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QUESTION NO: 1

The Rule Editor designs restrictions (Rules) for agent-based campaigns. Rules are run prior to new call attempts.

Which three are valid Rule Categories? (Choose three.)

A. Nuisance Frequency

B. Local Area Codes

C. Attempt Frequency

D. Call Classification

E. Attempt Completions Code

ANSWER: A C E 

Explanation:

For agent-based campaigns, the Rule Editor evaluates restrictions before a new outbound call is attempted. Nuisance 
Frequency, Attempt Frequency, and Attempt Completions Code are the Rule Categories used for this pre-call control. 
Nuisance Frequency supports limits intended to prevent a customer from receiving calls too frequently, helping campaigns 
apply contact policies consistently. Attempt Frequency controls how often the system may try a record or destination over a 
defined interval, so repeated dialing is governed by a configured retry policy. Attempt Completions Code applies restrictions 
based on the result of prior attempts, allowing subsequent call treatment to depend on the completion outcome recorded for 
the contact. Together, these categories provide campaign-level dialing safeguards: they use prior attempt history, elapsed 
time, and call-result information to decide whether a proposed new call may proceed. This matches the Experience 
Portal/POM campaign-rule model, in which rules are evaluated before the system places another attempt. Avaya’s product 
documentation is available through the Avaya documentation download and the Avaya Support documentation portal.

QUESTION NO: 2

Which Proactive Outreach Manager (POM) component is responsible for launching voice calls, and sending SMS messages, 
or email messages using one or more EPM servers?

A. Campaign Director

B. Campaign Manager

C. POM Monitor

D. POM Pacing

ANSWER: B 

Explanation:

Campaign Manager is the POM component that executes a campaign’s outbound contact activity. After a campaign has 
been configured and made active, Campaign Manager applies the campaign configuration and uses the assigned 
Experience Portal Manager (EPM) server or servers to initiate the selected contact treatment. This includes placing 
outbound voice calls and delivering non-voice outreach through SMS or email, according to the contact strategy, schedules, 
retry rules, and available capacity defined for the campaign.

Campaign Manager also coordinates the operational execution of the campaign across its contact list, ensuring that the 
appropriate treatment is launched for each eligible recipient. In a multi-server deployment, it can use one or more EPM 
servers, allowing campaign activity to be distributed and supporting the scale and availability required for proactive outreach. 
This execution role is why Campaign Manager is the component identified as launching calls and sending message-based 
outreach. Avaya’s POM implementation material describes the POM architecture and Campaign Manager’s campaign-
execution responsibilities in the Avaya Aura Experience Portal and Proactive Outreach Manager documentation. Additional 
Avaya product documentation and support resources are available through the Avaya Support portal.
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QUESTION NO: 3

On a Proactive Outreach Manager (POM) system, agents are automatically assigned to running job tasks.

When agents are eligible for multiple jobs, which two parameters determine agent assignment to an eligible job? (Choose 
two.)

A. Agents with the longest idle time are reserved for an eligible job

B. Priority of calls in the queue

C. Priority of the job task

D. Agent skill level

ANSWER: C D 

Explanation:

In Proactive Outreach Manager, automatic agent assignment first considers the priority configured for the job task. The job-
task priority provides the scheduling preference used when more than one active job can use the same available agent. This 
enables an administrator to ensure that time-sensitive, business-critical, or otherwise preferred outreach campaigns receive 
agent capacity ahead of lower-priority work when both are eligible for assignment.

Agent skill level is also part of the assignment decision. POM uses the agent skills and their configured levels to match an 
available agent with work for which that agent is eligible. Skill-level information allows POM to direct contacts to agents with 
the appropriate qualifications and, where applicable, favor agents with a more suitable proficiency for the job’s required skills. 
Together, job-task priority and agent skill level let POM allocate available agents in a way that respects campaign 
importance while maintaining skill-based routing requirements.

Avaya’s POM implementation and maintenance documentation describes the agent-assignment behavior and the job-task 
and skill configuration used by POM. See the Avaya Aura Experience Portal with POM documentation.

QUESTION NO: 4

To send certain alarm codes to the syslog server, which three actions are required? (Choose three.)

A. Setup the syslog server to accept the alarm codes.

B. Administer an email address to receive the alarms.

C. Enable sending of events to syslog.

D. Administer the Syslog Server IP address and port.

ANSWER: A C D 

Explanation:

Sending selected Experience Portal alarms to an external syslog collector requires configuration at both the Experience 
Portal/POM side and the receiving-server side. “Enable sending of events to syslog.” activates syslog event forwarding; 
without this setting, alarm events remain local and are not exported. “Administer the Syslog Server IP address and port.” 
supplies the destination endpoint to which the system sends the syslog messages. The address identifies the collector and 
the port must match the protocol and listener configuration used by that collector. “Setup the syslog server to accept the 
alarm codes.” is also required because the receiver must be running, listening for syslog traffic, and configured to accept, 
store, or process the incoming messages. Together, these settings enable transmission, identify the destination, and ensure 
that the destination can receive the alarm records. Avaya product documentation is accessed through the Avaya 
Documentation portal; syslog message transport and receiver behavior follow the standard described in RFC 5424.

QUESTION NO: 5
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You are installing Avaya Proactive Outreach Manager (POM) software on the Avaya Aura® Experience Portal (AAEP), in a 
multiple Experience Portal Manager (EPM) configuration.

On which server must the POM EPMS (POM EPM) plug-in be installed?

