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RBtBhAgent Desktop

= ZER B Agent Desktop , EASLLURLEREIWebZIZESS+ : hitp://<your finesse server>/desktop.



TEFinessefRA9.1# | TEHTTPHHTTPS,

/= sign in bo Cisco Finesse - Windows Internet Explorer

G_::.vk,'.:'. Fitps- 10, 10, 10, 53/ clesheop ||| x [Een

File Edt ‘View Favorkes  Toole  Help

s Sign in o Cisco Finesse B - L - Poges

dfalie Cisco Finesse D
CISCO ‘Version2.1{1)

Hasswsord”®

Extension”

M Sign in as a Mobile Agent 7

Finesseff A TomcattfEBWeb Al fRES. EEMEBIWeb BB , EMFinessei2 HFER , UEEETR
RIEZEFE, Cisco Tomcat localhose_access_logdn ¥ # R & A Agent DesktopfIFEK,

10.10.10.211 10.10.10.211 - - 80 GET / HTTP/1.1 302 - 141

10.10.10.211 10.10.10.211 - - 80 GET /desktop/container/ HTTP/1.1 200 4541 185
10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/css/base.css
HTTP/1.1 200 3093 7

10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/css/login.css
HTTP/1.1 200 2185 0

10.10.10.211 10.10.10.211 - - 80 GET /desktop/js/Logon.js HTTP/1.1 200 1745 1
10.10.10.211 10.10.10.211 - - 80 GET /desktop/js/utilities/Cookies.js HTTP/1.1
200 2390 0

10.10.10.211 10.10.10.211 - - 80 GET /desktop/thirdparty/jquery/js/jquery.tools.
min.js HTTP/1.1 200 15699 1

10.10.10.211 10.10.10.211 - - 80 GET /desktop/thirdparty/jquery/js/jquery-1.5.
min.js HTTP/1.1 200 84523 7

10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/images/sprite_
buttons.png HTTP/1.1 200 3297 0

10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/images/help.png
HTTP/1.1 200 830 0

10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/images/cisco_logo.
png HTTP/1.1 200 760 0 200 2205 1

10.10.10.211 10.10.10.211 - - 80 GET /desktop/theme/finesse/images/bg.jpg

HTTP/ 1.1 200 32222 4

REZABR

IR £ B #RAgent Desktop , SR AN E AR, EFinesse@CTIARF[EEEARRZH , &
FimEERVBIBRSHTTP(BOSH)E MRER. & 7T EIUBOSHER , BFiH g L£#Finessefil iR
BRAERRHKER.



RicEA

@F%*EﬁﬁﬁtURL%ﬁﬁﬁﬂﬁﬁ?ﬁﬁ(REST)ﬁﬂq*i_ﬁi_tnxﬂ'fl\ﬁ(API)nﬁ_}2
: ffinesse/api/Systeminfo, 7EXZEnocache=. LtHE—IDARBIBRFRBELFER, EEH
status=200i\%a'_\E',EJiIiJH&§Uﬁ§3ko

Container : [ClientServices] SystemInfo: requestId='undefined', Making REST
request: method=GET, url='/finesse/api/SystemInfo?nocache=1366756802163"'18:40:03:
Container : [ClientServices] SystemInfo: requestId='undefined', Returned

with status=200

MBREREEFImBEF , BEEERKEER , Al STomcat localhost_access_log , LAHEE ] ¥
B HREST APIFER | b 5 3t — E&EEUHEJEO

127.0.0.1 127.0.0.1 - - 80 GET /finesse/api/SystemInfo ?nocache=1366756802163
HTTP/1.1 200 336 120 10.10.10.211 10.10.10.211 2001 - 80 GET /gadgets/makeRequest
?refresh=3600&url=http%3A%2F%2Flocalhost%2Ffinesse%2Fapi%2FSystemInfo%3Fnocache%
3D1366756802163&httpMethod=GET&headers=Authorization%3DBasic%2520MjAwWMToyMDAXS
26locale%3Den_US&postData=&authz=&st=&contentType=TEXT&numEntries=3&getSummaries
=false&signOwner=true&signViewer=true&gadget=undefined&container=defaulté&
bypassSpecCache=&getFullHeaders=false HTTP/1.1 200 659 596

API_REQUEST

Tomcati§ b APIFE R E3% BlFinesse REST APl WebfEFRE X EEE(WAR), E&E#Finesse REST
APIB , BEBRBE & Sinocache IDIE SFinesse Webservices H 3 A &E#API_REQUEST, It H
#+H# ~RREQUEST_START. REQUEST_URL. REQUEST_ENDUK R#FE K iERFT A
elapsed_time.

