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RALEEE HARLCEMTETUAR - EHASHTIOER
BERAAMOTAEASFATE  BoABARSERASG T X
(Application Service Provider, ASP)R $ EZ MR 7w # B —HT/T0H
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SRERY CITHRER I 2 £SFAREEEL L REYH
ASP BEBEXRAKREBRALWARNER dNLBRBEEZRT
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TREHPT !
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11 A 24~28 8 |Intel NetMerge Call Processing Software £ 455 &
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# Call Center RETRANNHH L - REZPF HMBAREE - G
HEBRANES L THBBREEBERS  XHTH  HATHEE
o R BEKBLERY LAMBEANETFERERKRIIEAR
2 —th VEREREEA(CTD K47 W 1 Bp & —18 CTI-based Ak
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1. NetMerge Call Processing Software

Intel NetMerge Call Processing Software 5 —1# client/server-based
¢ CTIEHS®  FAET !

[0 4 call processing APT R % & CTI & A £ X,

[0 & & call processing server R %12 ~ B & =% CTI 493%

1.1. Call Processing Network

4 Call Processing Network ¥ =18 £ & 04 ©

[ Call processing client : %2 # call processing API Fr e84 % &
BAPITEBEE APIAHERG CTIERAEZS -

[ Call Processing server: & H& & H T client s AR K AR
#H#Z ey CTIE

[0 Telephony switching environment: iR ¥ o/ & T X R E# 4
32 %X ol A % 0 Call processing server ¥ 3% 3 % & pe 64 T3k
o BT KA H323 B

— 1832 % & Call Processing Network 22 #4o B 1.1 Ff 5 °



Switch

=]

[/l
It

B 1.1 Call Processing Network %% 4%

1.2. Call Control on Call Processing Network

Call Processing Software 324t T —18 third party call control #4#
#] > &3t & call processing BARARZEBENEFERE » L EER
HR client ss A X LA FRFEMEHEER - THHERIHSG
call processing server $L 32 4 2 Fd a9 Bt % A 32 a8 > Client 38 E A £2
K server £BMB RN H|ME > M server BR T MR AL - Call
Processing Software LA F 5 &9 X R &% ©
[] Call processing server £ /b fo— IR T el N i > N BEXL—EER
B EMMEBEEE M2 CTI Link > £ % server HE%
% gt Link »
[1 Call processing f& A #2 &,i% #& server 2 CTI Link 1 £ /» — {8 X #&
Z BeyR A RARE A -



4o fd 1.2 oW ¢

il
(1111
1 1

Switch

B 1.2 Call Processing Software 3£ F =,

1.3. Call Processing Software

4 i call processing APl TARFEERBEARZKXLERFSHEZTH
% e

O BEEEFE  floEd BERBERITESR

O weagzamMeEREETEERARERMAERGERRZX
F (PR3 & Screen-Pop) > KM &4 ANI-DNIS -~ B F
A~ da -~ £IVR 9RBESE

O % ZeyE858 T4k4E agent skill level - EZAAMEAA %
B ERAMETH LB

1.4. Call Processing Application Programming Interface (API)

Call Processing Software ¥ 4t & #& APl #5 X, :
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O Cwmsamiry AP 24 2 UK EE/EREF+
(DCE/RPC)# 4 ¥ B3
(] Java #4685 API > & % Java2 #4738 35 & Java SDK
LR E BAT call processing BARX WA LK LM ERE API
%R -

1.5. Call Processing Server

Call processing server & E A Z X B XL H X M ERTE B
BERAEX —BEAIBBROE-ZEL -

(] #cs B client 3% call processing f& F #2 X, & API == » if 4%
B BB BN EXBRRATAENBIEHENRE  EX
RBREDENEE  BARORBREGLERERN -

U BAEsE4BEeE M ke 2 call processing & A
2 5

[] %32 CTILink £ 3 A 48 R 44 3% &) Link

1.6. % # Call Processing Server

Call Processing Software 24t A Fey TR X, A A £ X, 698
BEag rpEEE

L] Call Processing Software Control Program

[J Tracing

[] Event Logging

L1 Call Processing Software P #8 #Z 5 & B ¥= #} 85



1.7. Server to Server Distributed Data

Call Processing Software # 2~ #4 &, & #}(distributed data)sh fE 7] &
BEZAAMOERHAERRBY server Z & bH AT EEH —ERX

