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<tfroot>

Agent is logged into Finesse and is in the ready status for Task Managenent:

08:54:27:874 cg3A-ctisvr Trace: AGENT_EVENT: ID=1080 Periph=5000 Ext=1080 Inst=1080 Sig=Finesse Uniquel
08:54:34:531 cg3A-ctisvr Trace: AGENT_EVENT: ID=1080 Periph=5000 Ext=1080 Inst=1080 Sig=Finesse Uniquel

CCBU-CCPUBLICAPPS



<ffroot>

CCPPubl i capps subnits a Soci al Contact Create Request to CCBU-Runtine for a new task:

0000000078: 192.168.1.1: Jan 30 2024 08:55:49.233 -0500: %CCBU__CCPPUBLICAPPS-6-REQUEST_INITIATED: %[De
0000000011: 192.168.1.1: Jan 30 2024 08:55:49.235 -0500: %CCBU___ CCPAPI-6-CREATE_SOCIAL_CONTACT:

CCBU HEt
<#root>
CCBU- Runtinme receives the request to create a Soci al Contact for a new task:

0000000056: 192.168.1.1: Jan 30 2024 08:55:49.243 -0500: %CCBU___ FEEDS-6-MSG_INCOMING_FROM_BUS: !
0000000057: 192.168.1.1: Jan 30 2024 08:55:49.246 -0500: %CCBU___ FEEDS-6-CREATE_SOCIAL_CONTACT:

CCBU TEIY

<tfroot>

Soci al Contact is created and a Social Contact!|D is generated:

In this step, note down the the SocialContactID and use it to track the task through the rest of the 1o

0000000062: 192.168.1.1: Jan 30 2024 08:55:49.272 -0500: %CCBU___ FEEDS-6-SOCIAL_CONTACT_CREATED:
0000000063: 192.168.1.1: Jan 30 2024 08:55:49.273 -0500: %CCBU___ FEEDS-6-SOCTAL_CONTACT_PROCESSO
0000000064: 192.168.1.1: Jan 30 2024 08:55:49.273 -0500: %CCBU___ FEEDS-6-SOCIAL_CONTACT_CREATED:

CCBU TEIY

<tfroot>

Soci al Contact is currently in the unread status:

// Campaign ID and the SocialContact tags are associated with the SocialContact.

0000000140: 192.168.1.1: Jan 30 2024 08:55:49.329 -0500: %CCBU CCP-DS-API-6-CCP_DS_API_MESSAGE: Rea
0000000072: 192.168.1.1: Jan 30 2024 08:55:49.343 -0500: %CCBU CAMPAIGN-6-RECEIVED_FILTER_SOCTAL_
0000000073: 192.168.1.1: Jan 30 2024 08:55:49.344 -0500: %CCBU CAMPAIGN-6-SC_FILTER_CACHE_UPDATE:
0000000074: 192.168.1.1: Jan 30 2024 08:55:49.349 -0500: %CCBU CAMPAIGN-6-UPDATING_SOCTAL_CONTACT.
0000000141: 192.168.1.1: Jan 30 2024 08:55:49.366 -0500: %CCBU CCP-DS-API-6-CCP_DS_API_MESSAGE: Rea
0000000047: 192.168.1.1: Jan 30 2024 08:55:49.398 -0500: %CCBU_NOTIFICATION-6-NOTIFICATION_REQUEST: %

MR PIM

<ttroot>


http://ccp-ip/ccp/socialcontact/5AA797871000018D0000004139ED7AD5
http://ccp-ip/ccp/socialcontact/5AA797871000018D0000004139ED7AD5

MR Pl M receives the NEWTASK event from CCP

08:55:49:391 PG2A-pim3 Trace: Application->PG:
Message = NEW_TASK; Length = 201 bytes

DialogueID = (4) Hex 00000004

SendSegNo = (1) Hex 00000001

MRDomainID = Undefined

PreviousTask = -1:-1:-1

PreferredAgent = Undefined

Service = (0) Hex 00000000

CiscoReserved = (0) Hex 00000000

ScriptSelector: CumulusTask

ApplicationStringl: ae93f5ad-452d-4c52-8057-8d23864a8a8a
ApplicationString2: 5AA797871000018D0000004139ED7AD5
ServiceRequested = (0) Hex 00000000

MR PI M sends a NEW CALL event to the Router for this new task:

08:55:49:391 PG2A-pim3 Trace: Send INRCMSGNewCall to Router :
NEW_CALL RCID=5004 PID=5001 DID=4 DIDRelSeqg#=1 GrpDelKey=5004 CRS(RtrDate— 1,RtrCID=-1) RCKSeg#=-1 NICC

RTR

<tfroot>

Rout er receives the NewCall event and then runs the associated script, which then picks an avail abl e age

08:55:49:401 ra-rtr Trace: (4 x 0 : 0 0) NewCall: CID=(154526,37051928), DN=CumulusTask, ANI=ae93f5ad-4
08:55:49:401 ra-rtr Trace: (4 x 0 : 0 0) CID=(154526,37051928) :CumulusTask:Step 1 sending call to Agent

Once an agent picked, the Router sends a Device PreCalllndicator nmessage to the cti server in order to r

08:55:49:401 ra-rtr Trace: (4 x 0 : 0 0) DeviceTargetPreCall_V14: CID=(154526,37051928), PerID=5000, PQ
08:55:49:401 ra-rtr Trace: DN=CumulusTask, ANI=ae93f5ad-452d-4c52-8057-8d23864a8a8a, CED=5AA79787100001
08:55:49:401 ra-rtr Trace: RCKSegNum=0, DelayQTime=0, DelayRouterTime=0, SGDelayQTime=0

08:55:49:401 ra-rtr Trace: CallGUID=, CustomrID=1 ServiceRequested=0

08:55:49:401 ra-rtr Trace: LocationParamPKID=, LocationParamName=, SIPHeader=

08:55:49:401 ra-rtr Trace: NIC_CalledPartyNumber=CumulusTask ECCPayloadID=1

08:55:49:401 ra-rtr Trace: OrigRCCal1ID{PhyCtr1ID=0, RCID=0, D1gID=0x0} OrigOperationType=0

At the sanme tine, Router also sends a CONNECT nessage to the MR PG

08:55:49:401 ra-rtr Trace: (4 x 0 : 0 0) Connect: CID=(154526,37051928), EventSelect=0x0, ServiceType=0
08:55:49:401 ra-rtr Trace: (4 x 0 : 0 0) Deleting Dialog.
08:55:50:448 ra-rtr Trace: Agent 5172 from PG domain 5011. [na-0:3[0],RA*] to [res-0+1:3[0],R]

MR PIM

<ttroot>



MR PI M receives the CONNECT nessage fromthe Router and then sends a DO TH S W TH TASK event to the CCP

08:55:49:391 PG2A-pim3 Trace: MR_Peripheral::0n_Router_Connect:

CONNECT RCID=5004 PID=5001 DID=4 DIDRelSeq#=0 CRS(RtrDate=154526,RtrCID=37051928) RCKSeq#=0 ErrorCode=0

08:55:49:391 PG2A-pim3 Trace: PG->Application:

Message = DO_THIS_WITH_TASK; Length = 135 bytes
DialogueID = (4) Hex 00000004
SendSegNo = (1) Hex 00000001

IcmTaskID

154526:37051928: 1

SkiT1Group = (5199) Hex 0000144f

Service = Undefined

Agent = (5172) Hex 00001434

AgentInfo: 5172
Label:
ApplicationString2:

MRDID = (5011) Hex 00001393

Interruptible = (1) Hex 00000001

CTISVR

<tfroot>

Agent is RESERVED:

08:55:49:391 cg3A-ctisvr Trace: AGENT_EVENT: ID=1080 Periph=5000 Ext=1080 Inst=1080 Sig=Finesse Uniquel
08:55:49:391 cg3A-ctisvr Trace: DEVICE_TARGET_PRE_CALL_IND - Instrument=1080 RouterCallKey=154526 37051

CCBU-CCPAPI

<tfroot>

Soci al Contact State

0000000114: 192.168.1.
0000000115: 192.168.1.
0000000116: 192.168.1.

Soci al Contact State

0000000118: 192.168.
0000000119: 192.168.
0000000120: 192.168.

R R

# MH[A 2 CTISVR

queued:

1:
1:
1:

Jan 30
Jan 30
Jan 30

reserved:

.1
.1
.1

Jan 30
Jan 30
Jan 30

2024
2024
2024

2024
2024
2024

08:
08:
08:

08:
08:
08:

55:
55:
55:

55:
55:
55:

49.
49.
49.

49.
49.
49.

