Best Practice OnException-Schritt in UCCX-
Skript

Inhalt

Einfihrung
Problem

Lésung

Einfihrung

In diesem Dokument wird beschrieben, wie Sie den Schritt OnException Goto in einem Unified
Contact Center Express (UCCX)-Skript konfigurieren.

Die bei vielen Anrufablaufen auftretenden Probleme werden durch die falsche Verwendung dieses

Schritts verursacht. Diese Best Practice zielt darauf ab, Probleme beim Anrufverlauf und bei
Verwendung dieser Funktion auf Engine-Ebene zu vermeiden.

Problem

Die OnException fir eine ContactinactiveException wird fir Szenarien verwendet, in denen Sie
den Anruf bereits trennen (nicht mehr aktiv), d. h. am anderen Ende beenden.

Diese Bilder zeigen eine gemeinsame Methode, um diesen Schritt zu konfigurieren und haben den
Goto Schritt Punkt bis zum Ende des Skripts.

Wenn Sie sich jedoch in den falschen Szenarien auf dieses Bild verweisen, wird der Schritt
Beenden fir einen bereits nicht verbundenen Anruf nach dem Label "Beenden" verwendet.



----- Accept (—Triggering Contact-—)
} Play Prompt (—Triggering Contact—, WelcomePrompt)

=1 @] Select Resource (—Triggering Contact—- from C5Q)
== "{}1 Selected
----- ‘?ﬁ resourcelD = Get User Info (SRS_TempResourceSelectedVar2, Agent Extension)
I";'l Qﬂ. Agent_Call = Place Call (to resourceID)
=- ”2’:1 Successid
----- I:(L'IEI Play Prompt (Agent_Call, WhisperPrompt)
----- ﬁ Terminate (Agent_Call)
EI §_| Connect (-Triggering Contact-- to SR5_TempResourceSelectedVar2)
E} U} Connected
i - Ili.iB.End
B zj;z Failed
----- Ex Terminate (Agent_Call)

...... @ GI:ItI:I I'.;'L'-EL'-EJ[ I:'I:!,':r
----- Nodnswer

ITl

Wenn Sie den Anruf wahrend der Ausfiihrung des Skripts trennen, wird der OnException-Schritt
1000 Mal ausgefihrt und eine Warnung generiert ("Maximale Anzahl erreichter Schritte: 1000").
Obwohl dieser Fehler keinen Einfluss auf den Motor oder die Produktion hat, ist er ein Problem auf
dem Motor und erzeugt eine Warnmeldung.

Der Grund hierfir ist, dass das Beenden eines Anrufs, der bereits inaktiv ist (durch den Remote-
Teilnehmer verworfen), dazu fuhrt, dass eine andere ContactinactiveException generiert wird.

Im Wesentlichen werden inaktive Ausnahmen flr den Kontakt laufend Schleifen und generiert,
wodurch weitere Ausnahmen generiert werden. Es ist eine Exception-Schleife.

Diese Protokolle zeigen das Problem an:

// application getting triggered//



Li ne 1999: Trigger:
Cont act Appl i cationTrigger[ti me=1526359880518, | ocal e=en_US, cf g=JTAPI Tri gger Confi g[ schena=Appl i cat
i onTrigger Config,ti me=2018-05-13 04:51: 23. 0, recordl d=928, desc=Ci sco JTAPI
Tri gger, name=3014804565, t ype=Ci sco JTAPI
Tri gger, appName=Cl i ni cal _Cent er _Adni n, enabl ed=t r ue, sessi ons=2, i dl eTi meout =5000, | ocal e=en_US, parm
s={},taskG oups=[], control d ass=cl ass
com ci sco. cal | . Cal | Cont rol Channel , control G oupl d=7, cont act G oups=[ G oupl nf o[ cl ass=com ci sco. di al
og. Di al ogChannel , i d=0]], dn=3014804565, r edi r ect CSS=def aul t, cnDevi ceNanme=Cl i ni cal CAdmi n, cDevi cel n
val i d=f al se, cDescri ption=Clinical Center Adni n, cmDevi cePool UUl D={ ED1A849A- 1601- 36F6- 3254-
25D867408A73}, crmDevi cePool Name=Cl T_UCCX_DP, cmCal | i ngSear chSpaceUUl D=, cntal | i ngSear chSpaceNane=No
ne, crLocat i onUUl D={ 29C5C1C4- 8871- 4D1E- 8394-
0B9181E8C54D}, clocat i onNane=Hub_None, cnParti ti onUUl D={ 11C5CF59- 66A5- 02E4- 9A1B-
A5B2853B9127}, cnPartiti onName=Al | -
Phones_pt, cnVoi ceMai | Profi |l eUUl D=, cnVoi ceMai | Prof i | eNane=None, crmCal | Pi ckUpG oupUUl D=, cntCal | Pi ckU
pG oupNane=, cnDi spl ay=. ..

