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System Resources Tools User

Partition ~ Apps Departments Integration Language Tools Security Services Storage
Processes o m

Emall Name State Description Actions

General fules-process ® Running Rules process

Unified CCE
Activity Pushback

Alarm

Workflow Cache

Workflow Engine
Parttxr
D ALRong

ama
Workficew engere iience
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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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Detalls [ Activity Body

Mot

Bs

Mo notes
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F2024 02:01:59 AM

(21/2024 02:02:32 AM

172024 02:02:32 AM

21/2024 02:02:32 AM

72172024 02:02:36 AM

&

172024 02:02:38 AM

System Services

Systemn Services

Systern Services

System Services

System Services

System Services

OS oliid /2227 €Y

MNew incoming mail

New case created

By Start Workflow - Standard Workflow

Activity assigned 1o new case G073
By Start Workflow - Standard Workflow

Assigned to queue TAC Queue

By Inboud WF Workflow

sent to Unified CCE for routing

Unified CCE identified agent1 for

d355 Ig nment
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bl Enterprise Chat and Email

Sarvice w

EdlIIr‘lbDund Workflow: Inboud WF

Busingss Calgndars o
LELo L

Call Variables
Codes and Classifications p— ™ =
L ] et —_-n' rE «
[©] L =] % =] L
MECros e ] Llzer TN Work 1 ORI A F - ]
Queues

Sarvice Levels

) i —
) {15 w30 =
&—® 5 >{Q)
San Lab SLA& TAL: Brasch TG O
Inbaind

Outbound

AE e €A S QHIRE /T Z20i DHEE £ Q&LICt 0] 0ol A E info@uccelab.tacg!

LIct.

Add Start Mode

Start Points Workflows

Available Swuart Points Sebected Stam Points

infe@uccalab.tac Info@uccelabtac

Sacure Massape Center

MH|A B Salf =4 I'_# HHI/\ A4S 220l CHEF SH Alzt 7ICHX|E HHE = A& A

HA &2 70|A U AME &S 0|2l ZE &S0l s Molgh = USLICH HolE|H &S 2t
2ol g2 F7| 2ol FIEZEZoM AASELICE o] ooz ZE =4l o|HIYE
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<ttroot>

## 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:

wor kflow 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


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

- Activity Id: 6081 <@>
2024-06-06 15:50:49.186 GMT+0000 <@> INFO <@> [68:BPRulesInstance 1id

Rul e Eval uated: Lab SLA Rule -

Activity Id: 6081 <@>

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

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 1id

True action executed for the Rule: Lab SLA Rul e

- Activity Id: 6081 <@>

Y = 45
SE—p® < ] 4[C)

: 996] <@ ProcessId:4744 <@> PID:

996] <@> Processld:4744 <@> PID:

: 996] <@ ProcessId:4744 <@> PID:

] AL Branch TAL Uhssus



Service Level Rule Configuration

Pderel GF Lha By Podrde
Thed rull o Siwvin Eras
W) Thes ruse s TRUE under the loliowing condtions
Value
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Spacify T oondition Tor tha ks
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H the rudi i TROUE, ey S8 BCTATY S6rice bl iy Sapea SLA

H the rule is TRUE, then et case senior el Customer Support SLA '\-'
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<tfroot>

## |l og path -> C \ECE\ eServi ce_RT\| ogs\eg_| og_ece_rul es-process
2024-06-06 15:50:49.264 GMT+0000 <@> INFO <@> [68:BPRulesInstance id



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 |
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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 Wirkflow 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 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

Mkl

fs‘) El: New_taskE ELH7| Tol 50| 0f | CH7|UE EIRELIE AR /I EZ2 FH LU Q3
2 72l 342 F040f 5t New_taskE EH £ 50| o2 7 |¥E EIREEE B
EAAS Z 2 M| A0 S So04of gL|Ct.
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<#root>

## |l og path -> C \ECE\eServi ce_RT\| ogs\eg_| og_ece_rul es-process
2024-08-08 18:02:05.323 GMT+0000 <@> INFO <@> [3626:BPRulesInstance
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 <@>

INFO
INFO
INFO

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

<@>
<@>
<@>

Executing Wirkflow item Sales Queue

- Activity Id: 6139 <@>

2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance

Routing to external queue

: 1023 - Activity Id: 6139 <@>

2024-08-08 18:02:05.324 GMT+0000 <@> INFO <@> [3626:BPRulesInstance

HtH 2 CIHIRE KT Z2 71 Q= B ECEE= Finish WorkflowE
E Mo Ho|El QHIRE O|HY KT EZE7} e B A™MELICH

id : 996]
id : 996]
id : 996]
id : 996]
id : 996]
id : 996]

<@>

<@>
<@>
<@>

<@>

<@>

HAICHAZ] QIHIRE QI EESR

ProcessId:8668

ProcessId:8668
ProcessId:8668
ProcessId:8668

ProcessId:8668

ProcessId:8668

EZ|HYLICE Ol I3 EEE

<@>

<@>
<@>
<@>

<@>

<@>

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 Wbrkflow. Finish Wrkflow

- 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

<@> PI

<@> PI

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

2024-08-08 18:14:35.867 GMT+0000 <@> ERROR <@> [3626:BPRulesInstance 1id : 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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[obecs | | scrooue

Folders 4 Available Objects F] Selected Objects
Queues Default exception gueus Default exception quewe
b Voor Gnoups Email_MRD_Senvice
Users

CutboundEmall_MRD_emailout

QutboundEmail_MRD_Service

TAC Queue
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Add Start Node

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

Tha workflow should be nen oncoe at = ariTiaoa4d

This workSow showid b nun muliphe tmas
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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 :

Executing Wirkflow item TAC Case Al arm

<@>

2024-07-17 16:37:23.303 GMT+0000 <@> INFO <@> [73:AlarmRulelInstance id :

2024-07-17 16:
2024-07-17 16:
2024-07-17 16:

37:
37:
37:

23.307 GMT+0000 <@> PERF <@> [73:AlarmRuleInstance 1id :
23.307 GMT+0000 <@> DEBUG <@> [73:AlarmRuleInstance id :
23.307 GMT+0000 <@> INFO <@> [73:AlarmRuleInstance 1id :

989] <@> ProcessId:8632 <@ P

989] <@> ProcessId:8632 <@ PI

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

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

P

U U U O

Condition String : mins_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
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
et Z8 Au[agolM & ZAMHE 72 ol ch7|€oiH TAC CHZ €2 EtEE olHYE o
T2 X|H5Hok E%'R%F olHldo| &4 E oA etREE CIE AlZtE dHlsts 7 EX|E
= U&LICH O] ooz QHt2E KT EZ0 X|HE HE SR OHAl AHo|A7t ZEE B2 FHM =
40| X|™E|=2 2 o|HIYOo| TAC CH7|¥=E CHA| 2t R ELICH



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

ol
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First select a quewe or user, Then select the activities 1o pull into your Inbox

Cuser

CaselD Contact point

6072 customer @uccelab.tac

>
0

2le x| =20 SR#0| ofl case#0| £

0

Send & Complete

EEmEn

customerl Succelab.tac

ect  Re: case# 123456759 [#6072)

of WY B

= LM BI U A-@ @

Default exception queue

Queue name

Default exception quew

Activity Details
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