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BREMN
BASESH I RRERNEAEFEEED 18T BENNRERE,

ECEEL & 7 TR BIAABF, ATLUEIBEAMRDSE ZBIEMBIEARER . EHEE I Unified
CCEE BIRVBX S , 3 B 7% kb B %1 - B& i 7E B B Unified CCESE Ko

PISMTIIFEREE BRI FRIULEIMTH . ETHERT , FBERAZEHINMTE

- IR EFEN AL TER.

- ITEREERBEEBHRBIER.

- IERBHPEANTIEEHERT. AIEEAETBTINZEBBSHEHAZFAT,

- EFBHHEMR,

« Unified CCEZiRElnew_task_failure;HE , —BEAASWZINew_Task_Failure & fE3)X post
first failure response ( 28 — R A MEE+ IXREHEH ) , EAASHESNETHEHE
ExceptionB% %,

- MREECiscolSHMBRLMEZREK ; il , WEMR PIME I e iSRRI R EHERED

B

RNERETTHRANARETRINAUEFBHEBEETHEHFRNBHRETFENLSR, ©R
Hp TEMRUERRSAERAEEBENBRERE.,

BEVHRECERE  BREEBRETA=R, ERUREZREEZEIHIWRN AR, E=ZEIE
wmE

1. ARix-{E&F F EIECE,

2. JAERR-TEECEZIUCCE,
3. Agent Leg -#$ & FF Bd B EE AR IR,
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ARRTEHBHE AT LUAMAARDE -
THERESIZE KB EEEFTRZARE




N 2B RBEAASHEAMSTE (MECMEREIHRE ¥ EXARREHRE) .

REETHBFBEANEENTHM
REREETEAGHS AL , BETLUE Arttest,

<ttroot>

## The agent does not Tog 1in.

rttest: agent_status /agent 5001

domain: Email_MRD (5001),
state = [off],

239 secs

C off Inbound_SG (5011, periph# 3)

off agent_peripheral.Email_MRD.14828 (5008, periph# 58660)
domain: OutboundEmail_MRD (5002), state = [off], 239 secs
C off Outbound_SG (5012, periph# 4)

off agent_peripheral.OutboundE.30541 (5009, periph# 74372)

## The agent does log in to ECE but the agent is not marked as available for email channel.

domain: Email_MRD (5001),
state = [nr-0:1[0], R

, 9 secs
CL nr Inbound_SG (5011, periph# 3)
L nr agent_peripheral.Email_MRD.14828 (5008, periph# 58660)
domain: OutboundEmail_MRD (5002), state = [nr-0:1[0],R], 9 secs
CL nr Outbound_SG (5012, periph# 4)
L nr agent_peripheral.OutboundE.30541 (5009, periph# 74372)

## The agent does log in to ECE as well as the agent is marked as available for email channel.

domain: Email_MRD (5001),

state = [na-0:1[0], RA],



4 secs

CL na Inbound_SG (5011, periph# 3)

L na agent_peripheral.Email_MRD.14828 (5008, periph# 58660)
domain: OutboundEmail_MRD (5002), state = [na-0:1[0],RA], 4 secs
CL na Outbound_SG (5012, periph# 4)

L na agent_peripheral.OutboundE.30541 (5009, periph# 74372)

## Here you can find more explanation for rttest output regarding agent's availability.

of f

- NotLoggedIn

nr

- NotReady

na

- NotActive
0:1

- AciteTasks
(0)
:ConcurentTaskLimit

(1

RA

- R is routable (if set),

A

indicated the router considers the agent available for new work in this domain.

B TEREIRE
BLRERDNREZEETEITHEREER , BESBTIIN K.



Notes

Mo notes

072172024 02:01:59 AM
0772172024 02:02:32 AM

0772172024 02:02:32 AM

0772172024 02:02:32 AM

0772172024 02:02:36 AM

0772172024 02:02:38 AM

System Services

Systemn Services
Systern Services
System Services

System Services

System Services

MNew incoming mail

Mew case created
By Start Workflow - Standard Workflow

Activity assigned 1o new case G073
By Start Workflow - Standard Workflow

sent to Unified CCE for routing

Unified CCE identified agent1 for assignment

A&, BUURETFERERTENEERE. EMEIRE>THER.