MMEET R —ELHRAT BT EAM I L —ikgE
EA%EHwE 17557 ¢

Switch A Switch B
1] (il
(I A

1[It
- Tie Line L

TCPAP Network

B 1.7 2 #XETHEH#

1.8. s&ﬁfl BHHEBRER

Call Processing Software X #% % BB RAMERER T TRAKE
BHAEFEREHEERBAOGRER > FEEFTER

01 & A 4 H1E 5 TR e FFERAE R

[ 4548 client 3% E ¥ 4 S B ARG HFRHER
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O #RTormitiEdRERRE

1.9. Client/Server Z Web Server i#15 4k

Call Processing Software <] #2 Web server 4-4F ¥4 i% r, 3 Client 3% #
Server 3% % R &M F AR Kby B oy » ©4£ M Standard Object
Access Protocol (SOAP):&1E i & R #8343 8 » & & client 3% binary
7 K oy 8 s g XML 7 X SR F AR Kol » By Kigk A HE
F 4a Ak, binary % X, 24 14 1 4 server- Call Processing Software 42 w48 .
4 M SOAP :

[ client f& A 42 X 1& B Java call processing API # server % i

[ Server £ server 2 f & # distributed data

A% EHBE 1.9 Aow

B 1.9 Client/Server 2 Web Server i&1% 224

ERFR:
(1 & 73 client s2 B X 1M SOAP > — X 245 Java IR A&
#) call processing API



(0 R % #¢ 4-& Java call processing API & % 3% SOAP
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2. Hosted Contact Center

Call Center ASP BiX X KR EHAEHEKREOFERBFIAE L
Hosted Contact Center > ERZ—EMWESH > MAKERANDER
ACD # Sy —184X% (Hosted) BB EE > BHETH IR TL
RAEBEFTRETTITOMBAFE > €A Avaya S8700/G600/G700
% 7| &y IP Contact Center X 3% # > SR RESEEFHEL &
A —1B4% G R AR ¥ % ACD % Kb A8 38 B] 5 X 4% ASP £ & K
8 A G

2.1. Hosted Contact Center % # & #

Hosted Contact Center 89 % %22 #% & 1L S8700 Media Server & #% o
Fit 3 3L Ae R &) IP Contact Center X% % # * T H £ & &) Server %44
# E & data center # % P &4 ACD(S8700, G600) ~ IVR ~ CMS %%
o EHSEARNEXEFHRBB LY —F 4 %% - Data center
 RENSTEESRERESRSH A R Server £ 24
BB im . —EEEEFEY > 5 —EE2] KRS FILR:
BHERBEETREHEEMAREEL &M - FARAFP HMaEE A
VLAN REfR > FP EBRBFREEZFHRUE QoS /1 sy @B R
30 3 %3 MPLS @#% & NAT 24 - A8 BXE X E 2 IP Agent
IP = 4% ~ ﬁ'iﬁfﬁkﬁi{ ( Supervisor, Visual Vectors & Voice Announcement
over LAN software ) & 46 X% 69 % F 35 FIIR £ (DB) » £ % F 3 %
1 H NAT éaﬁéé’ﬂ%?r}'r‘ % 1¢ A Kagoor & VoiceFlow NAT %4 * )
B X 3% & £ 3 G700 gateway 34324 AR i3 & 3% % (Local Survivable
Processor ) #9477 » 3t B % 3% 3% F R A& (£ A Internet % PSTN) -
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Hosted Contact Center & 4 #2240 8 2.1-1 A7 ©

Data Center

= Dedicated setver stack
per enterprise

= Separate mgmt net
from application net

* Vian/agl to segregate
enterprise traffic

Carrier Net

= QOS enabled

Enterprise
= NAT configuration
« Distributed G700/LSP

= Supportmultiple sites
per enterprise

= Remote agent access

B 2.1-1 Hosted Contact Center % #,224%

S48 R U A Avaya 8 R A VE R %A -
Avaya % L4 ¢
[1 Voice ACD:
B Avaya Communication Manager 1.3 with S§700 Media Server
and G600
LSP/G700 Gateways