$CCBU_http-8080-7-6-REQUEST_START: %[method_name=GET] [parameter_name=

{ nocache=[1366756802163], }1 [resource_name=/SystemInfo] [usr=]: Request start
$CCBU_http-8080-7-6-API_REQUEST: % [REQUEST URL=SystemInfo] [agent_id=][request_
identifier=] [request_method=systemInfo.GET] [request_parameters=]: Request from

client to webservice api

$CCBU_http-8080-7-6-REGISTER_API_STATS_OBJECT: %[resource_name=com.cisco.ccbu:
category=WebAppStats, component0=SystemInfo-GET]: Registered new api stats object

for new request type. %CCBU_http-8080-7-6-REQUEST_END: %[elapsed_time=98]: Request complete

WEER T HREST APIEREBREREFHUBERRREANRNSE, LEANREFEK (RE ) BF
Fo

content="'<SystemInfo>

<primaryNode>
<host>UCCEFINESSE91.vmload.cvp</host>
</primaryNode>

<secondaryNode>
<host>UCCEFINESSE138.vmload.cvp</host>
</secondaryNode>

<status>IN_SERVICE</status>
<xmppDomain>UCCEFINESSE138.vmload. cvp</xmppDomain>
<xmppPubSubDomain>pubsub.UCCEFINESSE138.vmload. cvp</xmppPubSubDomain>
</SystemInfo>"



E VBOSHE#R

SystemInfoB /R EFinessefal iR 25 M & BhFinessefd iRESF. FinessefIiRAEAIN_SERVICE,
xmppDomain#IxmppPubSubDomain., & FimiREH B 5K EARE IBOSHELR,

18:40:03: Container : PageServices.init () .onLoad: System info status: IN_SERVICE

18:40:03: Container : PageServices.init(): Establishing BOSH connection...
18:40:03: Container : PageServices.init(): Starting timeout and poller...
18:40:04: Container : [ClientServices] MasterPublisher._ connInfoHandler ()

- Connection status: connecting

18:40:04: Container : [ClientServices] MasterPublisher._ connInfoHandler ()

- Connection status: disconnected

18:40:04: Container : PageServices._onDisconnect(): retryCount=0, retrying...
18:40:04: Container : [ClientServices] MasterPublisher._ connInfoHandler ()

- Connection status: connecting

18:40:05: Container : [ClientServices] MasterPublisher._ connInfoHandler ()

- Connection status: connected

18:40:05: Container : PageServices.onLoad(): BOSH established!

EBOSHEMREU % , EFImMINFTE T Finesse¥i R ( Hi% ) ffinesse/api/User/2001,
EEXFIRMBOSHEMRE % , WebfR¥ A FHEWEIR B E FinfyPRESENCE_NOTIFICATIONH

B, IWPRESENCE_TYPEE R RE Fin o] AR EZIXMPPEH4 , BEUnified Contact Center
Enterprise(UCCE)HR R IE R AMEEL, Bk , BEMKRE A

M  EEXFimEYBOSHERNF FinfBOSHERE FHE , X883
PRESENCE_TYPEEE . EEFirfVBOSHEREF K , PRESENCE_TYPER R AT A A,

LT RWeb R B SRRV BASEH

oP

CCBU_Smack Listener Processor (1)-6-PRESENCE_NOTIFICATION_RECIEVED:
% [FROM JID=2001@uccefinessel38.vmload.cvp/desktop]
[PRESENCE_TYPE=available]: Finesse received a presence notifcation

