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Partition ~ Apps Departments Integration Language Tools Security Services Storage System Resources Tools User

Processes b m

Emall Name State Description Actions
General fules-process Rules process
Unified CCE

Activity Pushback
Alarm

Workflow Cache

Workflow Engine

[ St D ALRong

woriSow- ngtance & Furming 'Worifiow sngar sndance

N EE  BITEAASHIEAMSHBEELTFEHRSE | BSFA FEDRD.

RirspHEERETAM
RIERERACERAE TS HZE , B LAE Arttest,

<tfroot>

## The agent does not Tog 1in.

rttest: agent_status /agent 5001

domain: Email_MRD (5001),
state = [of f],

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.

BiE THERIRS

BYMEEDNFZRNE R EIEEGPHN TERES HHERN TERER R



Notes

Mo notes

072172024 02:01:59 AM

0772172024 02:02:32 AM

07/21/2024 02:02:32 AM

0772172024 02:02:32 AM

0772172024 02:02:36 AM

0772172024 02:02:38 AM

System Services  New incoming mail

System Services  Mew case created
By Start Workflow - Standard Workflow

System Services  Activity assigned to new case 6073
By Start Workflow - Standard Workflow

System Services

System Services  Sent to Unified CCE for routing

Systemn Services  Unified CCE identified agent? for assignment

ARiE , BOLRIEZTERRBL T EIRE. SiFlservice > workflows

Sanicy -

Fama Dascription At Ties
Finigh Workfion This workSon will emeciatl If 10 Deaned Ibound emal wo e Emas
| I g | | Eina

Macro:
Start Wirkfiow - Standad Thiss woricion will sxectn bafire e detned nbound wo s Ema
Start Workfiow - Tranater This orkSore vel Gmectn on amad, 1ank 3CHviRes anat Ne Emas

TGS BRI UE
INFORBIKIMNHTR B EATUNGRUEANELR | RERBAXFEHNERITHREDRR. 7

RIE 24 9 BR BR R 3

, FESME D X>RERF>HANHE,

$) (%)
=
' .il )
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B4R Maximum Trace Leveli% & }4-Info,

UL Enterprise Chat and Email
Partition -

Edit Process Log: ecerules-process

Marme

Description

B TERBERMNMERE AL, BE , NEFEHERERSZ R,

, FEB B E FZNRAS,

Maximum Trace Level 4 = Info

Log File Mame

Maximum File Size SME

Extensive Logging Duration

Rg , RIEFDZH



bl Enterprise Chat and Email

Sarvice w

Edullnbc-und Workflow: Inboud WF

Busingss Calendars

Call Vanables.

Codes and Clatsifications
MaCcros

Oueues

Sanvice Levels

alarm

I Inbaind

Outbound

SIEN- B
bvow ol A et T ¥ Purin. Ao
E —
= ﬁ = i_'::ﬁ-':-" -
»5 ) gcl
Lab SLA TAL: Brarch TAC Chsipe

EFETRLE , BB R AWM TERE. FEAHIF Rinfo@uccelab.tac,

Add Start Mode

Start Points Workflows

Available Swart Points

infe@uccalab.tac

Sacure Massape Center

Sabectid Stam Points

info@uccalab.tac

RS BB AGFEREANBEFRSREREMNA BT, AT ROIFIKES AANNFRIEES
EXBRFZRA. EXE , EN2ATIEREPUARESEH, NRFIEBSEEREE
info@uccelab.tacHI FiT & 1& A BB B I K56 = SLAF N (B 443K i 2 B 15 A B4 &% F|

info@uccelab.tac) < BxFYSLAT R 3L ESLA,

<#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:

workflow 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




Service Level Rule Configuration

Pherel GF thes By Peode ©

Lab SL&A

Craate now nuibes DHOW, pIODESNG ends Thik Fulls 5 Sfavint tngs

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

aQ

Spacify T oondition Tor tha ks

Toofcod_w

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 miy TRLIE pulis & foand, T Sab cadd Servicn Ml

ool | oo |

DXTRR—IRRR , LA EEFREFHM TERBIHBNFF ERAAN , BB
TBETEBLETFNRR. EFTEHEIA/, R, MIREMGTER. LRERAS
MUTACHNKERM 2 X T RTACH X , ZMNIEEFE S EIRESRANE ABRHF | 55 2 BB
SR#123456789k {2 AR 2 ja 21T I MINITHY ESLIR 4,

<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 |
It BEATRE TERBRITHAEN EBES,

<#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: <@>



— RPIBERETACHANREN 2 X T RTACO X , ZRANIEEFREZ ARG , EfrBE22%T
GE’\JSR# , FEBTRAMENIRE T Ecase#123456789 , H EIFB R R I EEMSRYE , HILFIHM
MMITH FalseiRiE, ET I , ROEFHHFEBERIANRERI,

<#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

phm WMRERIENew_task:Z BIFHESI B BB GISAASI | W FEXETREEN THERM
5 fRERIENew_task 2 JERHEBN BB ZIBISEATI | N FERIFEAASHE,

IR RRETE A TER
EAXRGlR K NMBFEAEERTBEEANESI TERENSAEFEETS TERERHNEX S,
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HEMIEABRN HEAUWF TERBTEE , WERR , FEHEEEAW TERAMA G H