B Call Center Elite Feature Package
B Up to 1200 Agents

12
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IP Agent with screen pop, IP Phone

CMS R3V11

CMS Supervisor and Visual Vectors software
Avaya IR R1.0

Avaya IVR Designer

Avaya Integrated Management Suite 1.3 software

SR E R mas

ODOoo0ocoooooOoaQaad

Kagoor VoiceFlow H.323 aware NAT devices

HP OpenView Operations management

HP Data Protector backup and restore management
Altiris eXpress software distribution

X-windowing software

DNS software

DHCP/TFTP software

Servers and PC’s

Network infrastructure

Data center equipment

‘WAN networking
Hosted Contact Center &4 % %28 # 75 T 2L £ 4~ Interaction Center &

Operational Analyst (IC/OA) > RS F A S BB I BEZTR T SR

#

» A AL E 2.1-2 AF
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Functionality

* Phase 2 functionality

= email

« chat

» fax

« universal queuing

Components Added

= IC/IOA

« Email, Faxand Web
connectors

Avaya Notes
1. ICIOA, SB700 are
migrating to a bladed

platform

2. CMS will be shared
between entemrises

B 2.1-2 Hosted Contact Center 24~ IC/OA %4 #3244

Jb BB THRRHETBEGMFB S 0 K44 email ~ chat ~ fax
% % & B AR5 ) o5 B 45 universal queue #) 3 45 > B) 85 IC/OA #1 S8700
%R B & &% A — 18 8L Virtual Machine % # # &) bladed Server L. >
LA AR B AR A o

22, B EMRK

723 & Hosted Contact Center % » k0% EL AR » F =4
FRHEBIREFF X > 2 BE

U c¢%5refracwEs

D ¢¥Frehacs@s i s RI4ie QoS #H

U wssarumpRgEESREe
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DTS HE=EBANE T XFERFmt R -

PREFEH B CH48%

ALEMT > LAKHBRA BB ESGEHRBE R BRI
N ERE NNHERLE P Hu(10xxX) MARHLERS
G PR EATHREER  MRBERGEHLAUNEL P ar R
BREXEAAER  RHLABERBTLAMER NAT R REREAY
I - ZEFPARMERLNLIP sk 0 BIFE & NAT %4 -

VoIP i#12 # & 40 H.323 & SIP £ 1§ 4ty NAT 3t Lo R R
— 4R > b4 NAT 6 R4HE TP s R BRI o fidn > &
A2REERHHENS (payload) {2 VoIP B H RA LR BEH &R
FRELEAS P fak - BRI ERERM—RE X H323 #EH
Ty NAT 3t RABEABEF 9 #as > LERBRBEOTHRAR
A2 e IP ik - ££3b4E A A-4E B # Kagoor # VoiceFlow NAT
%t o Kagoor 2B NAREEF X E 2.2-1 Fr5F
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«Public/Private addresses
with NAT

=IP phone/client connected
to existing net

*HPOV does not see the IP
phone/client directly

«QOS degmars at edge of
enterprise
En‘hrprisexAﬂ
B 221 4t¥FFLraCHER
LM R AR

O #RAAE/4H P frakx NAT @i

O P sdtiFraiamEst

O masditsLey@m% s HP OpenView & A A ¥ E IP &
#

O @% QoS a RBLLEZRF AL ERL -

PRES CF L CoE% A RKEH B QoS #H#

VoIlP BT R —HARERMEEHFTRER > MER QoS
W\ 2 VolP S LYt LEKY  S0EFPABKNER
B B AAELCERAHERN  BREE—EESER  E 2.2-2

16



=Deploy overlay network

=Public/Private addresses
with NAT

*|IP phonesclient connetted
to overlay net

*HPOV does not see the IP
phoneclient directly

*Q0S ﬂgm?vr, between
existing net and overlay net

B 2.2-2

Existing Network

CEREPOLABCHELE EREHE QoS #4

SRR AR

U et

L] 45/ #/464 IP 4rak 2 NAT ik

O 1P e @ b

U maRatEEey@eE %44 HP OpenView £ A5 IP 32

#

[ @8 QS ABALCEFF RAWBRENABYT TR

5925 230 by IR B SE X K A HE B

ELRBEHTRERBEEZARAYBETRIEEAE P ik
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UBEABERAOPR TEATRERELERCEFZARSTERALE
IP frak » HEHWE 2.2-3 AF