REEA

R, BEFIREEIUBOSHER , BEABRERK. BEFmEEHS —@REST APIFERUERE R £H
EEA. EERBMER | EFEE = LURL:/finesse/api/User/2001 Flenter method=GET,

HRERTRMAPIFER , Bitnocache IDFE., Hit , &7 REILFER , EFEERLLFID,

Container : PageServices.onLoad(): BOSH established! Commencing sign-in process
Container : [ClientServices] User: requestId='undefined', Making REST request:
method=GET, url='/finesse/api/User/2001?nocache=1366756805180

'18:40:05: Container : [ClientServices] User: requestId='undefined',

Returned with status=200,
MRFEE | B LATETomcat localhost_access_logHh #H FtLFER. A TREWebfRIEAFHERE
AR :

$CCBU_http-8080-7-6-REQUEST_START: %[method_name=GET] [parameter_name={ nocache=
[1366756805180] , }1 [resource_name=/User/2001] [usr=2001]: Request start



$CCBU_http-8080-7-6-API_REQUEST: %[REQUEST_URL=User/2001] [agent_id=2001]
[request_identifier=null] [request_method=user.GET] [request_parameters=2001]:
Request from client to webservice api

LA Notification Services HiEFHIFER. FEHTTP/1.1 200 oko

ma /u\ﬂﬁﬁu H ;l:‘LE{H-{/\ E2 %o ﬁuiﬁﬁﬁﬁ Cisco Flnesseﬁﬁﬂ H Wb\naﬁ EJ 2 l;&ﬁléo

>> "GET /finesse/api/User/2001 HTTP/1.1[\xr][\n]"
Adding Host request header

>>"Authorization: Basic MjAwMToyMDAx[\r] [\n]"
>>"User-Agent: Jakarta Commons-HttpClient/3.1[\r][\n]"
>>"Host: localhost:8080[\r][\n]"

>>"[\r] [\n]"

<<"HTTP/1.1 200 OK[\r][\n]"

<<"HTTP/1.1 200 OK[\r][\n]"

<<"Pragma: No-cache[\r][\n]"

<<"Cache-Control: no-cachel[\r] [\n]"

BRABHRBEWIIZFAR , eoeRMULERAENET. TAREEIFF RN ENRE R
HPOST:

up
G
|

Cookie accepted: "S$SVersion=0; JSESSIONIDSSO=C11F62C59D0D0438CDEDEEBODB12AAOB;
SPath=/"

Cookie accepted: "S$SVersion=0; JSESSIONID=25FE81BD7DB73280A07B4CA4138E7680;
SPath=/finesse"

Buffering response body

<<"<User>[\n]"

<<" <dialogs>/finesse/api/User/2001/Dialogs</dialogs>[\n]"
<<" <extension></extension>[\n]"

<<" <firstName>Mickey</firstName>[\n]"

<<" <lastName>Mouse</lastName>[\n]"

<<" <loginId>2001</loginId>[\n]"

<<" <loginName>mmouse</loginName>[\n]"

<<" <roles>[\n]"

<<" <role>Agent</role>[\n]"

<<" </roles>[\n]"

<<" <state>LOGOUT</state>[\n]"

<<" <stateChangeTime></stateChangeTime>[\n]"

<<" <teamId>5000</teamId>[\n]"

<<" <teamName>Minnies_Team</teamName>[\n]"

<<" <uri>/finesse/api/User/2001</uri>[\n]"

<<"</User>"

JtI:XMPP$#(T£2M§IJ432%.1%&2001)51%1%53%']?)?% AIREFin, BFinkYJavaScriptiEKXMPPEH#
, WHREHEEIEFRANIIE, ATRETREEATNEFIKERR !