Sanicy -
Businass Calendars Hame Duscription At

Finish Workfiow This weorSov will Smecuti If o ORned Eound emal wo L
Codes and Classhcatons | e e 1
acr

Start Workfiow - Stancad This woriciow wl necuts Eafore e detned nbound wo s

Shart Workfiow - Transfer Tris veorkSos el emestn on #mad, 1ok 2Tves Tansle N

THEREELXEERZ

INFOBMRMARAURE AF A RHBANENR , NERMMEEBELETRESE, ARFREENE
HE®R  FEEESE>RREFR>RUERE,
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Enterprise Chat and Email
L
Edit Process Log: ecerules-process
Advanced Logging

Marme

Description

Maximum Trace Level 4 = Info w

h

reraton

A @ Pantiion Admi

Log File Mame

Maximurn Filg Size

Extensive Logging Duration

ReF , #SEEEE B EAE RIS,

REFTBHRERBSHR. AR, RETX



mm

cisco Enterprise Chat and Email

Sarvice w

EdlIIr‘lbDund Workflow: Inboud WF

Busingss Cabendars Geneis
{ i

Call vatiables

Codes and Clatsifications

o ~ - . o
Fy ] LS =t t .
[©] i = % =] =
MECros e Ueer  Complets 4] o Do Pt Acknosis
Oueues
Sanvice Levels
_ —
2 - fﬁ . i_{;ﬁ-:' =
atar (6> ¥ L gicl
San Lab SLA& TAL: Brasch TG O
Inbaind

Outbound

EHBREHE SRR EMERNIET/ERE, EARAG | ©Rinfo@uccelab.tac,

Add Start Mode

Start Points Workflows

Available Start Paints Sabectid Stam Points

infe@uccalab.tac

info@uccalab.tac

Sacure Massape Center

RIERBIAFERAEANBEFREEDRECEERETAL., TUARGMBKEBUNNEES
ExRERD. EEER K CHEARIERES , UFETHRE., ATHIRPEEEHELE
info@uccelab.tackIFi B B A E FE#HHruleLab SLAR B (BB RER , ZBRARBEAETEHERE
Finfo@uccelab.tac AR KB M BTH E E R 1) HEBIRISLAB B ERZESLA,

<#root>

## log path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_rul es-process

2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:
wor kflow item 1032 -

Activity Id: 6081 <@>

2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:
Executing Workflow item Lab SLA

- Activity Id: 6081 <@>
2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:


mailto:info@uccelab.tac
mailto:info@uccelab.tac
mailto:info@uccelab.tac

Rul e Eval uated: Lab SLA Rule -

Activity Id: 6081 <@>

2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance id :

egm _enmil.to_or_cc_emil _address -

Conparing: [Ljava.lang. String; @a6230a5 == i nfo@iccel ab.ta

- Activity Id: 6081 <@>
2024-06-06 15:50:49.202 GMT+0000 <@> INFO <@> [68:BPRulesInstance id

True action executed for the Rule: Lab SLA Rule

- Activity Id: 6081 <@>

996] <@> ProcessId:4744 <@> PID:

: 996] <@> ProcessId:4744 <@> PID:

i
) A fa =
."":f-:_":.':- > I_.]_,.':"' PII_:. ) h.l I'-\_r:l |
Start Lab SLA TAC Branch TAL Crosuue




Senvice Level Rule Configuration

Pherel GF thes By Peode ©

Lab SL&A

Croate navw nules Do, HOORSSING ends Thet rull o Sdavins Dot

whin & THLUE rule 5 Boand
W) Thes ruse s TRUE under the loliowing condtions

]

Spacify T oondition Tor tha ks

H th Pl i TROUE, ‘Il ST GETSATY 3400 el BTy Suppedt TLA, -

H the rubes i TROUE, theem: St coma Service: e Cusiomar Suppart SLA -

F ey TRE Foda ob Sdmarsd] | Thild 80 oty dleal: Bl

H mi TRUE rulis i Soand, T Sa ot SEnACd Hea

ool | oo |

DXERR—ERKE AU EREESBETFRAIIFEER, FRKRA , ETUBE®
THEAERARECHER, THEBREEEAE. 753, FHAREMITHERE,
1234567894 R IR ATACKR AIMBEN 2 XBRTACH X , RRAEEMA S REES
SRENEBAEFEH , HHIRHISFRERSRINEANE FBAHURKEBTAMAITHEERKE,