*8P deployimanage whole
net

Private/private addresses

*SP manages IP
Phonefclient

«SP manages end-to-end
Q08

Enferprise A

B 22-3 @ERSFGBRBEREEFRAL

SLEARA RIRAHL

U mERgEFEHRFELEES

U mBRGEEZROEFF SEAA P sk 0 REA NAT
L] A4t ¥4 % 2L EMEBEH QoS

2.3. PSTN Gateway 3% ¥ 3. %5

PSTN gateway sk EhB 4 mMERF > —RAZFACEE P M
ol 23-1 A7 > B —HREELRBIA LE data center 3% > W F
232750 AT A H RAEBIEM— B -

18



PSTN Gateway & i # & ¥ & 5P 3%

*  Aveid trunk concentration
at data center

«  Providelocal survivability
«  Use same call center setup g —

in survivable mode I * Registration
IR 58700/G600.
g e & Call Setup
bandwidth — Audio

- YR and interflow call
require SP net bandwidth

+  Equipment at enterprise
«  Harder to marmage and
maintain

SP
Network

Enterprise Site 1 Enterprise Site 2

B 23-1 PSTNGateway ZELALCLEEF %

S22 A5 7T 8 %57 A &9 PSTN trunk 238 % ¥+ £ data center M 5 $0&R
B 3t B a7 G700 K & B iE4E Gateway & A & 4) » £ % — data center
# S8700/G600 ¥ #F > FTHERKEREE N AL LERT
PSTN % pF B ERNR A Z 69BN A F15 A SP M%4AR 12 PSTN
EPER IVR R EIA SP EABRAL N EEEBTERE
G700 gateway £ ¥R A R RILHBEREEEZM T LETE L
FEE o

PSTN Gateway 2 iF # iR 55 $& ¢ ¥ # Data Center 3%

19



Data Center

*  Fast deployment
* Easytomenage and
mairtain

* VR call requires no SP
net bandwidth

*  Trunk concentration at
data center

* No local survivability
* Call to agent requires
SP net bandwidth

* Registration
& Call Setup

~ Audio

* Require emergen
procedure in su'vcizable
mode

Enterprise Site 1 Enterprise Site 2

B 2.3-2 PSTN Gateway & ¥ £ IR # 3% 4t ¥ # Data Center 3%

L AR AT A PSTN #4238 4 ¥ 4 data center 3% > E s i3 &
CEBEPHTEHREBE 2804 ELBATSH -PSINEL R
IVR R E/EA SP @BEE BRALEAEZRREXBZBHANELA
SP @R4EK - bEHAA XM AHIZAMES » ¥ — data center
MR EER AAACERFPNERTOELNZIEBE  BRLE
R —EEABHNHEMX 0 W 2.3-1 A7
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Data Center

samlesw=

R -

j LSP/G700

** Registration
& Call Setup

— Audio

Only for backup

Enterprise Site 1 Enterprise Site 2

231 wWEBHEHETE

ATHERCERBBEREGEN  ASECEFP RTLE G700
gateway > %M PR AR ER 0 R A & data center XM E T
FEIE LSP it - ERBERBERELAKAEN - HHERKRYE
ERADT DA LAREREEZSZLHS -

2.4. QoS

B TR QoS @RS UEILEET HY R ZHIE R
THHFARERE :

O % IP ##& IP % LERERRNOHEAGEET - 24 B4
JE AR FE) & 802.1p/Q(L2) 2 DSCP(L3) tag
[0 MPLS edge router 4K 4% & ] &) tag value ¥} /& 2| & [} &5 MPLS
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Label Switched Paths
O £0%¥% A3 A VLANRE S IPEMHE 4% # 8Bk

h=1

=
[0 4 datacenter 324% 8 VLAN R & %] ACD~IVR #1 H b3k 489
WBRE

2.5. Data Center 3% &) Security # ¥

# data center MM EBRRLEZ T EEZRHHPOEEPLP ATHR
data center £ H#% R L b ¥ F P W ATkt 0 £ data center edge
router b4 F 5 K # %, access list £ .37 F 7 4t &% A\ data server N %
HRLEEP & subnet

