
PROOF OF TECHNOLOGY

A DaVinci Proof of Technology demonstrates how AMC 
Technology’s DaVinci platform integrates AVAYA Elite with 
Service Cloud Voice (SCV) to enable seamless call handling and 
real-time transcription. Leveraging DaVinci Premise Gateway, 
DaVinci Media Gateway, and Cloud Transcribe powered by 
Azure Cognitive Services for Speech to Text, this PoT provides a 
robust foundation for evaluating real-time customer 
engagement workflows.

DaVinci Premise Gateway DaVinci Media Gateway Cloud Transcribe

Utilizes Azure Cognitive Services 
for accurate, real-time Speech to 
Text transcription. 

Empowers agents with 
transcription directly within 
Service Cloud Voice call records. 

Captures audio streams from 
AVAYA SBCE (Session Border 
Controller for Enterprise) using 
SIPREC. 

Facilitates the transfer of 
real-time media to Cloud 
Transcribe for transcription. 

Connects to AVAYA AES 
(Application Enablement Services) 
for call controls and events. 

Ensures seamless integration of 
AVAYA call handling capabilities 
with SCV. 

AVAYA & SERVICE CLOUD VOICE WITH DAVINCI

Avaya, Service Cloud Voice & DaVinci
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Integration Component Details
AVAYA Aura Platform Enterprise Data Center
Includes the AVAYA CM, AES, and SBCE (Session 
Border Controller for Enterprise).
Media Capture: Dual-channel SIPREC streams 
are captured from AVAYA SBCE and processed 
by the DaVinci Media Gateway.

DaVinci Premise Gateway
Connects to AVAYA AES using TSAPI and 
DMCC services to enable call controls and 
event handling.

DaVinci Media Gateway
Captures SIPREC streams from AVAYA SBCE 
for real-time media processing.
Forwards the audio streams to DaVinci Cloud 
Transcribe.

DaVinci Cloud Transcribe
Utilizes Azure Cognitive Services to provide 
real-time transcription of calls.
Outputs transcription data directly into 
Salesforce Service Cloud Voice.

Salesforce Service Cloud
Displays call records enriched with 
transcription data and enables agents to 
handle calls and view real-time information.

KEY COMPONENTS OF PROOF OF TECHNOLOGY

Please note, customers are responsible 
for Azure Speech to Text costs. 
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Next Steps
To experience the power of integrating AVAYA Elite with Service Cloud Voice 
using DaVinci, schedule your Proof of Technology today.

Contact Us 
Website: https://www.amctechnology.com/proof-of-technology/
Email: Sales@amctechnology.com

Pricing & Scope

Hardware / Software 
RequirementsDELIVERABLES

• Deployment and configuration of DaVinci Premise 
Gateway for AVAYA AES.

• Deployment and configuration of DaVinci Media Gateway 
for AVAYA SBCE.

• Integration of Cloud Transcribe with SCV for real-time 
transcription.

• Documentation outlining system setup, configuration, and 
evaluation results.

BUSINESS USE CASES DEMONSTRATEDBUSINESS USE CASES DEMONSTRATED
Screen Pop
Automatically display relevant customer 
information to agents based on the 
incoming call.

Real Time Transcription
Provides accurate call transcription for 
improved agent productivity and 
compliance.

Optional Customization
Additional use cases and workflows can 
be scoped separately. A custom proposal 
will be provided based on specific 
requirements.

Included:
1. Software and services required to 

enable Service Cloud Voice with 
AVAYA Elite.

2. Installation and configuration of 
DaVinci Premise Gateway, Media 
Gateway, and Cloud Transcribe.

3. Real-time transcription for 5 users.

Standard evaluation period: 30 days

This PoT is limited to basic use cases 
(screen pop and real-time transcription). 
Additional workflows or integrations will 
require a separate agreement. 

• Windows Server 2022 or 2019
• CPU: 6 core or equivalent
• MEMORY: 6 GB
• DISK: 60 GB (after OS and 

Pre-Installation tasks)
• NETWORK ADAPTER: 1GB

• Connection to CTI/Channel 
middleware switch

• Avaya Aura 8.x and above.
• Avaya SBCE version 8.1 or 10.1 

and above. 
• Requires Azure Speech to Text 

Services*

*Customers are responsible for Azure 
Speech to Text costs