Li ne 2001: I D 29000007909

Li ne 2099: 1934897: May 15 00: 51:20.521 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31- 3-
TASK: 0x6c08900e5_Cl i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of Task
29000007909 : Start

Line 2101: 1934899: May 15 00: 51:20.521 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31- 3-
TASK: 0x6c08900e5_Cl i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of Task
29000007909 : On Exception(Contactl nactiveException) Goto End

Line 2139: 1934937: May 15 00: 51:20.524 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31- 3-
TASK: 0x6c08900e5_Cl i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of Task
29000007909 : Delay 1 sec

Line 2142: 1934940: May 15 00: 51:21.525 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31- 3-
TASK: 0x6c08900e5_Cl i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of Task
29000007909 : Accept (--Triggering Contact--)

// Customer disconnecting the call//

Li ne 2257: 1935055: May 15 00:51:36.481 EDT %M VR-SS_TEL- 7-
UNK: [M VR_SS_TEL_PORT_QEXE_2951- 77- 2- TERM CONN_EV: 2951] Request I npl: Cal || D: 3586
Medi al d: 11102124/ 2 Task: 29000007909 gets Ter mConnDr oppedEv, neta code: 132, cause code: 100
Li ne 2258: 1935056: May 15 00:51:36.481 EDT %M VR-SS_TEL- 7-
UNK: [M VR_SS_TEL_PORT_QEXE_2951- 77- 2- TERM CONN_EV: 2951] Request I npl: Cal || D: 3586
Medi al d: 11102124/ 2 Task: 29000007909, Termni nal Connection to Termi nal: CinC 2951 i s DROPPED,
11102124/ 2

// call is ended and call loops and END step is executed for 1000 times and RTMT alert is
generated for the dissconnected call//

Li ne 2260: 1935058: May 15 00:51:36.488 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31-
3- TASK: 0x6c08900e5_d i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of
Task 29000007909 : End:

Li ne 3260: 1936058: May 15 00:51:36.569 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31-
3- TASK: 0x6c08900e5_d i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of
Task 29000007909 : Ternminate (--Triggering Contact--)

Li ne 3261: 1936059: May 15 00:51: 36.573 EDT %M VR- APP_MCGR- 3-
TASK_ABORTED: [ M VR_ENG_TASKS- 31- 3- TASK: 0x6c08900e5_d i ni cal Center/ C i ni cal Cent er _ADM N. aef ]
WFWor kf | owAppDebugTaskW apper: Application task aborted:
Appl i cati on=App[ nane=d i ni cal _Cent er _Admi n, t ype=Ci sco Scri pt
Application, i d=400, desc=0d i ni cal _Cent er _Admi n, enabl ed=t r ue, max=2, val i d=t rue, cf g=[ Appl i cat i onConf
i g[ schema=Appl i cationConfig,ti me=2015-01-13
23:42:42.0,recordl d=131, desc=C i ni cal _Cent er _Adni n, nane=Cl i ni cal _Cent er _Adm n, t ype=Ci sco Scri pt
Appl i cation, i d=400, enabl ed=t rue, sessi ons=2, scri pt =SCRI PT[ d i ni cal Center/ i ni cal Cent er _ADM N. aef
],defaul t Script=,vars=[],defaul tVars=null]]], Application
Tri gger =Cont act Appl i cati onTrigger[ti me=1526359880518, | ocal e=en_US, cf g=JTAPI Tri gger Confi g[ schema=
Appl i cationTriggerConfig,tinme=2018-05-13 04: 51: 23. 0, recordl d=928, desc=Ci sco JTAPI
Tri gger, name=3014804565, t ype=Ci sco JTAPI
Tri gger, appNanme=Cl i ni cal _Cent er _Adni n, enabl ed=t rue, sessi ons=2, i dl eTi meout =5000, | ocal e=en_US, parm
s={},taskG oups=[], control d ass=cl ass comc. ..

