Applications 

Application 
Integration 

Session Management 

Additional 
Apps 



User Experience 
Access 

Core Communications / 
Connections  

Applications 

Administration 

Voice / Video 
Services 

Presence 
Services 

Contact 
Center 

Conferencing Messaging 
Business 

Applications 

Application 
Integration 

Session Management 

Additional 
Apps 

CS 1000 



TDM 
Gateway 

Session Manager 

PSTN /  
Legacy PBX 

Evolution 
Server 

TDM 
Gateway 

Session Manager 

PSTN /  
Legacy PBX 

PSTN /  
Legacy PBX Feature 

Server 



Aura 
Messaging 

Session Manager 

1. User dials 
voicemail pilot 
number 1234 

2. Session Manager 
Routes to 
Messaging App 
which own that 
extension number 

Evolution / Feature 
Server 

Session Manager 

1. User dials any 
number 

2. Session Manager 
invokes sequenced 
apps in order 

Call 
Recording 

3. Session Manager 
routes call to onward 
destination 

Named Sequenced 



Evolution 
Server 

PSTN /  
Legacy PBX 

Aura User Calling Externally 
1. SIP user initiates a call via SIP Invite to SM 

2. Session Manager Looks up originating user 
ǇǊƻŦƛƭŜΣ ŎƘŜŎƪǎ ŦƻǊ ŀƴȅ άhǊƛƎƛƴŀǘƛƴƎέ 
Sequenced Apps and invokes them in order 

3. Session Managers checks routing policies 
and routes call accordingly 

4. RTP media path established directly and 
Evolution Server routes call 

 

 

 

 

White/Black 
List App 

Call Forwarding 
App 

Session Manager 



CS1000 ACM AS5300 

Multiple Feature Server Options 
Three separate development paths for new features??? 

Session Manager 

User Experience 

No! 

Advanced User Services 

Evolution/Feature Server 



 Introduce collaborative communications without requiring ACM 

 

 Support for common Avaya endpoints  
Á1100, 1200, 9600, Flare (ADVD, iPad, PC*, Android*) 

 

 Simplified, centralised management via System Manager 

 

 Benefit from common Advanced User Services 
ÁNo lag on New features for CS1K Vs. ACM customers 

ÁDynamic Device Pairing for CS1K endpoints and Flare 

ÁFeature rich apps available via DevConnect Partners and Avaya 

ÁMore apps available as speed to develop with open standards comes down 

ÁMore appealing to software developers as apps can be vendor independent 

Á±ƛǎƛƻƴ ƛǎ ǘƻ ƘŀǾŜ ŀƴ ά!ǇǇ {ǘƻǊŜέ ǎǘȅƭŜ ŀǇǇǊƻŀŎƘ 

 

Experience 



Pre-Rls 7.5 CS1000/Meridian 1 
Step 1: Upgrade CS1000 to release 7.5 taking Pass Plus contract 
Step 2: Deploy Session Manager & System Manager (Replacing NRS and migrating any H323 to SIP) 
Step 3: Migrate Management to System Manager 
Step 4: Deploy any Aura applications required (migrating CallPilot if desired) 
Step 5: Upgrade CS1000 to release 7.7 and enable eIMS (SW FOC under Pass Plus contract) 
Step 6: Deploy Flare / Video / 9600 endpoints as required 
Step 7: Phased migration of existing 1100/1200 IP Sets to SIP and register to SM 
Step 8: Migrate Contact Centre to SIP and integrate IM/Presence 
Step 9: Deploy SBC and Migrate PSTN services to SIP for Business Continuity and Flexibility 

System Manager 

Aura Presence 
Services 

Aura Messaging 

Aura 
Conferencing 

7.5 7.7 
eIMS 

PSTN 

SBC 

Session Manager 

Aura Client Enablement 
Services 



Today 12 Months 18-30 Months 

Extend value with Avaya Auraϰ  

4 Compelling ROI 

4 Shared SIP applications 

4 Common User interfaces  

Avaya Auraϰ  

SIP-based 
Access 

CS 1000 

CS 1000 R7.5 (today) 

CS 1000 R7.7 EFS 

Continue to add CS 1000 phones and systems 

Upgrades and Extensions 

Application & Services Integration 

Voice/Video 
Services 

Presence 
Services 

Session Manager 

System  
Manager 

CS 1000 

 Meridian 

upgrade 

4 1100/1200 SIP phones 
Avaya Auraϰ ready  

Integrate into Avaya Aura®  



Avaya Aura Contact 
Center (AACC) 6.x 



www.proximitycomms.com 

The NES Symposium years:1998 through 2005 

Á Adjunct servers controlling cc routing, queuing, reporting, CTI and networking 

o Symposium Call Center Server (SCCS) 1.0 - 5.0 

o Symposium Web Client (SWC) 4.0 ï 4.5 

o Symposium Web Response Server (SWRS) 2.0, renamed to  

o Symposium Web Center Portal (SWCP) 3.0 ï 4.0 

o Symposium Agent/TAPI Server (Service Provider) 2.1 ï 2.3 

o Communication Control Toolkit (CCT) 5.0 

o Network Control Center (NCC) 3.0 ï 5.0 

o Symposium Express Call Center (SECC) 2.0 ï 4.2 

NES Contact Center Manager branding: 2005 through 2009 

Á Web services communicating between peer servers and SIP introduction 

o Contact Center Manager Server (CCMS) 6.0 ï 7.1 

o Contact Center Manager Administration (CCMA) 6.0 ï 7.1 

o Contact Center Multimedia (CCMM) 6.0 ï 7.1 

o Communication Control Toolkit (CCT) 6.0 ï 7.1 

o Network Control Center (NCC ) 6.0 ï 7.1 

o Contact Center Agent Desktop (CCAD) 6.0 ï 7.1 

o Agent Desktop Display (ADD) 6.0 ï 7.1 

 



22 

4Avaya Aura Contact Center (AACC) 6.0  was released  on Avaya CM  5.2.1 
and CS1000 in July 2010. 