508
509
511

573
573
574

-0500:
-0500:
-0500:

-0500:
-0500:
-0500:

%CCBU
%CCBU
%CCBU

%CCBU
%CCBU
%CCBU

EVENTING-6-DS_NOTIFICATION_EVENT: !

__ EVENTING-6-SOCIAL_CONTACT_PUBLISH_

EVENTING-6-SOCIAL_CONTACT_PUBLISH_

EVENTING-6-DS_NOTIFICATION_EVENT: !

__ EVENTING-6-SOCIAL_CONTACT_PUBLISH_

EVENTING-6-SOCIAL_CONTACT_PUBLISH_


http://sm1.dcloud.cisco.com/ccp-webapp/ccp/socialcontact/5AA797871000018D0000004139ED7AD5
http://sm1.dcloud.cisco.com/ccp-webapp/ccp/socialcontact/5AA797871000018D0000004139ED7AD5

<tfroot>

OFFER_TASK I ND sent to cti server by Finesse

103624: [INFO]: [call-id ] [agent-id ]: [Jan 30 2024 08:55:58.952 -0500]: [COMMAND_POOL-1-worker-9]: [c

08:55:58:923 cg3A-ctisvr Session 3: MsgType:OFFER_TASK_IND (InvokeID:0x8a88 MRDID:5011 ICMAgentID:5172
08:55:58:923 cg3A-ctisvr Session 3: TaskID:154526/37051928/1ARMSki11GroupID:5199 ARMServiceID:N/A )
08:55:58:923 cg3A-ctisvr Trace: ProcessOfferTaskInd - sessionID 3

08:55:58:923 cg3A-ctisvr Trace: SendARMMsg: ARM_OFFER_TASK_IND-- InvokeID = 35464, ClientInvokeID = 354
Ski11GroupID = 5199, ServiceID = -1, SessionID = 3

In response, OFFER TASK EVENT is sent to Finesse

08:55:58:923 cg3A-ctisvr Trace: OFFER_TASK_EVENT: Peripher1ID=5000 PeripheriType=4 MRDomainID=5011
08:55:58:923 cg3A-ctisvr Trace: TaskID=154526:37051928:1 ICMAgentID=5172 Skil1GroupID=5199
08:55:58:923 cg3A-ctisvr Trace: ServiceID=2671908 ApplicationRouted

2 MH|A

<#root>
O f er TaskEvent recei ved by Finesse:
103629: [INFO]: [call-id ] [agent-id ]: [Jan 30 2024 08:55:58.953 -0500]: [EVENT_POOL-1-worker-17]: [c.

103630: [INFO]: [call-id [154526_37051928_1]] [agent-id [1080]]1: [Jan 30 2024 08:55:58.954 -0500]: [EVE
103631: [INFO]: [call-id [154526_37051928_1]] [agent-id [1080]]1: [Jan 30 2024 08:55:58.954 -0500]: [EVE

Fi nesse now sends START_TASK_IND to cti server:

104059: [INFO]: [call-id ] [agent-id ]: [Jan 30 2024 08:56:53.772 -0500]: [COMMAND_POOL-1-worker-11]: [

CTISVR

<tfroot>

START_TASK_I ND recei ved from Fi nesse

08:56:53:745 cg3A-ctisvr Session 3: MsgType:START_TASK_IND (InvokeID:0x8b47 MRDID:5011 ICMAgentID:5172
08:56:53:745 cg3A-ctisvr Session 3: TaskID:154526/37051928/1ARMSkiT11GroupID:5199 ARMServiceID:N/A )
08:56:53:745 cg3A-ctisvr Trace: ProcessStartTaskInd - sessionID 3

08:56:53:745 cg3A-ctisvr Trace: SendARMMsg: ARM_START_TASK_IND-- InvokeID = 35655, ClientInvokeID = 356
Ski11GroupID 5199, ServiceID = -1, SessionID = 3

Agent is now in the ACTIVE state

08:56:53:745 cg3A-ctisvr Trace: AGENT_EVENT: ID=1080 Periph=5000 Ext=1080 Inst=1080 Sig=Finesse Uniquel


http://jabber.org/protocol/pubsub

START_TASK_EVENT is sent to Finesse

// Once the agent is moved to the ACTIVE state and the START_TASK_EVENT is sent to Finesse, this is whe
08:56:53:745 cg3A-ctisvr Trace: START_TASK_EVENT: Peripher1ID=5000 Peripherl1Type=4 MRDomainID=5011
08:56:53:745 cg3A-ctisvr Trace: TaskID=154526:37051928:1 ICMAgentID=5172 Skil1GroupID=5199