Li ne 3261: 1936059: May 15 00:51: 36.573 EDT %M VR- APP_MCGR- 3-



TASK_ABORTED: [ M VR_ENG_TASKS- 31- 3- TASK: 0x6c08900e5_d i ni cal Center/ C i ni cal Cent er _ADM N. aef ]
WFWor kf | owAppDebugTaskW apper: Application task aborted:

Appl i cati on=App[ nane=d i ni cal _Cent er _Admi n, type=Ci sco Scri pt

Application, i d=400, desc=d i ni cal _Cent er _Admi n, enabl ed=t r ue, max=2, val i d=t rue, cf g=[ Appl i cat i onConf
i g[ schema=Appl i cationConfig,time=2015-01-13

23:42:42.0,recordl d=131, desc=C i ni cal _Cent er _Adni n, nane=Cl i ni cal _Cent er _Adm n, t ype=Ci sco Scri pt
Appl i cation, i d=400, enabl ed=t rue, sessi ons=2, scri pt =SCRI PT[ d i ni cal Center/ i ni cal Cent er _ADM N. aef
],defaul t Script=,vars=[],defaul tVars=null]]], Application

Tri gger =Cont act Appl i cati onTrigger[ti me=1526359880518, | ocal e=en_US, cf g=JTAPI Tri gger Confi g[ schema=
Appl i cationTriggerConfig,tinme=2018-05-13 04: 51: 23. 0, recordl d=928, desc=Ci sco JTAPI

Tri gger, name=3014804565, t ype=Ci sco JTAPI

Tri gger, appName=Cl i ni cal _Cent er _Adni n, enabl ed=t r ue, sessi ons=2, i dl eTi meout =5000, | ocal e=en_US, parm
s={},taskG oups=[], control d ass=cl ass comc. .. Li ne 2261: 1935059: May 15 00:51: 36.488 EDT
%M VR- ENG- 7- UNK: [ M VR_ENG_TASKS- 31- 3- TASK: 0x6c08900e5_d i ni cal Center/ d i ni cal Cent er _ADM N. aef ]
WFTr aci ngLogl npl : Execute step of Task 29000007909 : Terminate (--Triggering Contact--)

//RTMT ALERT//

Message: : 235: citvoip-ccxsvr-b.net.nih.gov: May 15 2018 12:40:22 AM.980 UTC : %UC_APP_ MGR-3-
TASK_ABORTED:

% [app.trigger=ContactApplicationTrigger[time=1526344761313,locale=en_US,cfg=JTAPITriggerConfigls
chema=ApplicationTriggerConfig,time=2018-05-13

] [exception=com.cisco.wfframework.obj.WFMaxExecutedStepsExceededException: No. of executed
steps: 1000] [UNKNOWN_ PARAMTYPE:Task 1d=29000007864] [app=App [name=NLM_Inbound, type=Cisco Script
Application,id=202,desc=NLM_Inbound, enabled=true,max=50,valid=true,cfg=[ApplicationConfigl[] [task
.class=class com.cisco.app.impl.WFWorkflowAppDebugTaskWrapper] [ClusterID=] [NodeID=citvoip-
ccxsvr-b]: Application task aborted

Losung

Um dieses Problem zu beheben, missen Sie den Schritt "Beenden" nach der Bezeichnung "Goto
Label" Uberspringen, d. h. in Abbildung 2 kénnen Sie den END-Label-Schritt des Goto-Schritts
nach dem Abschlussschritt konfigurieren oder den OnException-Schritt vollstandig und das
entsprechende END Label entfernen.

