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Topic Break Down

Topic No. of Questions
Topic 1, Avaya Oceana Solution Architecture 27
Topic 2, Avaya Oceana Solution Installation and Configuration 5

Topic 3, Avaya Oceana Solution Administration and Maintenance | 21

Topic 4, Avaya Oceana Solution Troubleshooting 34

Total 87
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QUESTION NO: 1

Which statement regarding Engagement Designer (ED) workflows in Avaya Oceana® solution is true, if you want to avoid
launching both old and new flows during processing?

A. The existing ED workflows should be deleted before deploying new ED workflows for the same channel.
B. ED does not allow you to deploy a new call flow when there is an existing call flow for the same channel.
C. ED allows you to deploy both old and new ED workflows In the ED without any problems.

D. The existing ED workflows should be renamed before deploying new ED workflows for the same channel.

ANSWER: D

Explanation:

The existing ED workflows should be renamed before deploying new ED workflows for the same channel. Engagement
Designer identifies and deploys workflows using their configured names and channel associations. When a revised workflow
is being introduced, retaining the prior workflow under the same identity can leave ambiguity about which deployed definition
is selected while channel processing is underway. Renaming the existing workflow first preserves it as a separate,
identifiable version and frees the original workflow identity for the replacement deployment. This supports a controlled
transition: administrators can deploy and validate the new workflow for the channel without unintentionally retaining the old
workflow as an equally eligible flow. It also makes rollback and troubleshooting more manageable, because the prior
workflow remains available under a distinct name rather than being confused with the replacement. The workflow naming
step should be part of the deployment procedure, together with validating channel configuration and testing the new
workflow before production use. Avaya product documentation and support resources provide the applicable Oceana
deployment and administration material at Avaya Documentation and Avaya Support.

QUESTION NO: 2

When a call is transferred from Avaya Aura® Experience Portal to Communication Manager Ingress VDN, what information
is passed inside the UUI header? (Choose two.)

A. Context ID
B. Call 10

C. UcCID

D. Call Ref ID

E. Session ID

ANSWER: AC

Explanation:

When Avaya Aura Experience Portal transfers a call to a Communication Manager ingress VDN, it uses the User-to-User
Information (UUI) header to preserve call correlation and application-routing context across the transfer. Context ID is
carried so that the receiving Avaya application environment can associate the arriving call with the relevant Experience
Portal context and continue context-aware processing. This is important when call treatment is distributed across
components and the downstream application must identify the call context established earlier in the interaction.

UCID is also passed in the UUI header. The Universal Call ID is the identifier used throughout Avaya Aura to correlate
records and events for the same call. Carrying it through the transfer supports end-to-end tracking, troubleshooting,
reporting, and correlation of Experience Portal activity with Communication Manager call processing. Together, the Context
ID and UCID provide the application context and the platform-wide call identity needed after the call reaches the ingress
VDN. Avaya documentation for Experience Portal and related Aura components is available through the Avaya
Documentation Portal and the Avaya Support site.
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QUESTION NO: 3

A support engineer is reviewing centralized Kibana logs after reproducing an Avaya Oceana® issue.
Which two actions help narrow the displayed events to the failed test interaction? (Choose two.)

A. Select the time range containing the failed test.

B. Filter on the UCID or Contextld when that field is available.

C. Increase the browser zoom level.

D. Delete older log events before searching.

E. Change the agent state after the test call.

ANSWER: AB

Explanation:

Selecting the time range containing the failed test and filtering on the UCID or Contextld when that field is available
are correct. Restricting the time range reduces unrelated events, while filtering on a correlation identifier focuses the results
on the specific call or interaction being investigated.

Increasing the browser zoom level does not change the search result. Deleting log events prevents effective troubleshooting
and should not be performed. Changing an agent state after the test does not filter historic events for the interaction. Refer to
Kibana Discover documentation and Avaya Support for product support resources.

QUESTION NO: 4

For an Avaya Oceana® interaction that is being routed through a Self Service (Elite IVR) application Communication
Manager, which state is true?

A. WorkRequestiID=RouteRequestID=ContactID
B. WorkRequestlD=ContextStorelD-UCID=ContactID
C. WorkRequestID=Customer|D=UCID=ContactID

D. WorkRequestID=ContextStorelD and ContactiID=UCID

ANSWER: D

Explanation:

WorkRequestID=ContextStorelD and ContactiID=UCID is the correct identifier relationship for an Oceana interaction
routed through a Communication Manager Self Service (Elite IVR) application. The work request is the item submitted to
Oceana for routing and work assignment. In this integration path, its identifier is correlated with the Context Store record, so
the WorkRequestID and ContextStorelD identify the same routing context. Separately, Communication Manager supplies the
Universal Call ID (UCID), which is used as the contact identifier for the interaction; therefore, ContactID and UCID
correspond to one another.

