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Unified CCE
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Workflow Cache

Workflow Engine
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<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.
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07/21/2024 02:01:59 AM  System Services  New incoming mail
072172024 02:02:32 AM  Systemn Services  Mew case created
By Start Workflow - Standard Workflow
072172024 02:02:32 AM  System Services  Aclivity assigned to new case 6073
By Start Workflow - Standard Workflow
O7/21/2024 02:02:32 AM  System Services QAssigned to queue TAC Queue
By Inboud WF Workflow
07/21/2024 02:02:36 AM  System Services  Sent to Unified CCE for routing
07/21/2024 02:02:38 AM  System Services  Unified CCE identifled agenti for assignment
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Add Start Node

Start Points Workflows

Available Swuart Points Sebected Stam Points
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<tfroot>

## |l og 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 <@>


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

2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance
Executing Workflow item Lab SLA

- Activity Id: 6081 <@>
2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance

Rul e Eval uated: Lab SLA Rule -

Activity Id: 6081 <@>
2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance

egm _enmail.to_or_cc_emil _address -
Conparing: [Ljava.lang. String; @a6230a5 == i nfo@ccel ab.ta
c

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

True action executed for the Rule: Lab SLA Rul e

- Activity Id: 6081 <@>

# —

o - A ]
L —>0 >[5 4[C)

id

id

id

id

: 996]

: 996]

: 996]

: 996]

<@>

<@>

<@>

<@>

ProcessId:4744

ProcessId:4744

ProcessId:4744

ProcessId:4744

<@>

<@>

<@>

<@>

PID:

PID:

PID:

PID:



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
pore

£956 IJ,8 05 w6 B)l) 2 weas wag IUgpd IUss uwsop wozsoo 1Js bs p9. wlguegsle
IJsslese spdud wopsoe Iged wdilissl lds 1pglis 1J810,8 eds Idegled pgo. spdu wozso
IJlogubos 1Js Ideuuegsesy Is @slise Idloc bl Is IUIEusle 19 uns) gpd T8, ssuoe 031 IUpeld
O,e TAC Jg s IJ)e 1U3s syowb oyless TAC Idos wess gese suvlisd Idesss IJIJYe,sus
lJ9ly»6 3o 1deuslo 1U3s szwss eds SR# 9eds 9zo IJwesss gldus swpe wdsspeol 9ldlz)lele
lJuoeses lJos wp oudsiol pud Ide)ss IJIJIe,sus 1U9l)s weusly SR#123456789.

<#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
internal workflow item 1033
- Activity Id: 6081 <@>
2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id
Executing Wirkfl ow item TAC Branch
- Activity Id: 6081 <@>
2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id
Rul e Eval uated: TAC Rul e
- Activity Id: 6081 <@>
2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id
egm _email . 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 Rul e:
TAC Rule - Activity Id: 6081 <@
Q@ %
g | -:.'5' 8
fe= e i-L::_—J ’LEQJ
50T ] 8 SLA TAC Branch TALC Cussya

: 996]

: 996]

: 996]

: 996]

: 996]

<@>

<@>

<@>

<@>

<@>

ProcessId:4744

ProcessId:4744

ProcessId:4744

ProcessId:4744

ProcessId:4744

<@>

<@>

<@>

<@>

<@>

PID:

PID:

PID:

PID:

PID:



Branch Rule Configuration
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Creabs rw nules below, procsssing ends This rubs (5 abvays [rue
wihg & TRUE nala b Pownad
o) This ruls 5 TRUE under the folidwrng Sondiions
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<#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: <@>
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<tfroot>

## |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 id : 996] <@> Processld:4744 <@> PID:

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

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

fs‘) odpse: Bl op wogse Idousll |Js Blisesd loobl) IUIgwooole 9od huvld New_Task.
Sew IJoyds) eds odyso uvs) 1depd 98918> uwsy 1Ugpd: 931 wp wozso Iduyblb s
Ilspo luobl) IUlweoule wgs huwld New_Task: sz 1oy ds; Os gpdsoe EAS .
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<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 Wirkfl 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 <@>