Die Zusammenfassung besteht nicht darin, einen bereits aktiven Anruf zu beenden und zu
versuchen, die Contactlnactive-Ausnahme abzufangen. Dies ist logisch fehlerhaft.

Dies ist das Bild des richtigen Skripts.



J{-} S Simple Queuing Template
| Start
-] ON Exception (ContactInactiveException) Goto Snd
Accept (—Triggering Contact--)
% Flay Prompt (--Triggering Contact--, WelcomePrompt)
&| Select Resource (—Triggering Contact-- from CSQ)
& ':j'. Salacted
----- ?ﬁ resourcelD = Get Lser Info (SRS_TempResourceSelectedVar2, Agent Extension)
I'"'I ﬁ& Agent_Call =Place Call (to resourcalD)
= ‘;:Ji Successiin
----- E@) Play Prompt (Agent_Call, WhisperPrompt)
v Terminate (Agent_Call)
= EJ Connect (--Triggering Contact-- to SRS_TempR esourceSelectedVar 2)
= '2:2 Comnected
& End
B, Faied
b Terminate (Agent_Call)
...... gggfsﬂtﬂlmjfﬂffﬂQE
'}::.2 Nodrnswer
LF Busy :
Y Invaid
”2:2 NoResource
LA Unsuccessfid
=5 ‘f_}i Queued
el queveloop:
Ixﬂi Play Prompt (--Triggering Contact--, QueuePrompt)
----- E Delay DelayWhileQueued sec
,ﬁ Goto queveloop
ﬁ Terminate (--Triggering Contact--)
fodend |

Arbeitsprotokolle

// working call//

Li ne 5048: 1951439: May 15 01:39:50.491 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31-
7- TASK: 0x6c08900eb_d i ni cal Center/ d i ni cal Cent er _ADM N. aef] WFTraci ngLogl npl : Execute step of
Task 29000007915 : Start

Li ne 5049: 1951440: May 15 01:39:50.491 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31-
7- TASK: 0x6c08900eb_d i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of
Task 29000007915 : Delay 2 sec

Line 5112: 1951503: May 15 01:39:52.492 EDT %M VR- ENG 7- UNK: [ M VR_ENG_TASKS- 31-
7- TASK: 0x6c08900eb_d i ni cal Center/ d i ni cal Center _ADM N. aef] WFTraci ngLogl npl : Execute step of
Task 29000007915 : Accept (--Triggering Contact--)

Line 5116: 1951507: May 15 01:39:52.500 EDT %M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM CONN_EV: 2903] Request I npl: Cal || D: 3591
Medi al d: 11104504/ 2 Task: 29000007915, Termi nal Connection to Terminal: CinC 2903 is ACTIVE

Line 5120: 1951511: May 15 01:39:52.501 EDT %M VR-SS_TEL- 7- UNK: [ ( P1-10. 129. 7. 10)
Event Thread] InCall Coserverlnpl: CalllD: 3591 Mediald: 11104504/ 2 Task: 29000007915
com ci sco. jtapi. G scoMedi aOpenLogi cal Channel Evl npl received



//customer disconnects the call//

Li ne 5232: 1951623: May 15 01:40:10.953 EDT %M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM CONN_EV: 2903] Request I npl: Cal I 1 D: 3591
Medi al d: 11104504/ 2 Task: 29000007915 gets Ter mConnDr oppedEv, neta code: 132, cause code: 100

Li ne 5233: 1951624: May 15 01:40:10.953 EDT %M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM CONN_EV: 2903] Request I npl: Cal |1 D: 3591
Medi al d: 11104504/ 2 Task: 29000007915, Termni nal Connection to Termi nal: CinC 2903 i s DROPPED,
11104504/ 2