<tfroot>

## |l og path -> C \ECE\ eServi ce_RT\| ogs\eg_| og_ece_rul es- process

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance id : 996] <@ ProcessId:4744 <@ PID:



internal workflowitem 1033

- Activity Id: 6081 <@>

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance id

Executing Wirkflow item TAC Branch

- Activity Id: 6081 <@>

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance id

Rul e Eval uated: TAC Rul e

- Activity Id: 6081 <@>

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance id

egm _enuail . subject - Conparing: SR#123456789 contai ns SR#

- Activity Id: 6081 <@>

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id
True action executed for the Rule:

TAC Rule - Activity Id: 6081 <@

o
-
¥

i =
Compm

: 996]

: 996]

: 996]

: 996]

<@>

<@>

<@>

<@>

ProcessId:4744

ProcessId:4744

ProcessId:4744

ProcessId:4744

<@>

<@>

<@>

<@>

PID:

PID:

PID:

PID:



Branch Rule Configuration

Pikaemal OF That ey Pacede *

T&C Branch

Create rew nulis Dekow, procosssng ends This rubs (5 abvays [rue

wihg & TRUE nala b Pownad
o) This ruls 5 TRUE under the folidwrng Sondiions

= Specify the condition Tor the nda

I the Pl 15 TRUE, noate 1o thig egat | Emad_MIRD_amadn .

¥ 5a TRUE rude (& found, iouls 50 this Bingel

_Cancel | Done |
Lt BT RARBR TERERFEEDBETT,

<#froot>

## log path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_rul es-process

2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@ ProcessId:4744 <@> PID:
Activity nmoved to Queue |d:

1008 - Activity Id: 6081 - approval_type configured for the queue: <@>



B —REBBETACE BN O XTUTACH X , ZHAEEMEBEAESTFEHY  HEBEAS
EMARTEHSRY , S EHREAE FEHHNZEE T Scase#123456789 , BEZEF TR B EEM
SR# , It ¥R A ITHIFalsei2fE, ERlt , REBZBH I SEBETAEREERS,

<#root>

## |l og path -> C.\ECE\eServi ce_RT\| ogs\eg | og_ece_rul es-process

2024-06-06 16:14:20.504 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:
2024-06-06 16:14:20.504 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:

Executing Wirkfl ow item TAC Branch

- Activity Id: 6086 <@>
2024-06-06 16:14:20.504 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:

Rul e Eval uated: TAC Rul e

- Activity Id: 6086 <@>
2024-06-06 16:14:20.504 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id : 996] <@> ProcessId:4744 <@> PID:

evaluate() <@ Condition Attribute is : egm _emmil.subject - Conparing: case#123456789 contai ns SR#

- Activity Id: 6086 <@>
2024-06-06 16:14:20.504 GMT+0000 <@> INFO <@> [68:BPRulesInstance id : 996] <@> ProcessId:4744 <@> PID:

Fal se action executed for the Rule: TAC Rule

- Activity Id: 6086 <@>

2024-06-06 16:14:20.535 GMT+0000 <@> ERROR <@> [68:BPRulesInstance id : 996] <@> ProcessId:4744 <@> PID

checkAndMoveSt uckActi viti esToException() <@ Activity is not processed, noving to exception queue

Property = Activityld & value = 6086
Property = Caseld & value = 6052
Property = DepartmentId & value = 999
Property = ActivityType & value 1
Property = ActivityMode & value = 100
Property = ActivitySubType & value =1
Property = ActivityStatus & value = 4000
Property = ActivitySubStatus & value = 4100
Property = ActivityPriority & value = 0
Property = DateCreated & value = 2024-06-06 16:14:09
Property = CreatedBy & value = 12
Property = DateModified & value = 2024-06-06 16:14:20
Property = DueDate & value = 06/06/2024 16:24:09

QETT\-&H%EE‘%New task 2 B ASE BB B EEAMR RS |, AIEEAE S BME TERE
MIERBE L ; MBEMEIENew task2 BHEEEBRABASIEREAMRTES |, BIFE EEEAASE&
RERERE,