U #3tExrmiaia

O] #¢ data center ¥ F] — &% & £ 8 Voice VLAN % Data VLAN

it ea
[ # data center % 5] — & ¥ % £ 85 Data VLAN % Voice VLAN
gt e

L #3350 % % P ok 3% B AR & (remote agent) R 69 3f &

2.6. ¥ %Pty Security # &

O 2o¥xFrBe@EB %4882 EMETE/TF Contact
Center IRFF R MG HCLEADENI; » EOEE P & edge
router k4% Al access list (£ A FHI L EALEEF WIB
% :

[J #¢ data center 3% ¥ B P A B ¢4 Server Ryt &

22



O
O

REGLEFFPEABERT CRHAHE
HBLEEPHERERARERNHE

27. WMBALAE

2.8.

#F LAY data center 3R B DL X LIS EBBAEREE » TKRTF
5] 4 25 RR A AR

U
[
|

O

O
O

%3 X 69 PSTN gateway 4T R1gFREBIHER T K

3 X & # R B announcement 7] & & — F ERBBEELE K
FBOAERASEL  RYTLAIVR- REFTLA VR
RBREETRE

G.729A BABRGHMTRARERIZTATHEABBARIY
TR

—@TE [P ERHEEF L 2Kbytes 95 4R E

—i# @ PSTN trunk 2 L 6983 F & 4K bytes 95 4R &
Avaya REEE—F @B RAAT KA EL R

Bt

HCCREBEATREL I ZERAHAMRMYHIEEN LS

O0000a0n0

S8700 Media Server # 4% 3% 3
CLAN fail-over #% %

¥ & P 3k o) A 4% 58 /1 (LSP)
BCMS T4 % CMS #9445 % 4
CMS disk mirroring 3% 3}

CMS High Availability » 4

23



£ # X G700 gateway (with LSP) ~ 5 # X T £ B R 2 # &
announcement #9224 F » BP4# data center P8y server K 4§15 E
% ERHNCERP é@%ﬂ&?'ﬁﬂéﬁbﬂ%ﬁéﬂﬁﬁ °

2.9. B A XK

CMS #%& % S TREEHEMRFEHA GER BRI R LK per
seat per month #9HEFH X + CMS F BT Bk B HI16 LA T 8 & 4 %
ROBLEENTHREARBAKTFETRE LI ETRARKETR
RE - ~EFTHBEZRIVROERE -

2.10. i3 FMR A & (Remote Agent)

HCC 4% % 4% #1830 F AKX ¢
[ Single Connect : £ F IP 483 R A# 1% VoIP 354 3 L R B HH 5

&

B 4% client VPN tunnel R#{% % k%4 3 ## & ISP NAT
P EE SRR

B GNEE R 4 internet B3 B sk QoS 3% & kA4S
FEREERE

[1 Dual Connect : 4% A PSTN #itt E % R %54 - P @B A A

RBEELREHHE

B {# A client VPN tunnel 2, site-to-site VPN tunnel R #4% &
HEE

B ERTEMTEREY 8 trunkE 4

24



AR bt ABRERELLEHRA LRFEMEA dual
connect # X, > HA L% EHLE 2.10 A~ -

Customner

B 210854 FRAKRAE

211. A% THEHEHR

HCC #) 4 % ¥ T4 & 32 3 HP OpenView Operation #3g3% F >
Fp

L] Single launch point

1 Trap %32

[J Server %2
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% %% ¥ % £ HP OpenView Operation i i& XX Java % /& ¢ GUI
N ETHATTFEEIAE

O AwkpeXds

U #RBEERPTEEAHNANAATELR

[1 4 A Windows 2000 &3 MR RPITERASKRTELTE

L] 4% A telnet 3% BN

¥ K P 3y Server & Gateway B & i 1% intermediate node % %
2oIP BREAPMBRARZXALZTEREATERMANETHE > Server
CERBEH/EREEYERAL server L% HP agent plug-in » HP
OpenView Operation #2240 B 2.11 Ao~ ©