Li ne 5236: 1951627: May 15 01:40:10.955 EDT %M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM CONN_EV: 2903] Cal | I npl : Cal | . abandoned()
JTAPI Cal | Cont act[i d=3591, t ype=Ci sco JTAPI
Cal |, inpll1d=11104504/ 2, acti ve=f al se, st at e=CALL_DI SCONNECTED, i nbound=t r ue, handl ed=f al se, | ocal e=en
_US, aborti ng=f al se, app=App[ nhame=Cl i ni cal _Cent er _Admi n, type=Ci sco Scri pt
Application, i d=400, desc=0d i ni cal _Cent er _Admi n, enabl ed=t r ue, max=2, val i d=t rue, cf g=[ Appl i cat i onConf
i g[ schema=Appl i cati onConfig,ti me=2018-05-15
01: 38:54. 0, recordl d=1168, desc=C i ni cal _Cent er _Adm n, name=Cl i ni cal _Cent er _Admi n, t ype=Ci sco Scri pt
Appl i cation, i d=400, enabl ed=t rue, sessi ons=2, scri pt =SCRI PT[ d i ni cal Center/ d i ni cal Cent er _ADM N. aef
],defaul t Scri pt=,vars=[], defaul tVars=null]]],task=29000007915, sessi on=Sessi on[i d=001-
0x131794c237, parent =nul | , acti ve=true, st at e=SESSI ON_I DLE, ti ne=1526362790448] , seqNum=0, t i ne=152636
2790447, cn=3014804565, dn=3014804565, cgn=2673343616, ani =nul | , dni s=nul |, cl i d=nul I , at ype=DI RECT, | rd
=nul | , o0cn=3014804565, odn=nul | , uui =nul | , aniii=null, ced=n. ..

Li ne 5237: 1951628: May 15 01:40:10.956 EDT 9%M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM _CONN_EV: 2903] I nCal | Coserverlnpl: CalllD: 3591
Medi al d: 11104504/ 2 Task: 29000007915, rel eased TP[type=Ci sco CTI
Port,id=25,i npl 1 d=2903, acti ve=fal se, state=I DLE] from 3014804565, and rel easi ng udpPort 28084

Li ne 5238: 1951629: May 15 01:40:10.956 EDT 9%M VR-SS_TEL- 7-
UNK: [ M VR_SS_TEL_PORT_QEXE_2903- 82- 2- TERM _CONN_EV: 2903] I nCal | Coserverlnpl: CalllD: 3591
Medi al d: 11104504/ 2 Task: 29000007915 com ci sco. j t api . Ter mCbser vati onEndedEvI npl recei ved

// call is disconnected with no exception//

Li ne 5286: 1951640: May 15 01:40:11.832 EDT %M VR-SS_CM 7-
UNK: [ M VR_SS RMCM RmCnCl eanupThr ead- 370- 0- RnCmCl eanupThr ead] Cont act Mgr: Cl eanup detected fi nal
state of afw ct: JTAPI Cal |l Contact[i d=3591, type=Ci sco JTAPI
Cal |, inpl1d=11104504/ 2, acti ve=f al se, st at e=CALL_DI SCONNECTED, i nbound=t r ue, handl ed=f al se, | ocal e=en
_US, aborti ng=f al se, app=App[ nhame=Cl i ni cal _Cent er _Admi n, type=Ci sco Scri pt
Application,id=400, desc=d i ni cal _Cent er _Admi n, enabl ed=t r ue, max=2, val i d=t rue, cf g=[ Appl i cat i onConf
i g[ schema=Appl i cationConfig,ti me=2018-05-15
01: 38:54. 0, recordl d=1168, desc=C i ni cal _Cent er _Adm n, name=C i ni cal _Cent er _Admi n, t ype=Ci sco Scri pt
Appl i cation, i d=400, enabl ed=t rue, sessi ons=2, scri pt =SCRI PT[ d i ni cal Center/ d i ni cal Cent er _ADM N. aef
],defaul t Script=,vars=[],defaul tVars=null]]],task=29000007915, sessi on=Sessi on[i d=001-
0x131794c237, parent =nul | , acti ve=f al se, st at e=SESSI ON_DI SPCSED, ti me=1526362790448] , seqNum=0, ti me=1
526362790447, cn=3014804565, dn=3014804565, cgn=2673343616, ani =nul | , dni s=nul | , cl i d=nul | , at ype=DI REC
T, 1 rd=nul | , o0cn=3014804565, . ..
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