HrRFERLEEEN AL ITER



ELEfP  CERTAERNEFEARPIEREREREFAPIERESNEFREEZE,

Al Enterprise Chat and Email

Sabed Deparireecl w
ST [Cempripep ey AT TA
Fomigom g Mony Tres. i fony wil godcifi D Geedtvaed indeoeinid Simuel o i
| S LT il
wiony -~ Suwdand T veoyofny Wil emeCuti Deh0 e T Dl FED0unsd Wi
' . SRR WS = TERFrhi Fhis wedrSdny will doiteuds 05 0 Ta, Wik EC1Tlerd Baflbined 1O L]

TIAEEFT . ERERMN THEANEWF, THERE  MEMR  EARTHEREERE XS
IE% #hB& 21751,

<#root>

## |l og path -> C \ECE\ eServi ce_RT\| ogs\eg_| og_ece_rul es-process

2024-08-08 18:02:05.323 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@- PI
Executing Wirkfl ow. Sales | nbound WF

- Activity Id: 6139 <@>

2024-08-08 18:02:05.323 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@ PI
2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@ PI
2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@ PI

Executing Workflow item Sales Queue

- Activity Id: 6139 <@>
2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@ PI

Routing to external queue

: 1023 - Activity Id: 6139 <@
2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@ ProcessId:8668 <@ PI

S—FHE, MIRRZEEAERNAEIERE , ECEElBHR "TRIERE) . WRBFIRKBERE
ENEAETBHIERE , IggiTHITHFERE.



cisen nterprise Chat and Email

Sakas Departmesni e

Bmivg

Finigh Wesrkfow

D garigtion

Thig wiork iy will ity I nd datngd SDound smail werkiiow

| Salas Inboursd WF

SEa Werkfiow = SEandand

Seat Workliow - Transfar

<ttroot>

This workiiow will auscuts Bons The defingd nBound workniow wad

This swoaricliomy will uscute on &M

## |l og path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_rul es-process

2024-08-08 18:14:35.831 GMT+0000 <@>

Executing Workflow Finish Wrkfl ow

- Activity Id: 6140 <@>
2024-08-08 18:14:35.831 GMT+0000 <@>

Fi ni shed execution of Workfl ow

=0
<@>
<@>
<@>
<@>

- Activity Id: 6140. Time taken
2024-08-08 18:14:35.831 GMT+0000
2024-08-08 18:14:35.831 GMT+0000
2024-08-08 18:14:35.858 GMT+0000
2024-08-08 18:14:35.867 GMT+0000

INFO <@> [3626:BPRulesInstance

INFO <@> [3626:BPRulesInstance

Fi ni sh Wor kf | ow

seconds. <@>

INFO <@> [3626:BPRulesInstance
INFO <@> [3626:BPRulesInstance
INFO <@> [3626:BPRulesInstance

id

id

id

id

RS SCEAATHRS TaNg|

1 996]
id
ERROR <@> [3626:BPRulesInstance id :

P 10 P

996] <@ ProcessId:8668 <@ PI

996] <@ ProcessId:8668 <@ PI

996] <@ ProcessId:8668 <@ PI
<@> ProcessId:8668 <@> PI
996] <@ ProcessId:8668 <@ PI

996] <@> ProcessId:8668 <@ P

checkAndMoveSt uckActi viti esToException() <@ Activity is not processed, noving to exception queue

Property = Activityld & value = 6140
Property = Caseld & value = 6086
Property = DepartmentId & value = 1002

[
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i Enterprise Chat and Email

Sanvica -

3. Itermns that contain Edli.&larm Workflow: Alarm WF I
Business Calendars pp— | Diagran |
Call Variables '
Codes and Classifcations —{Z} [=+1 -y

& = b3 =

Macros Cmue Ligas Completion Workfioww Department
Cueues
Senvice Levels

Start TAC Case Alarm TAC Qusue

Oustbrdund




EE  INFOMRBIMEHRMA BFRMETERANER , I HBEREE TR SEERR
. AMRBEEMNBMRA , FFEMEPartition > System Resources > alarm-rules
process.

&R JA T 0R BT BB BN TR AR AV I SR LA B



Add Start Node

[obecs | | scrooue

Folders 4 Available Objects F] Selected Objects

Queues Default exception gueus Default exception quewe

b Voor Gnoups Email_MRD_Senvice

Users
CutboundEmail_MRD_emailout
QutboundEmail_MRD_Service

TAC Queue

E-EFEER , AUNEHPREERERTER. ELELd  CEERERFEBE X

Add Start Node

Specily the time or times that the workflow should be run.