Commencing sign-in processl8:40:05: Container : [ClientServices] User: requestId=
'undefined', Maurl='/finesse/api/User/2001?nocache=1366756805180"'18:40:05:
Container : [ClientServices] User: requestId='undefined', Returned with status=200,

content="'<User> king REST request: method=GET,
<dialogs>/finesse/api/User/2001/Dialogs</dialogs>
<extension></extension>
<firstName>Mickey</firstName>
<lastName>Mouse</lastName>
<loginId>2001</loginId>
<loginName>mmouse</loginName>

<roles>

<role>Agent</role>



</roles>

<state>LOGOUT</state>
<stateChangeTime></stateChangeTime>
<teamId>5000</teamId>
<teamName>Minnies_Team</teamName>
<uri>/finesse/api/User/2001</uri>
</User>

HITRA

B , EERECEREFHITEA, BEERequestiD, EFHERIEXHEiERequestiD, AL
RequestIDA] L% BB & AFERIREIREST API > CTI > REST API > Notification Service > Response
E%& Fik, WFEREPUT , EEREZEFHEAEFREMIEXHLEGAREE,

Container : SignIn.handleUserLoad(): Performing login: extn=2003 18:40:05:
Container : [ClientServices] User: requestId='6e210ca9-5786-43bc-babf-
64a397a6057f ',

</data>

<event>PUT</event>
<requestId>6e210ca9-5786-43bc-babf-64a397a6057f</requestId>
<source>/finesse/api/User/2001</source>

</Update>

Finesse REST API#t & FimiEbFE R, A% , APIECTIfE R85 5% SetAgentStateReq,

$CCBU_http-8080-7-6-API_REQUEST: %[REQUEST_URL=User/2001] [agent_id=2001]
[request_identifier=6e210ca9-5786-43bc-babf-64a397a6057£f] [request_method=
user.PUT] [request_parameters= extension:2003 state:LOGIN]: Request from

client to webservice api

$CCBU_http-8080-7-6-REGISTER_API_STATS_OBJECT: $%[resource_name=com.cisco.ccbu:
category=WebAppStats, component0=User-[id]-PUT]: Registered new api stats object
for new request type.

$CCBU_http-8080-7-6-REQUEST_END: %[elapsed_time=8]: Request complete
%$CCBU_pool-5-thread-4-6-MESSAGE_TO_CTI_SERVER: %[cti_message=Invoke id :20 ,
agentstate : 0, workmode : 0, reason code: -15532, forceflag :1, agentcapacity:
0, agentext: 2003, agentid: 2001] [cti_message_name=SetAgentStateReq] :

Message going to the backend cti server

CTHRBREFRZIFE R

Trace: AGENT_EVENT: ID=2001 Periph=5001 Ext=2003 Inst=2003 Sig=

Trace: SkgState=LOGIN SkgDuration=0 OverallState=NOT_READY OverallDuration=0
Reason=0

Trace: MRDID=1 NumTasks=0 MaxTaskLimit=1 AgtMode=1 AGTAvailabilityStatus=0
ICMAgtID=5001

Trace: SkTgtID=5001 SkGrpNo=0x0 SkGrpID=5006 NumLines=0 CurLine=0 ClientStatus=
0x0 Direction=0

RIELANOT_READYREZ AR , CTHAMREFEASAGENT_STATE-EVENT&i% ZFinesse.

MsgType : AGENT_STATE_EVENT (MonitorID:0 PeripheralID:5001 SessionID:0x0
PeripheralType:EnterpriseAgent SkillGroupState:LOGIN StateDuration:0
SkillGroupNumber:85881 SkillGroupID:5000 SkillGroupPriority:0 AgentState:
NOT_READY EventReasonCode:0 MRDID:1 NumTasks:0 AgentMode:1 MaxTaskLimit:1
ICMAgentID:5001 AgentAvailabilityStatus:0 NumFltSkillGroups:0 Direction:0
ClientSignature:""AgentID:"2001" AgentExtension:"2003" AgentInstrument:"2003"
RemaskNumMasks:1 RemaskInstrument:"2003" RemaskExtension:"2003" RemaskCallId:
Oxffffffff RemaskFunctionFlag:<0x38> <LogoutCodeReq, NotRdyCodeReq, WrapDataReqg>



