Fehlerbehebung: Protokollanalyse des
Peripherie-Gateways fiur Enterprise Chat und E-
Mail - Chat-Workflow
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Einfihrung

Dieses Dokument beschreibt die Fehlerbehebung flir die Protokollanalyse des Peripheriegerats-
Gateways flr den Chat- und E-Mail-Chat-Workflow in Unternehmen.

Voraussetzungen

ECE 11.6 (qgilt auch fur die Cloud-Bereitstellung)

UCCE 11,6

Anforderungen
Cisco empfiehlt, Uber Kenntnisse in folgenden Bereichen zu verflugen:

- ECE
- Unified Contact Center Enterprise (UCCE)

Verwendete Komponenten

Die Informationen in diesem Dokument basieren auf UCCE 11.6 und ECE 11.6.1 ES 6 ES6_1A.
Die Informationen in diesem Dokument wurden von den Geraten in einer bestimmten
Laborumgebung erstellt. Alle in diesem Dokument verwendeten Gerate haben mit einer leeren

(Standard-)Konfiguration begonnen. Wenn |hr Netzwerk in Betrieb ist, stellen Sie sicher, dass Sie
die potenziellen Auswirkungen eines Befehls verstehen.

Fehlerbehebung

Fall 1. Handlermarken fiir den Chat verfiigbar.

Protokolle zur Uberpriifung: Listener von der ECE.



CTIServer- und Agent PG OPC-Protokolle von ICM.
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Ausschnitt fur ICM-CTIS-Serverprotokolle:

"MAKE_AGENT_ROUTABLE_IND", erhalten vom Listener-Prozess von der ECE

10: 06: 31: 759 cgla-ctisvr Session 1: MsgType: MAKE_AGENT_ROUTABLE | ND (| nvokel D: 0xa233 MRDI D: 5001
| CMAgent | D: 5001 MaxTasks: 1 )

10: 06: 31: 759 cgla-ctisvr Trace: ProcessMakeAgent Routablelnd - sessionlD 1

10: 06: 31: 759 cgla-ctisvr Trace: SendARMMEg -- |Invokel D = 41523, MRDID = 5001, |CMAgentlD = 5001,
MaxTasks = 1, SessionlD =1

10: 06: 31: 759 cgla-ctisvr Session 1: MsgType: MAKE_AGENT_READY_I ND (| nvokel D: 0xa234 MRDI D: 5001

| CMAgent | D: 5001 MakeRout abl e: True )

10: 06: 31: 759 cgla-ctisvr Trace: ProcessMakeAgent Readylnd - sessionlD 1

10: 06: 31: 759 cgla-ctisvr Trace: SendARMMEg -- |Invokel D = 41524, MRDID = 5001, |CMAgentlD = 5001,
MakeRout able = 1, SessionlD =1

Agent markiert NOT_ACTIVE von NOT_READY.

10: 06: 31: 774 cgla-ctisvr Session 8: Ski | | G oupNunber: 117497 Skill Groupl D: 5006
Skil | GoupPriority: 0 AgentState: NOT_ACTI VE
10: 06: 31: 774 cgla-ctisvr Session 8: Event ReasonCode: 0 MRDI D: 5001 Nunifasks: 0 Agent Mbde: 1

MaxTaskLi mit: 1 | CMAgent | D: 5001

10: 06: 31: 774 cgla-ctisvr Session 5: Ski | | G oupNunber: 2 Skill G oupl D: 5009
Skil | GoupPriority: 0 Agent State: NOT_ACTI VE
10: 06: 31: 774 cgla-ctisvr Session 5: Event ReasonCode: 0 MRDI D: 5001 Nunifasks: 0 Agent Mbde: 1

MaxTaskLi mit: 1 | CMAgent | D: 5001
NOT_ACTIVE impliziert hier, dass der Support-Mitarbeiter bereit ist, den Chat zu akzeptieren. und
funktioniert nicht "aktiv" vor jeder vorherigen Chat-Aktivitat.