VIcE ProvIter Management Dommam - e

Unix Management System VisAbility Windows Server VisAbility Linux Server
- HP OpenView NN - Asraya Site Administrator - MFPM

- HP OpenView Operations - MuliService N etwork Manager - MCM

- HP DpenView Data Protector - MuliService SMON Manager - MPA (Proxy)

- VisAbility NMSI (Solaris)

\\ Urt Masagemest DK 3BY VisADIIby W indows Se ue T

y |~

VisAbility Windows Senser

- VoIP Monitoring Manager - VolP Monitoring Manager

- Awaya Terminal Configuration (D EM) - Avaya Terminal Configuration (DEM)
- IR Desginer - IR Designer

- Voice Announcement over LAN - Voice Announcment over LAN

o / o 4
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B 2.11 HP OpenView Operation 424

212 A% PR RARKES

HCCH+# 524G E BRI ARBARKES REAKTEZR —
BEAMENETEARE B 2R2AKTEENGARTES *

B 2RE+XETEZN G

HP OpenView Operation Solaris Version
U et 2 Bey 8 —% F X478 » Avaya reference kit

%424 script & XML 2% 24
[ R4t/ A Avaya & S85% + X SNMP trap F32 & OS 4 %
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Avaya reference kit ¥ 324t MIBs & trap # %

U ERALETR - logHREZRARIDPTRE
O] %54 plug-in £4% & 32 &) server L
[ Rt— ARk REEETEMN TR AKRTEE TR

o4 3 B 1 I 6l M
O BESHEBET > AS4TEERTEEIb/ e SR

HP Data Protector Solaris Version
[J #24% data center XA REPoFua & F X B H/4E R 5k

L] sk Avaya B SRR BR/HERIESN £
[1 54484 Server L% # agent #2 &,

Altiris eXpress Client Management

U B0 ¥5rPM2 1P Agent REEA SB SRR IR

P
[y

O Z2_NBARESLELLCERAN
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W 2

ERFOHBERKTE,A=MHRBY > B 4/75%

Premise-Based Outsourced On-Demand

B4 =ZHFZRFPOEFERKX

[] Premised-Base 45 69 1% 4069 8 A EMR P » AT H 893% M
ABHBEACEN  CELERE—BHIEOTRRES
ABUHEERFCHEFES > CEFFTHE -BIABD
MERRE > MMRZERARS  AFERATHETH
BEBRREARMS RREFBRERME -

L] Outsourced #5 &) R A AT A t93%H - AB 2 HENIERT
S HEREP MERBNNFRERE AR ERAR
& XBEFHEN XA TEHBTEEABERHERT
5> BRABLSFETEZRAE  FaNEFRRXFRLES

29



G EE BEEERBAARRELERN RO XY
BREEBTEERESROBE

[0 On-Demand #5 & & 4§ #5 # &9 3% 40 ACD ~ CTI ~ IVR %345
£MRE  EREERAKAEAAAELEAL LT
I B ¥ E (MO FTRRE > TRESERTI AR
B SARASBAEEEOEABEL .

TEEELNRHBNTCETHLOMAIBARFRN > £
BREPBEFTCREFREOEL Wi MENGER—ELZ TS
EENREA - RVETBENARTRLACEARE T SREFF
o FTABCERPEPMBF T (st ARKFXREF BFK
PO EABREPRETCE)RELFMR T < ASP -

&@# Call Center ASP $EM AWM THH REGRBELCEEF Y
FRI PEEEL2NLTEEELE ASP B8k HeHm - £ 4
BH 3 EERARES A AL B RARBERYELCEFF AR
MEE ASP EEHEY > TEEREEEERBEGERN
BEEASPEBEFREAR HHRSGE £y T 4T —dde ASP
BT RBAEK -

BBt ASP BEMAEARNER T CEELELHAL
HABEZHPE FARV I CERUAMMERTBMEST X
B-LERFREZERTOHRBOCELAL FHLEERK(TOC)
REMFUAENELS  FHAKRELX RERTERX - TEER
NAREASEEBE TN Y T BRI A TR A B H IR
REEEHAL MR TERREERREERS - AR
PERPH—FEEIA -

30