RemaskCallMask:<0x21000000> <MC, Emerg> RemaskAgentMask:<0x0a000000> <
Logout,Avail> )Trace: AGENT EVENT: ID=2001 Periph=5001 Ext=2003 Inst=2003 Sig=
Trace: SkgState=LOGIN SkgDuration=0 OverallState=NOT_READY OverallDuration=0
Reason=0 Trace: MRDID=1 NumTasks=0 MaxTaskLimit=1 AgtMode=1
AGTAvailabilityStatus=0 ICMAgtID=5001

LT —MCTHAREHEWEHHIWebRIE B 5. BicE , BE XS E TR EACTI ServerfIRAWSH A
, RE S E FIDecodediH &,

$CCBU_CTIMessageEventExecutor-0-6-DECODED_MESSAGE_FROM_CTI_SERVER: %$[cti_message
=CTIAgentStateEvent [skillGroupState=0 (LOGIN), stateDuration=0, skillGroupNumber
=85881, skillGroupPriority=0, agentState=2 (NOT_READY), eventReasonCode=0,
numF1ltSkillGroups=0,CTIClientSignature=, agentID=2001, agentExtension=2003,
agentInstrument=2003, agentID_ Long=null, duration=null, nextAgentState=null,
fltSkillGroupNumberList=[], £1tSkill GroupIDList=[], fltSkillGroupPriorityList=[],
fltSkillGroupStateList=[]]CTIMessageBean [invokeID=null, msgID=30, timeTracker=
{"id":"AgentStateEvent", "CTI_MSG_RECEIVED":1366756808374,
"CTI_MSG_DISPATCH":1366756808375}, msgName=AgentStateEvent, deploymentType=CCE]]
[cti_response_time=1]: Decoded Message to Finesse from backend cti server

IR , FinesseftCTIf R W EIAgentStateEvent , EEHZ B4 M EINotificationfk % , AEEF
MR EN . EEMEEREDERNE— T ERERHXMPPEY, Finessef$AgentStateEvent
HiAXMPP , WAAXMPPEXZBHARKE, FEE , E4EPUT , MRequestiDEEE T,

$CCBU_pool-5-thread-5-6-XMPP_PUBLISH ASYNCHRONOUS: % [NodeId=/finesse/api/User/
2001] [Payload=<Update><data><user><dialogs>/finesse/api/User/2001/Dialogs
</dialogs><extension>2003</extension><firstName>Mickey</firstName><lastName>
Mouse</lastName><loginId>2001</loginId><loginName>mmouse</loginName>
<reasonCodeId>-1</reasonCodelId><roles><role>Agent</role></roles><state>NOT_READY
</state><stateChangeTime>2013-04-23T22:40:08%Z</stateChangeTime><teamId>5000
</teamId><teamName>Minnies_Team</teamName><uri>/finesse/api/User/2001
</uri></user></data><event>PUT</event><requestId>6e210ca9-5786-43bc-babf-
64a397a6057f </requestId><source>/finesse/api/User/2001</source></Update>]:
Publishing XMPP Message Asynchronously

R BHREEEESR. EHER\EREBEREIID , tEAEAEEX - FERHEN
HIHR.

RoutingTableImpl: Failed to route packet to JID: 200l@uccefinessel38.vmload.cvp/
User packet: <message from="pubsub.uccefinessel38.vmload.cvp" to=
"2001l@uccefinessel38.vmload.cvp/ User" id="/finesse/api/User/
2001__2001@uccefinessel38.vmload.cvp__ VI1B2"><event xmlns=
"http://jabber.org/protocol/pubsub#event"><items node="/finesse/api/User/2001">
<item id="1lsuOKeff8M2irdS"><notification xmlns="http://jabber.org/protocol/pubsub">
&1t ;Update&gt;

BLTRABEX :

&1lt;data&gt;
&lt;user&gt;
&lt;dialogsé&gt; /finesse/api/User/2001/Dialogs&lt; /dialogs&gt;
&lt;extension&gt;2003&1t; /extension&gt;
&1t ; firstName&gt;Mickey&lt; /firstName&gt;
&1lt; lastName&gt;Mouse&lt; /lastName&gt;
&lt;loginIdé&gt;2001&1t; /loginId&gt;
&1t; loginName&gt ;mmouse&lt; /loginName&gt;
&1lt;reasonCodelId&gt;-1&1t; /reasonCodeId&gt;
&lt;roles&gt;
&lt;role&gt;Agent&lt; /role&gt;
&lt; /rolesé&gt;