Fall 2. Wenn ECE eine neue Aktivitdt sendet, die an einen verfligbaren Agenten weitergeleitet
werden soll.
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PIM logs :

1. NEW_TASK is received from ECE EASS

Events from June 13, 2019:
13: 52: 51: 838 pg3a-pi m2 Trace: Application->PG
Message = NEW TASK; Length = 78 bytes
Di al oguel D = (11) Hex 0000000b
SendSegqNo = (1) Hex 00000001
MRDonmai nl D = (5001) Hex 00001389
Previ ousTask = -1:-1:-1
Pref erredAgent = Undefi ned
Service = (0) Hex 00000000
Ci scoReserved = (0) Hex 00000000
Scri pt Sel ector: chat_dn
Servi ceRequested = (0) Hex 00000000
ECC Vari abl e Name: user.ece.activity.id
Val ue: 1012

(Notice the values of ECC variable Name and ScriptSelector)

2. INRCMSGNewCall/ RUN_APPLICATION_ SCRIPT_REQ sent to Router :

13: 52: 51: 838 pg3a-pi m2 Trace: Send | NRCVSGNewCal | to Router

NEW CALL RCI D=5005 PI D=5001 DI D=11 DI DRel Seq#=1 G pDel Key=5004 CRS(RtrDate=-1, RtrCl D=-1)
RCKSeg#=-1 NI CCal | | D={ N A} PGCal | | D={ N A} Oper ati onCode=CLASSI C Oper ati onFl ags=COOP_NONE
Cal | edPart y#=chat _dn Cal | i ngPart y#= CED= MsgCri gi n=1 Rout eDevType=6 O i gi nat or =ece

NI CCal | edParty#= NetDel ay=0 Priority=0 OigType=0 at VRU=T CLI DRestrict=F Pref AGSTID=-1
MRDomai nl D=5001 LegacyPreCal | MsgEnabl ed=F Cl D=0, Servi ceReq=0 PV1= PV2= PV3= PV4= PV5= PV6= PV7=
PV8= PV9= PV10=

Name Type | ndex Val ue

user.ece.activity.id Scalar 1012

13: 52: 51: 838 pg3a-pi m2 Trace: MR _Peri pheral:: On_Router_RunScri pt

RUN_SCRI PT RCI D=5005 PI D=5001 DI D=11 DI DRel Seq#=0 | nvokel D=14 CRS( Rtr Dat e=152834, Rt r Cl D=406)
RCKSeg#=0 Cal | Typel D=5003 NI CCal | edPart y#=chat _dn Scri pt| D=NVRUM Scri pt Scri pt Config=

Cal | i ngParty#= CED= PV1= PV2= PV3= PV4= PV5= PV6= PV7= PV8= PV9= PV10= Esti nat edWit Ti ne=0
Name Type | ndex Val ue

user.ece.activity.id Scalar 1012

13: 52: 51: 838 pg3a-pi m2 Trace: PG >Application:

Message = RUN_APPLI CATI ON_SCRI PT_REQ Length = 80 bytes

Di al oguel D = (11) Hex 0000000b

SendSegNo = (1) Hex 00000001

I nvokel D = (14) Hex 0000000e

ScriptlD: NVRUM Scri pt

Scri pt Confi guration:

EstinatedWai t Tine = (0) Hex 00000000

Call Variable 1:

Call Variable 2:

Call Variable 3:

Cal | Variable 4:



Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable 10:

ECC Vari abl e Name: user.ece.activity.id
Val ue: 1012

© N g

3. RUN_APPLICATION_SCRIPT_RESULT is received:

13: 52: 51: 838 pg3a-pi m2 Trace: Application->PG
Message = RUN_APPLI CATI ON_SCRI PT_RESULT; Length = 16 bytes