4Avaya Aura Contact Center 6.1 was released in Nov 2010 

4Enhanced Avaya Call Center Elite Voice with AACC Multimedia capabilities 
(Phase 1) 

4Added AACC solution interoperability  (Avaya Voice Portal and Avaya WFO) 

4Avaya Aura Contact Center 6.2 was released in July 2011 

4  Delivers an Enterprise Multimedia Contact Center solution on Avaya Aura 
CM 6.0.1/Session Manager 6.1 with scale and high availability. 

4Enhances Avaya Call Center Elite Voice with AACC Multimedia capabilities 
(Phase 2 ς Single desktop and integrated reporting)) 

Forthcoming: 

4Avaya Aura Contact Center 6.3 is due for release May 2012 
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What is it?  

>A context-sensitive, inbound/outbound voice and multi -media solution 
that lets enterprises anticipate, automate and accelerate customer 
interactions 

Why does it matter?  

>Solution addresses end to end experience management 

>Allowing companies to react to  

Á Changing demographics,  

Á New economic realities  

Á Rapidly growing new modes of communication 

Á Decrease OPEX; Increase First-Call Resolution (FCR) 

Á Increase Addressable Market and Revenue 

What does it provide?  

>Intelligent, holistic workflow of multiple media types in visual 
workflow 

>Integrated progressive and preview outbound dialing  

>Common administration and unified reporting  

>Leverages Customer context throughout interaction 

>Unified agent desktop; Simplified business integration 

>Leverages Unified Communications infrastructure of CM or CS1000 

>Adds Multimedia capability to CM and CC Elite implementations  

Voice E Mail IM /Chat 



>Consolidated, blended single agent 
desktop 
ÁVoice calls and Multimedia contacts 

are presented to the AAAD client 

>Consolidated real-time and 
historical reporting inherent to AACC 
ÁAll media workflow defined in 

Orchestration Designer 

>Complete reporting within AACC 

>Inter-operability with standard 
adjuncts maintained 

Voice 

  Communication 
Manager  
or CS1000 

Service Provider 
Network 

Multimedia 

AACC 
6.2 

Session 
Manager 



>Blended agent desktop experience in 
AAAD 

Á Voice calls from CC Elite 
Á Multimedia contacts from AACC 

>Consolidated single agent desktop 
Á Voice calls from the PSTN are routing 

through Elite. Calls can be controlled on the 
phone or on the AAAD 

Á Multimedia contacts are routed through 
the AACC and presented to the AAAD client 

>Optional integrated agent administration 
with Avaya Contact Center Control Manager 
(ACCCM) 
>Optional Consolidated Reporting with IQ 
5.2 

 

Voice 

  Communication 
Manager 

Service Provider 
Network 

Multimedia 

AACC 
6.2 

Session 
Manager 



>Unified Agent Desktop 
Á{ƛƴƎƭŜΣ ƘƻƭƛǎǘƛŎΣ ƳǳƭǘƛƳŜŘƛŀ ŀƎŜƴǘ ƛƴǘŜǊŦŀŎŜΥ άhǳǘ-of-the-ōƻȄέ 
ÁBlend and Manage all media types: 
Å!!// άCompleteέ ƻƴ /a ƻǊ /{мллл 
Å !!// ŀǎ άComplementέ ǘƻ ōƭŜƴŘƛƴƎ ǿƛǘƘ // 9ƭƛǘŜ ǾƻƛŎŜ 
Å!!// άstand-aloneέ ŀǎ ƳǳƭǘƛƳŜŘƛŀ ŎƻƴǘŀŎǘ ƘŀƴŘƭŜǊ 

Á/ƻƴǎƛǎǘŜƴǘ ŘŜǎƛƎƴ ŦǊƻƳ άƻƴŜ-·ϯέ ƭƻƻƪ ŀƴŘ ŦŜŜƭ 
ÅProvides: 

ïFull session control, 
ïHistory of contacts of all types, 
ïOut-of-the-box screen pops, 
ïPresence,  
ïReal-time statistics  

ÅWorks in tandem with the deskphone, or optionally an 
integrated H.323 softphone may be used in CM deployments 

 



 

Use Contextual and 

Customizable Expert Lists  

Á Dynamic view for 

the user  

Á Based on keyword 

analysis 

Á Reach other agents 

or supervisors 

Á Reach Non-CC 

Experts anywhere 

in the enterprise 

Greater opportunity for first contact resolution  



www.proximitycomms.com 

Filtering in Graphical Real-time  

Displays aids in ñQuick-Viewò  

actionable information 

Skillset Timeline Historical Reports  

show interactions between Service  

Levels, Incoming Contact Volume and 

Agent staffing 

Observe / Barge-in Report enhance  

management with linked reports 