&lt;state&gt;NOT_READY&1tL; /state&gt;

&1t ; stateChangeTime&gt;2013-04-23T22:40:08Z&1t; /stateChangeTime&gt;
&lt;teamId&gt;5000&1t; /teamId&gt;

&1t ; teamName&gt; Minnies_Team&lt; /teamName&gt ;

&lt;uri&gt; /finesse/api/User/2001&1lt; /uri&gt;

&lt; /user&gt;

&1t ; /data&gt;

&lt;event&gt;PUT&1L; /event&gt;

&lt;requestId&gt; 6e210ca9-5786-43bc-babf-64a397a6057£f<; /requestId&gt;
&1t ;source&gt; /finesse/api/User/2001&1lt; /source&gt;

&1t; /Update&gt;</notification></item></items></event></message>

HEUE— &% , XMPPEEHEFHERIEEXIEFHN/NIE, FIEE , EFRKEEEPHE
FE#RequestiDEYE 4,

Returned with status=202, content=''18:40:05: Container : [ClientServices]
MasterPublisher._eventHandler () - Received event on node '/finesse/api/User/
2001': <Update>

<data>

<user>

<dialogs>/finesse/api/User/2001/Dialogs</dialogs>
<extension>2003</extension>
<firstName>Mickey</firstName>
<lastName>Mouse</lastName>
<loginId>2001</loginId>
<loginName>mmouse</loginName>
<reasonCodeId>-1</reasonCodeId>

<roles>

<role>Agent</role>

</roles>

<state>NOT READY</state>
<stateChangeTime>2013-04-23T22:40:08%Z</stateChangeTime>
<teamId>5000</teamId>
<teamName>Minnies_Team</teamName>
<uri>/finesse/api/User/2001</uri>

</user>

</data>

<event>PUT</event>
<requestId>6e210ca9-5786-43bc-babf-64a397a6057f</requestId>
<source>/finesse/api/User/2001</source>

</Update>

BE , EFIRERIEA

Container : SignIn._triggerLoggedIn(): Successfully logged in!18:40:05
HHEAR,. REAK, BFEH
> N > A

BE  EFRRERRBENEFNER  MEHEAR, RERBNEREE. UTRAFFRER
ZEMAo

Container : SignIn._triggerLoggedIn(): Successfully logged in!18:40:05:
Container : [ClientServices] Dialogs: requestId='undefined', Making REST
request: method=GET, url='/finesse/api/User/2001/Dialogs?nocache=
13667568053557

18:40:05: Container : [ClientServices] User: requestId='undefined',
Making REST request: method=GET, url='/finesse/api/User/2001/ReasonCodes?



category=LOGOUT&nocache=1366756805356'18:40:05: Container : [ClientServices]
User: requestId='undefined', POST DATA=''18:40:05: Container : _displayUserData
(): User's current state is: NOT_READY

'18:40:05: Container : [ClientServices] User: requestId='undefined', Making REST
request: method=GET, url='/finesse/api/User/2001/ReasonCodes?category=NOT_READY&
nocache=1366756805358

18:40:05: Container : [ClientServices] User: requestId='undefined', POST_ DATA=
'118:40:05: Header : The client logger has been initialize for the header
18:40:05: Header : _displayUserData(): User's current state is: NOT_READY
18:40:05: Header : Container._initGadgetContainer(): Initializing gadget
container.

18:40:05: Header : FailoverMonitor.startListening(): Listening for triggers
18:40:05: Header : PageServices.stopTimeoutPoller(): Cancelling connection
timeout and poller...

18:40:05: Header : [ClientServices] 1d=2001: TypeError: 'this._listenerCallback

[...].callback' is null or not an object
EARIBEHEANELER, BicE , Finesse R AR IEFHPhoneBookf#FEFinesse & ¥} E
, MARUCCEH,
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