A. The primary EPM server

B. An auxiliary EPM server

C. The remote application server

D. A Media Processing Platform (MPP) server

ANSWER: A 

Explanation:

The primary EPM server is correct. In a multiple Experience Portal Manager deployment, the primary manager is the 
authoritative system for Experience Portal configuration, administration, and coordination of managed resources. The POM 
EPMS plug-in integrates Proactive Outreach Manager with the Experience Portal management environment, so it must 
reside on that primary management server. Installing it there ensures that POM can use the central EPM configuration and 
management functions required to administer outreach applications and associated Experience Portal resources consistently 
across the deployment.

This placement is particularly important because the primary manager maintains the management role for the multi-manager 
configuration. POM setup and ongoing administration therefore use the primary EPM as the integration point rather than a 
server whose role is limited to supplementary management, application hosting, or media processing. Avaya’s POM 
implementation documentation identifies the primary EPM as the required installation location for the POM EPMS 
component in this topology. See the Avaya documentation reference at Avaya POM documentation and the Avaya Support 
site for product documentation and deployment resources.

QUESTION NO: 6

In addition to the standard date and time filters, the ICR CCA Session Detail Report offers optional filters for what 
information? (Choose two.)

A. Re-queue Reason

B. Exit Reason

C. Failure Reason

D. Abandon Reason

ANSWER: A B 

Explanation:

The ICR CCA Session Detail Report can be narrowed beyond its standard date and time range by using the Re-queue 
Reason and Exit Reason filters. Re-queue Reason identifies sessions according to the reason the session was placed back 
into queue processing. This lets an administrator focus investigation on a particular re-queue outcome or routing condition 
rather than reviewing every session returned for the selected period. Exit Reason identifies sessions by the reason they left 
the ICR/CCA processing flow, which is useful when isolating specific end-state behavior in detailed session records.

These two filters are intended to refine the report result set using the report’s recorded session outcome information. They 
can be used independently or together with the date and time criteria to reduce the volume of returned records and support 
targeted troubleshooting, auditing, and operational analysis. Avaya’s Experience Portal reporting documentation describes 
the available criteria for the ICR CCA Session Detail Report, including its optional filtering fields. See the Avaya 
documentation reference and the Avaya Support documentation portal for product documentation access.

QUESTION NO: 7
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Which Proactive Outreach Manager (POM) server component is used for inter-process message communication between 
POM components?

A. Campaign Director

B. Campaign Manager

C. Agent Manager

D. Rule Engine

E. ActiveMQ

ANSWER: E 

Explanation:

ActiveMQ is correct because POM uses Apache ActiveMQ as its message-broker component for asynchronous inter-
process communication among POM services. A message broker provides a reliable intermediary through which 
independently running processes can publish, queue, and consume messages without requiring direct, synchronous 
connections to one another. In a POM deployment, this supports coordination of events and work across the POM server 
components that execute and manage outreach processing. ActiveMQ implements standard messaging capabilities, 
including queues and topics, allowing POM components to exchange operational messages in a decoupled architecture. 
This role is distinct from the application-level POM services that manage campaigns, agents, or business rules; ActiveMQ 
supplies the underlying messaging infrastructure used for component-to-component communication. Apache documents 
ActiveMQ Classic as a multi-protocol message broker designed to support messaging between distributed applications and 
services. Avaya’s Experience Portal and POM documentation identifies the messaging service as part of the POM server 
architecture and installation requirements. See the Apache ActiveMQ Classic documentation and Avaya’s Experience Portal 
with POM documentation.

QUESTION NO: 8

Intelligent Customer Routing (ICR) is being deployed with two call centers, Chicago and Denver. The expectation is to route 
more calls to the Chicago call center than are routed to the Denver call center.

Which Skill and Destination configurations are required?

A. On the Skill configuration page, configure the Agent Strategy as UCD-MIA.
On the Destination configuration page, set a higher Adjust By value for the Polling VDN on the Denver call center, compared 
to the Adjust By value for the Polling VDN on the Chicago call center.

B. On the Skill configuration page, configure the Agent Strategy as Preferred Location.
On the Destination configuration page, set a higher Adjust By value for the Polling VDN on the Denver call center, compared 
to the Adjust By value for the Polling VDN on the Chicago call center.

C. On the Skill configuration page, configure the Agent Strategy as UCD-MIA.
On the Destination configuration page, set a higher Adjust By value for the Polling VDN on the Chicago call center, 
compared to the Adjust By value for the Polling VDN on Denver call center.

D. On the Skill configuration page, configure the Agent Strategy as Preferred Location.
On the Destination configuration page, set a higher Adjust By value for the Polling VDN on the Chicago call center, 
compared to the Adjust By value for the Polling VDN on Denver call center.

ANSWER: D 

Explanation:

The required configuration is to use the Preferred Location Agent Strategy for the ICR skill and assign a higher Adjust By 
value to the Chicago polling VDN than to the Denver polling VDN. Preferred Location is designed for ICR scenarios in which 
the business needs to influence distribution among multiple destinations rather than merely select an available agent 
according to a uniform availability-based rule. The destination adjustment value supplies the weighting used when ICR 
evaluates the destinations associated with the skill. Giving Chicago the greater adjustment causes its effective preference to 
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be higher during routing decisions, so Chicago receives a larger share of eligible calls while both locations remain available 
to handle the skill.

The polling VDNs are important because ICR uses them to obtain current destination and agent-state information from the 
connected call centers. The weighting should therefore be applied to the polling VDN destination entries for the same skill 
being routed. This configuration provides intentional, administratively controlled call-distribution bias toward Chicago without 
removing Denver as a routing destination. Avaya product documentation and implementation material are available through 
the Avaya Documentation portal and the Avaya Support portal.
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