Thar woerk fliceey should ba nen once at i e 3500 P = arii 024

This workfSow showid be nun muliple Bmas

HEHRBAARERST  LEARENTSREXRBFIRVESE. EX0F , CREER/FEREERS
PHEFEHED  HSLAMRIEFARERI0DEE L,

Alarm Rule Configuration

Name of the New Node *:

TAC Case Alarm

This rule is TRUE under the following conditions:

Object Attribute Operator Value Boolean
v W £ W £
l Activity v Minutes till due v >z v 30 AND w q
<#root>

## |l og path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_al armrul es-process



2024-07-17 16:37:23.303 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :

Executing Wirkflow item TAC Case Al arm

<@>

2024-07-17 16:

2024-07-17 16
2024-07-17 16
2024-07-17 16

Condition Stri

<@>

2024-07-17 16:
2024-07-17 16:
2024-07-17 16:
2024-07-17 16:
2024-07-17 16:
2024-07-17 16:

workflow_id

137:
137:
137:

ng :

37

37:

37:
37:
37:

37:
37:

23.303 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance 1id :

23.307 GMT+0000 <@> PERF <@> [73:AlarmRuleInstance id :
23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
23.307 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance 1id :

mns_tilldue >= 30

23.307 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance 1id :
23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
23.308 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :

= 1029 : Type = java.lang.Long

989] <@> ProcessId:8632 <@ P

989] <@> ProcessId:8632 <@> PI

989] <@> ProcessId:8632 <@> PI
989] <@> ProcessId:8632 <@ P
989] <@> ProcessId:8632 <@> PI

989] <@> ProcessId:8632 <@ PI
989] <@ ProcessId:8632 <@ P
989] <@> ProcessId:8632 <@>
989] <@> ProcessId:8632 <@>
989] <@> ProcessId:8632 <@>

P
P
P
989] <@> ProcessId:8632 <@ P

A, EEBEEStrueNBERT B4 AEFALEECREREERIBHIITACKIINE
B, UBRETLENEFBABRBHIRERN  RARRBMMANKE. EXRE+S , MREHE
HFRELERFIMTARAMTERFIEENSR , IEEETERNE  RLEFBAEEEEHAE

TACES,



Alarm Rule Configuration

Name of the New Node =

TAC Case Alarm

Condition |l True |

Specify the objects to create or modify when this rule is TRUE.

Action Object

Filter v Activity ~ 08

Specify the criteria of the activities to be further processed by this workflow.

Basic Advanced Refationships

Type Attribute Operator Value Boolean

activities Department name = w Senvice v AND W

activities Activity ID = - AND -

activities Casa ID = w AN ”
Iacmn'ties Subject Containg w case AND -

activities Assigned to (usemame) Contains b AND w

activities Created on = - M Ct y a date AND v

activities Activity priority = w w AND w

activities Queue name Containg - ANL "

Done
<#root>

## 1 og path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_al ar m rul es- process

2024-07-17 16:37:23.366 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id : 989] <@ ProcessId:8632 <@ P
classwhereclause = null
deptwhereclause = ( egpl_department.department_name = N'Service' ) : Type = java.lang.String
caseownerwhereclause = null
contactpointemailwhereclause = null
emailattachmentdatawhereclause = null
userwhereclause = null



emaildatawhereclause = null
toemailaddresswhereclause = null
custdeptwhereclause = null
ccemailaddresswhereclause = null
contactpointwhereclause = null
customerattributeswhereclause = null

wher ecl ause =

(
egpl casengnt _activity.subject |ike N %ase%

ESCAPE '\' ) : Type = java.lang.String
contactpointsocialwhereclause = null
routingnodewhereclause = null
contactpersonwhereclause = null
emailwhereclause = null
customerwhereclause = null
contactpointpostalwhereclause = null
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Pick Activities
First select a queue or user, Then select the activities to pull into your Inbox
Pick from: @ queve Quser Default exception queue

cases

CaselD Contact point Created on Due on Queus name

0711 TI2024 06:35 PFM Default exception quew

6072 customer ] @uccelab.fac

RE , EEEHEDE S B S casettMIESRAER

Email

u Send & Complete

Activity Details  Actisty Body

=
customert Succelab.tac Activity Details
- ect  Re: case# 123456789 [#6072)
ct Relcases#1234 5072 B AcviyiD SICE |
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