08:56:53:745 cg3A-ctisvr Trace: ServiceID=2671908 ApplicationRouted

2 MH|A

<tfroot>

St art TaskEvent received by Finesse:

104066: [INFO]: [call-id ] [agent-id 1: [Jan 30 2024 08:56:53.774 -0500]: [EVENT_POOL-1-worker-19]: [c.
104067: [INFO]: [call-id ] [agent-id 1: [Jan 30 2024 08:56:53.774 -0500]: [EVENT_POOL-1-worker-19]: [c.
104068: [INFO]: [call-id ] [agent-id 1: [Jan 30 2024 08:56:53.774 -0500]: [EVENT_POOL-1-worker-19]: [c.

When the task is ended, END TASK IND is forwarded to the cti server by Finesse

104611: [INFO]: [call-id ] [agent-id ]: [Jan 30 2024 08:58:10.565 -0500]: [COMMAND_POOL-1-worker-13]: [

CTISVR

<tfroot>

END_TASK_| ND recei ved from Fi nesse

08:58:10:536 cg3A-ctisvr Session 3: MsgType:END_TASK_IND (InvokeID:0x8c2c MRDID:5011 ICMAgentID:5172
08:58:10:536 cg3A-ctisvr Session 3: TaskID:154526/37051928/1ICMDisposition:38 ApplicationDisposition:38
08:58:10:536 cg3A-ctisvr Trace: Decode string length error: element "WrapupData", strlen 0, fieldlen 2
08:58:10:536 cg3A-ctisvr Trace: ProcessEndTaskInd - sessionID 3

08:58:10:536 cg3A-ctisvr Trace: SendARMMsg: ARM_END_TASK_IND-- InvokeID = 35884, ClientInvokeID = 35884
WrapupData = , ApplicationData =

08:58:10:536 cg3A-ctisvr Trace: MDSIO::ProcessOPCMessage: received msgtype 97 (CTI_END_TASK_EVENT)

Agent is noved to NOT_ACTI VE status and END_TASK EVENT is send back to Fi nesse

08:58:10:536 cg3A-ctisvr Trace: AGENT_EVENT: ID=1080 Periph=5000 Ext=1080 Inst=1080 Sig=Finesse Uniquel
08:58:10:536 cg3A-ctisvr Trace: END_TASK_EVENT: Peripher1ID=5000 Peripher1Type=4 MRDomainID=5011
08:58:10:536 cg3A-ctisvr Trace: TaskID=154526:37051928:1 PreviousTaskID=-1:-1:-1

08:58:10:536 cg3A-ctisvr Trace: ICMAgentID=5172


http://jabber.org/protocol/pubsub

EndTaskEvent

recei ved on Finesse fromthe CTlISVR

104624: [INFO]:

END_TASK_EVENT_HANDLER update sent to the Finesse client:

104625: [INFO]:
104626: [INFO]:
104627: [INFO]:

[call-id ] [agent-id ]:

[call-id ] [agent-id ]:

Fi nesse now nakes a REST cal

104632: [INFO]:

CCP returns a successfu

104633: [INFO]:
104634: [INFO]:

CCBU-CCAPI

<tfroot>

[Jan 30 2024 08:58:10.568 -0500]: [EVENT_POOL-1-worker-16]: [c.

[Jan 30 2024 08:58:10.568 -0500]: [EVENT_POOL-1-worker-16]: [c.
[call-id [154526_37051928_1]] [agent-id [1080]]: [Jan 30 2024 08:58:10.569 -0500]: [EVE
[call-id [154526_37051928_1]] [agent-id [1080]]: [Jan 30 2024 08:58:10.569 -0500]: [EVE

to CCP for the EndTask event:

[call-id ] [agent-id ]:

[call-id ] [agent-id ]:
[call-id ] [agent-id ]:

[Jan 30 2024 08:58:10.569 -0500]: [SM-TASK-NOTIFIER-POOL-1]: [c

response indicating that the Social Contact is closed and narked as Handl ed:

[Jan 30 2024 08:58:10.679 -0500]: [SM-TASK-NOTIFIER-POOL-1]: [c
[Jan 30 2024 08:58:10.679 -0500]: [SM-TASK-NOTIFIER-POOL-1]: [c

CCP receives a request from Finesse to close the Social Contact:

0000001461: 192.168.1.1:

Soci al Cont act status

0000001462 :
0000000165:
0000000166:
0000001463
0000000121:
0000000122:
0000000034:
0000000123:
0000000124:

CCPREOLCIREEL

192.
192.
192.
192.
192.
192.
192.
192.
192.