FIBAS,

<ttroot>

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

2024-08-08 18:02:05.323 GMT+0000 <@>

Executing Wrkfl ow Sales |nbound WF

- Activity Id: 6139 <@
2024-08-08 18:02:05.323 GMT+0000 <@>
2024-08-08 18:02:05.324 GMT+0000 <@>
2024-08-08 18:02:05.324 GMT+0000 <@>

Executing Wirkflow item Sales Queue

- Activity Id: 6139 <@
2024-08-08 18:02:05.324 GMT+0000 <@>

Routing to external queue

: 1023 - Activity Id: 6139 <@
2024-08-08 18:02:05.324 GMT+0000 <@>

S—FE , IRREEMEINAUIER , MECESAR TR I

RYASAEBAF TAERR | T THER

INFO <@> [3626:BPRulesInstance

INFO
INFO
INFO

INFO

INFO

<@>
<@>
<@>

<@>

<@>

[3626:BPRulesInstance
[3626:BPRulesInstance
[3626:BPRulesInstance

[3626:BPRulesInstance

[3626:BPRulesInstance

id

id

id

id

id

=Y
/ﬁo

996]

996]

1 996]
id

996]

996]

996]

<@>

<@>
<@>
<@>

<@>

<@>

ProcessId:

ProcessId:
ProcessId:
ProcessId:

ProcessId:

ProcessId:

8668

8668
8668
8668

8668

8668

MRBIFFEESENL

<@>

<@>
<@>
<@>

<@>

<@>

PI

PI
PI
PI

PI

PI



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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ERIEREHTEILT
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FEA SR RIEEA,

HUEHEER

BERTERERENELEETIE

B AR B TAERZAVRRINGISNBA B Fh SE R R AF5E S |, tARBIAT R, 1t TERBREIRIABIS
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FeiE kL3R - FFER>E4R> TACRA %,
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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




AR EERRNERAN SRR TEANGE | WERBEAXFREALITHELR,
NERELSNRIRR D , FEMB D X>REFF-BRANHE,

MBI /F , BAEREBRIAFREI,

Adc Start Node

i Available Objects q selected Obpects

Default exception queue Default exception quewe

p User Groups



B-MIUET+ , EUUEEPREEZERTFERE. EATRMT , eEEBFENEAMLR IR,

Add Start Node

Schadule

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

Tha workflcw should ba nen oncd at

Thizs workfow showld b run multiple tmas

EEHRANEERMTD  YTEEFEBELSZTEROERL,

O 3500 Pl

=] GRAT024

PEVERE RS EIT TEE , HSLAMATSEREL305 8.

Alarm Rule Configuration

EABIF , BT RRIAGISEASY

MName of the New Node *:

TAC Case Alarm

This rule is TRUE under the following conditions:

Object Attribute Operator Value Boolean
- " v " -
l Activity w Minutes till due v *= - 30 AND - q
<#root>

## 1 og path -> C \ECE\ eServi ce_RT\| ogs\eg_| og_ece_al arm rul 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 16:37:23.303 GMT+0000

2024-07-17 16:37:23.307 GMT+0000
2024-07-17 16:37:23.307 GMT+0000
2024-07-17 16:37:23.307 GMT+0000

Condition String :

<@>

<@>

<@>
<@>
<@>

mns_tilldue >= 30

INFO <@ [73:AlarmRuleInstance 1id :

PERF <@> [73:AlarmRulelnstance id :

DEBUG <@> [73:AlarmRulelInstance id
INFO <@> [73:AlarmRuleInstance 1id

2024-07-17 16:37:23.307 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance id

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

989] <@ ProcessId:8632 <@ PI

989] <@ ProcessId:8632 <@ PI

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

: 989] <@ ProcessId:8632 <@ PI
2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :

989] <@ ProcessId:8632 <@ P



2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRulelInstance
2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRulelInstance
2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRulelInstance
2024-07-17 16:37:23.308 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance

workflow_id = 1029 :

Type = java.lang.Long

id
id
id
id

: 989]
: 989]
: 989]
: 989]

<@> ProcessId:8632
<@> ProcessId:8632
<@> ProcessId:8632
<@> ProcessId:8632

AN, EEREENtruetIER T , LE BRI E MRRIA T 5 BA 51 B% B ZITACRA 5 A9 df 4+
, BT S BN R A EFEAERENE, EARMT  RFTBEXAETERIMAEA
W THERTFEENSR , MEEEESZM , FIb 8 Fof4REREEEITACE S,

Alarm Rule Configuration

Name of the New Node *:

TAC Case Alarm

S |

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

Action

Object

Filter

b Activity

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

@ /X

Basic Advanced Relationships
Type Attribute Operator Value Boolean
activities Department name = W Sernvice AND "
achivities Activity ID = w o
activities Case ID = -
Ia.c:i-uities Subject Containg w case AND w
activities Assigned to (usemame) Containg e
activities Created on = k4
activities Activity priority = -
activities Queue name Contains hd

oo

<@>
<@>
<@>
<@>

U U U U



<tfroot>

## log path -> C \ECE\ eServi ce_RT\| ogs\eg_| og_ece_al arm 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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ity Body
To customeri @uccelab tac = Activity Details
Subject Re: case# 123456789 [#6072) v o e |
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