4. DO_THIS WITH TASK received:

13: 52: 51: 838 pg3a-pi m2 Trace: PG >Application:
Message = DO_THIS_WITH_TASK;, Length = 90 bytes
Di al oguel D = (11) Hex 0000000b

SendSegNo = (2) Hex 00000002

| cnfaskl D = 152834: 406: 1

SkillGroup = (5009) Hex 00001391

Servi ce = Undefi ned

Agent = (5001) Hex 00001389

AgentInfo: 1004

Label :

ApplicationString2:

Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable
Call Variable 10:

ECC Vari abl e Name: user.ece.activity.id
Val ue: 1012

N TRONR

RTR logs :

NewCall is received:

13:52:51:838 ra-rtr Trace: (11 x 0 : 0 0) NewCall: Cl D=(152834, 406), DN=chat_dn, AN =

RCl D=5005, MRDI D=5001, Call At VRU=1, OpCode=0
13:52:51: 838 ra-rtr Trace: RCKSeqNum=-1, N C_DN=

Route Complete is received:
13:52:51:838 ra-rtr Trace: (11 x 0 : 0 0) RouteConplete:

13:52:51: 838 ra-rtr Trace: Route: DN=chat_dn, ANl =, CED=, Label =
13:52:51:838 ra-rtr Trace: Route: ClD=(152834,406), Label s=1

DeviceTargetPreCall is generated:

13:52:51:838 ra-rtr Trace: (11 x 0 : 0 0) DeviceTargetPreCall _V12:

Cl D=( 152834, 406) ,

, CED=,

Per | D=5000,



SGSTI D=5009, AGSTI D=5001 Networ kCal | Fl ags=0, | nvokel D=343, GREET=

13:52:51: 838 ra-rtr Trace: DNechat_dn, ANl =, CED=, CustDBProvi dedDi gits=, Routel D=5002,
Net wor kTar get | D=0

13:52:51: 838 ra-rtr Trace: RCKSeqNun=0, Del ayQri me=0, Del ayRout er Ti me=0, SGDel ayQrli ne=0
13:52:51:838 ra-rtr Trace: Call GUI D=, Customerl D=1

13:52:51:838 ra-rtr Trace: LocationParanPKl D=, Locati onParanmNane=, S| PHeader=

13:52:51: 838 ra-rtr Trace: N C_Call edPartyNunber=chat _dn

13:52:51: 838 ra-rtr Trace: PV1= PV2= PV3= PV4= PV5=

13:52:51: 838 ra-rtr Trace: PV6= PV/= PV8= PV9= PV10=

13:52:51:838 ra-rtr Trace: (11 x 0 : 0 0) Connect: ClD=(152834, 406), Event Sel ect =0,
Servi ceType=0, RCI D=5005, Label (s)=

From OPC logs:

NEW_CALL request

13: 52: 51: 838 pg3a-opc Trace: Sendl NRCMessage: NEW CALL RCI D=5005 PI D=5001 DI D=11 DI DRel Seqg#=1
G pDel Key=5004 CRS(RtrDate=-1, RtrCl D=-1) RCKSeg#=-1 NI CCal | I D={ N A} PGCal | | D={ N A}

Oper at i onCode=CLASSI C Oper at i onFl ags=COOP_NONE Cal | edPart y#=chat _dn Cal | i ngPar t y#= CED=

MsgOri gi n=1 Rout eDevType=6 Ori gi nator=ece N CCal | edParty#= Net Del ay=0 Priority=0 OrigType=0

at VRU=T CLI DRestrict=F Pref AGSTI D=-1 MRDonai nl D=5001 LegacyPreCal | MsgEnabl ed=F Cl D=0,

Servi ceReq=0 PV1= PV2= PV3= PV4= PV5= PV6= PV7= PV8= PV9= PV10=

Nare Type I ndex Val ue

user.ece.activity.id Scal ar 1012

RUN_SCRIPT

13: 52: 51: 838 pg3a-opc Trace: SendPl M NRCMessage: RUN_SCRI PT RCI D=5005 PI D=5001 DI D=11