INFO <@> [3626:BPRulesInstance

INFO
INFO
INFO

INFO

INFO

<@>
<@>
<@>

<@>

<@>

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

[3626:BPRulesInstance

[3626:BPRulesInstance

id

id

id

id

1 996]

1 996]
id
id

996]
996]

996]

996]

<@>

<@>
<@>
<@>

<@>

<@>

ProcessId

ProcessId

ProcessId:

ProcessId:

900 Ulesé 1g)s: 3l Jp sJu ould Is £od 9L vl w@9p IUJzwé IJlBoolbss Jigeul
vougsd uvs) ged IJlucole. sop ©ods pus) IJged 031 B 21Js £30 929> Uvs) Epd v

lJIe,90s 9bs ey JJGuwe.

18668

:8668
ProcessId:
ProcessId:

8668
8668

8668

8668

<@>

<@>
<@>
<@>

<@>

<@>

PI

PI
PI
PI

PI

PI
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<ttroot>

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

2024-08-08 18:14:35.831 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@> ProcessId:8668

Executing Workflow Finish Wrkfl ow

- Activity Id: 6140 <@>

2024-08-08 18:14:35.831 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@> ProcessId:8668

Fi ni shed execution of Workflow Finish Wrkfl ow

- Activity Id: 6140. Time taken = 0 seconds.

<@>

2024-08-08 18:14:35.831 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@> ProcessId:8668
2024-08-08 18:14:35.831 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@> ProcessId:8668
2024-08-08 18:14:35.858 GMT+0000 <@> INFO <@> [3626:BPRulesInstance id : 996] <@> ProcessId:8668

2024-08-08 18:14:35.867 GMT+0000 <@> ERROR <@> [3626:BPRulesInstance id :

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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<@> PI

<@> PI

<@> PI
<@> PI
<@> PI

996] <@> ProcessId:8668 <@ P
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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

ould gdlpd wuvse 229d 28 Spdud cdssu ) Epd IJouoso 03l B o3l ldpeld: wpe
lbJl§o 0,6 91256 BS99 pESU.

Add Start Node

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

Thar woerk fliceey should ba nen once at 0D e 3500 P = arii 024

This workSow showid b nun muliphe tmas

Vs 2lds edssy Yleso IJovwse: sgw wdysu Iduisb IJos cbled leeslzle yiydod
IJpe336. uldouwws Joso 1UzlJs: wp wdssuol Jiuuubs IJusss IlJIe 908 192936 B
Slispo luobl) Idluwoeule IJlWe,)lgoss gldos Jl ojsld ol §ss puwess 1JEses 1JEluos wol
£8) p 3§98 JIJe pu 30 53 586.

Alarm Rule Configuration

MName of the New Node *:

TAC Case Alarm

This rule is TRUE under the following conditions:

Object Attribute Operator Value Boolean

l Activity w Minutes till due v sz v 30 AND w q




<tfroot>

## log 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 : 989] <@ ProcessId:8632 <@ P
Executing Wirkflow item TAC Case Al arm

<@>
2024-07-17 16:37:23.303 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance id : 989] <@> ProcessId:8632 <@> PI

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

Condition String : mns_tilldue >= 30

<@>
2024-07-17 16:37:23.307 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance id : 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:AlarmRuleInstance id : 989] <@ ProcessId:8632 <@
2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id : 989] <@ ProcessId:8632 <@
2024-07-17 16:37:23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id : 989] <@ ProcessId:8632 <@
2024-07-17 16:37:23.308 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id : 989] <@ ProcessId:8632 <@

workflow_id = 1029 : Type = java.lang.Long
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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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First select & queue or user, Then select the acthvities to pull into your Inbax

O sor Default exception queue

CaselD CoNtact point Created on Due on QuEUE name

6072 customer @uccelab.tac Case#] 23456789 071 TI2024 06:35 PM Diefault exception quew

IJTo IJsddle 1,90 £ 1386 Ilogbs Ios ceoss eds IJesupse wewss eds Izl s#
sJl oo SRE.

customer i Succelab.tac Activity Details

Subject Re: case#123456789 [#6072] |

o W Y@ e QMBI UA-B- ® k= = &
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