This pairing is important when tracing an interaction across Elite IVR, Communication Manager, Context Store, and Oceana
components. Administrators can use the WorkRequestlD/ContextStorelD relationship to follow the routing request and
stored interaction context, while the ContactID/UCID relationship connects the Oceana contact to the Communication
Manager call record. Maintaining these two distinct mappings supports reliable troubleshooting, log correlation, and reporting
without treating all identifiers as one shared value. Avaya product documentation and support resources are available
through the Avaya Support portal and the Avaya Oceana product page.

QUESTION NO: 5
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When a customer leverages Avaya Aura® Experience Portal as their self-service application, during the first leg of voice call
processing, which component from the Avaya Aura® stack contacts Context Store to create a Context ID for the new Voice
Interaction?

A. Avaya Aura® Experience Portal IVR Application
B. Avaya Aura® Session Manager
C. Avaya Aura® Application Enablement Services

D. Avaya Aura® Communication Manager

ANSWER: D

Explanation:

Avaya Aura® Communication Manager is correct because it is the Avaya Aura call-control component that handles the
initial telephony processing for an incoming voice call. In an Oceana deployment using Avaya Aura® Experience Portal for
self-service, Communication Manager establishes the initial call leg and initiates creation of the interaction context. It
contacts Context Store to obtain a Context ID, which becomes the correlation identifier for the newly created Voice
Interaction.

This Context ID is essential to Oceana’s interaction-centric processing. It enables the platform to associate the caller’s self-
service activity, subsequent routing decisions, customer context, and any later transfer to an assisted agent with one
continuous interaction. Experience Portal then uses the context associated with the call while it provides the voice self-
service treatment, but Communication Manager is the component responsible for initiating the voice interaction context
during initial call handling.

Avaya'’s product documentation and support portal provide the deployment and integration material for Aura, Oceana,
Experience Portal, and Context Store: Avaya Support and Avaya Experience Platform.

QUESTION NO: 6

Which component is responsible for integrating Avaya Oceana Workspaces with Avaya Oceana® core components?
A. Unified Collaboration Administration (UCA)

B. Call Server Connector (CSC)

C. Unified Agent Controller (UAC)

D. Unified Collaboration Model (UCM)

ANSWER: B

Explanation:

Call Server Connector (CSC) is the integration component that connects Avaya Oceana Workspaces to the Avaya Oceana
core environment. Workspaces is the browser-based agent experience, while the connector provides the interface through
which the workspace can obtain and act on contact-center functions supplied by the underlying Oceana platform. This
includes the exchange of operational information needed for an agent to work interactions in a unified interface, such as
telephony and contact handling context, agent state, and controls exposed by the core solution. In practical support terms,
CSC is therefore a key integration point to consider when Workspaces cannot communicate correctly with the Oceana
services that support its agent functions. It is not merely an administration interface or a conceptual model; it is the
component intended to provide the working connection between the agent desktop experience and the core platform
capabilities. Avaya’s Oceana product information describes the solution as an omnichannel customer-engagement platform
that unifies customer interactions and agent work. Additional product and documentation resources are available through

Avaya Oceana and the Avaya Support portal.

QUESTION NO: 7
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Which three parameters are associated to a work request inside the Avaya Oceana® solution? (Choose three.)
A. Customer ID

B. Work Request Id

C. Agent ID

D. Attributes

E. Work flow Type

ANSWER: ACD

Explanation:

Within Avaya Oceana, a work request carries the information needed to identify the customer, preserve relevant interaction
context, and support routing or delivery to the appropriate resource. Customer ID is associated with the request so Oceana
can relate the work to the customer record and maintain continuity across the customer journey. Agent ID is associated
when work is directed, reserved, or otherwise linked to a particular agent, enabling the solution to identify the intended
handling resource. Attributes are associated with the request to transport business and interaction metadata, such as
context collected by an application or information used by workflow and routing logic. These values allow downstream
services and agents to act on the request with the relevant context rather than treating it as an anonymous item of work. In
Oceana terminology, the work-request identifier is the system identity for the request itself, while workflow configuration
describes how work is processed; the requested associated parameters are the customer, agent, and contextual attributes.
Avaya product documentation and downloads are available through the Avaya Support portal; product support resources are
also provided at Avaya Support.

QUESTION NO: 8

A customer reports that agents can sign in to Avaya Oceana Workspaces but cannot receive voice interactions.
Which two conditions must be verified before continuing with a voice-routing investigation? (Choose two.)

A. The agent is in READY state for the voice channel.

B. The AES and CSC connection is established.

C. The agent is in READY state for the email channel.

D. The UCA Store backup completed successfully.

E. The OmniStore database backup is available.

ANSWER: AB

Explanation:

The agent is in READY state for the voice channel and the AES and CSC connection is established are correct. An
agent must be available for the voice media channel before the routing function can select that agent. In addition, Call Server
Connector must have its required connectivity to Application Enablement Services so that Communication Manager events
and associated call-control information are available to Oceana.

Email readiness does not make an agent eligible for voice work. A successful UCA Store backup and the presence of an
OmniStore backup do not establish voice delivery capability. Avaya documentation for Oceana and Avaya Aura integration is
available through Avaya Documentation and Avaya Support.
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