RTMT AtE

168.
168.
168.
168.
168.
168.
168.
168.
168.

RPRRPRRPRRPRRPRRRR
RPRRPRRPRRPRRPRRPRRR

Jan 30 2024 08:58:10.641 -0500:

s updat ed

Jan
Jan
Jan
Jan
Jan
Jan
Jan
Jan
Jan

30
30
30
30
30
30
30
30
30

to Handl ed:

2024
2024
2024
2024
2024
2024
2024
2024
2024

08:
08:
08:
08:
08:
08:
08:
08:
08:

58:
58:
58:
58:
58:
58:
58:
58:
58:

10.
10.
10.
10.
10.
10.
10.
10.
10.

650
655
665
676
680
694
694
694
696

-0500:
-0500:
-0500:
-0500:
-0500:
-0500:
-0500:
-0500:
-0500:

%CCBU CCPAPI-6-REST_API_INFO: CONTACT_
%CCBU CCPAPI-6-REST_API_INFO: CONTACT_
%CCBU CCP-DS-API-6-CCP_DS_API_MESSAGE: Wri
%CCBU CCP-DS-API-6-CCP_DS_API_MESSAGE: Rea
%CCBU CCPAPI-6-REST_API_INFO: CONTACT_
%CCBU EVENTING-6-MSG_INCOMING_FROM_BUS:
%CCBU EVENTING-6-DS_NOTIFICATION_EVENT: !
%CCBU MSGPROXY-6-MSG_INCOMING_FROM_BUS: !
%CCBU EVENTING-6-SOCIAL_CONTACT_PUBLISH_
%CCBU EVENTING-6-SOCIAL_CONTACT_PUBLISH_


http://jabber.org/protocol/pubsub
http://sm1.dcloud.cisco.com/ccp-webapp/ccp/socialcontact/5AA797871000018D0000004139ED7AD5

[f Select CCP Senvices/Applications

|| Select all Services on all Servers

Mame

All Servers

CCP Chat Gateway Service

CCP Datastore Service

CCP Indexer Service

CCP Migration

CCP ORM Service

CCP Public REST API

CCP REST API

CCP Runtime Senvice

CCP XMPP Server Senvice

L L L L

<ttroot>

file Tist activelog mmca/logs/*
OR

file Tist activelog mmca/logs/* detail

admin:

file list activelog mmta/l ogs/*

<dir> ccp-chat-gateway
<dir> ccp-ds-indexer
<dir> ccp-ds-storage
<dir> ccp-xmpp-server
<dir> ccpapi

<dir> ccppublicapps
<dir> certMgmt

<dir> orm

<dir> runtime

<dir> tomcat

informix-stats.out install_report_server.sh.out
mmca-drs-reg.log sml_mmca_dbsetup.log

dir count = 10, file count = 4




<#root>

CCP Chat Gateway Service

file get activelog mmca/logs/ccp-chat-gateway/*

CCP Dat astore Service

file get activelog mmca/logs/ccp-ds-storage/*

CCP | ndexer Service

file get activelog mmca/logs/ccp-ds-indexer/*

CCP ORM Service

file get activelog mmca/logs/orm/*

CCP Public REST API

file get activelog mmca/logs/ccppublicapps/*

CCP REST API

file get activelog mmca/logs/ccpapi/*

CCP Runtine Service

file get activelog mmca/logs/runtime/*

CCP XMPP Server Service

file get activelog mmca/logs/ccp-xmpp-server/*

CCP Tontat



file get activelog mmca/logs/tomcat/*

kl
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https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/configuration/guide/ucce_b_features-guide-1261/ucce_m_task_routing-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_1/configuration/guide/ucce_b_features-guide-1261/ucce_m_task_routing-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_2/configuration/guide/ucce_b_features-guide-1262/ucce_m_task_routing-1261.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/icm_enterprise/icm_enterprise_12_6_2/configuration/guide/ucce_b_features-guide-1262/ucce_m_task_routing-1261.html
https://www.cisco.com/c/en/us/support/index.html?referring_site=bodynav
https://www.cisco.com/c/en/us/support/index.html?referring_site=bodynav
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