Dl DRel Seg#=0 | nvokel D=14 CRS(Rtr Dat e=152834, Rt r Cl D=406) RCKSeqg#=0 Cal | Typel D=5003

NI CCal | edPart y#=chat _dn Scri pt| D=NVRUM Scri pt Scri pt Config= CallingParty#= CED= PV1= PV2= PV3=
PV4= PV5= PV6= PV7= PV8= PV9= PV10= Esti nat edWait Ti ne=0

Narre Type I ndex Val ue

user.ece.activity.id Scal ar 1012

SCRIPT_RESP

13:52: 51: 838 pg3a-opc Trace: Sendl NRCMessage: SCRI PT_RESP RCl D=5005 Pl D=5001 DI D=11

Dl DRel Seg#=2 | nvokel D=14 Resul t Code=0 CED= PV1= PV2= PV3= PV4= PV5= PV6= PV7= PV8= PV9= PV10=
Narre Type I ndex Val ue

user.ece.activity.id Scal ar 1012

CONNECT is generated

13:52: 51: 838 pg3a-opc Trace: SendPl M NRCMessage: CONNECT RClI D=5005 Pl D=5001 DI D=11 DI DRel Seqg#=1
CRS( Rt r Dat e=152834, Rt r Cl D=406) RCKSeg#=0 Error Code=0 TRTarget|D=-1 Corrl D= Event Sel =0 SvcType=0
NI CCal | | D={ N A} PGCal | | D={ N A}

Oper at i onCode=CLASSI C Oper at i onFl ags=COOP_NONE Net wor kTr ansf er Enabl ed=F NICCalledParty#=chat_dn
SGSTID=5009 SvcSTID=-1 AGSTI D=5001 AGInfo=1004, MRDID=5001 |nterruptible=0 PV1l= PV2= PV3= PV4=
PV5= PV6= PV7= PV8= PV9= PV10=

Narre Type I ndex Val ue

user.ece.activity.id Scal ar 1012

Fall 3. Wenn ein Agent Chat-Arbeit empfangt und anfangt zu reagieren; AgentState wechselt zu
ACTIVE. In diesem Szenario meldet CTIServer die unten stehenden Informationen in den
Protokollen.



CTIServer logs :

10: 26: 41: 486 cgla-ctisvr Session 5: MsgType: AGENT_STATE _EVENT (MonitorlD: 0 Peripheral | D: 5000
Sessi onl D: 0x0

10: 26: 41: 486 cgla-ctisvr Session 5: Peripheral Type: EnterpriseAgent Skill GroupState: ACTI VE

St at eDuration: 0 Skil |l G oupNunber: 2

10: 26: 41: 486 cgla-ctisvr Session 5: Skill Groupl D: 5009 Skill GroupPriority:0 Agent State: ACTI VE
Event ReasonCode: 0 MRDI D: 5001

OPC logs:

10: 26: 41: 486 pgla-opc Trace: RenmoveFrontkill GroupStats: AGSTI D=5001 Peri ph#=1011 SGSTI D=5009,
SGH#=2 St at e=AS_RESERVED Agent Obj =0x4640040

10: 26: 41: 486 pgla-opc Trace: AddToSkill G oupStats: AGSTI D=5001 Peri ph#=1011 SGSTI D=5009, SG#=2
St at e=AS_ACTI VE Agent Obj =0x4640040

10: 26: 41: 486 pgla-opc Trace: SetAgent State: ASTID=5001 Peri ph#=1011 MRDomai nl D=5001 SGSTI D=5009
SG#=2(0x2) O dSt at e=AS_RESERVED NewSt at e=AS_ACTI VE Dur ati on=0 CurLi ne=-1 ReasonCode=0

Agent Obj =0x4640040
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