Troubleshoot SocialMiner Agent Request
(Call back) Feature With UCCE
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Introduction

This document describes troubleshooting steps to identify how an agent request (Callback) is received, forwarded and processed by Social Miner when
configured with Unified Contact Center Enterprise (UCCE) via traces.

Prerequisites

. Cisco SocialMiner
. UCCE

Requirements

Cisco recommends that you have knowledge of these topics:

. Cisco UCCE 11.6(1)
. Cisco SocialMiner 11.6.2

Components Used

The information in this document is based on the Cisco UCCE 11.6(1) and SocialMiner 11.6.2

The information in this document was created from the devices in a specific lab environment. All of
the devices used in this document started with a cleared (default) configuration. If your network is
live, ensure that you understand the potential impact of any command.

Background Information

The document is divided into two sections. First section shows what are the traces needed and
how to collect this information from SocialMiner. Second focuses on how the call back request
coming in from application is processed via SocialMiner and UCCE.



Problem 1

What traces are to be collected to determine how an agent request (Callback) is
received,forwarded and processed by SocialMiner when integrated with UCCE.

Solution 1

- SocialMiner logs
ccpapi and runtime logs are needed to see the call events. These logs can be downloaded via

1. From SSH CLI :
file get activelog mmca/logs/ccpapi/* recurs compress
file get activelog mmca/logs/runtime/* recurs compress

2. Use Cisco Real Time Monitoring Tool (RTMT) to download SocialMiner logs for :

. SocialMiner REST API
. SocialMiner Runtime Service

- From UCCE use Diagnose portico to collect logs for : MR PG PIM processMR PG OPC
ProcessRouter (rtr) processAgent PG JGW processAgent PG PIM process

Problem 2

What are important events in the the collected log files that will help in identifying how an agent
request (Callback) is received,forwarded and process when SocialMiner is integrated with UCCE.

Solution 2

Agent Request (Callback) trace analysis

In the below call example, customer at extension 2000 requested for call back via web application.

When Callback request to SocialMiner is submitted by the application — ccpapi logs shows the
callback request coming in along with a unique socialContactld number which socialminer
associates it with this contact.

0000000590: y.y.y.y Apr 12 2020 02:16:53.471 -0500: %CCBU______ EVENTI NG 6-

DS_NOTI FI CATI ON_EVENT:

% DSNot i fi cati onEvent =com ci sco. ccbu. ccp.interfaces.nfy. NotificationEvent @d912a5[ aut hor =Bi nu, ti
t | e=Hel p, canpai gnl ds=[ 100001] , event Type=SC_STATUS_CHANGE, not i fi cati onRul el d=0, noti fi cati onRul eNa
nme=, medi aRout i ngDonai nl d=0, newTags=[ cont actcenter, tagl, tag2, tag3], ol dTags=[contactcenter,
tagl, tag2, tag3], screenPopUrl =, soci al Cont act Ext ensi onFi el ds={mediaAddress=2000,

| ocati on=Bost on}, socialContactId=6D3F8C3510000171000001380AC9E39B, soci al Cont act Chat | sl nvi t ed=f al
se, soci al Cont act Chat | nvi t eSt at us=none, soci al Cont act | nt egr at i onAut hTokenGui d=, soci al Cont act | sSof t
Locked=f al se, soci al Cont act Publ i shedDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act Scri pt Sel ect or =, soci al Cont act Short Url I ds=[], socialContactStatus=unread, soci al C
ont act St at usDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act St at usReason=unknown, soci al Cont act St at usUser | d=, soci al Cont act Tags=[], sour ceTyp
e=cal | back, hasMor eCont act s=f al se, nunCont act sResend=0, numQueuedCont act =0]]: A DSNoti fi cati onEvent



recei ved

Social contact is mapped to tag contactcenter in feed configuration.

0000000592: y.y.y.y : Apr 12 2020 02:16:53.481 -0500: %CCBU__
DS_NOTI FI CATI ON_EVENT:

% DSNot i fi cati onEvent =com ci sco. ccbu. ccp.interfaces.nfy. Notificati onEvent @6e0Occ2[author=title=
, canpai gnl ds=[ 100001] , eventType=SC_TAGGING, noti fi cati onRul el d=0, noti fi cati onRul eNane=, nedi aRout i

ngDomai nl d=0, newTags=[ contactcenter, tagl, tag2,

tag3], ol dTags=[], screenPopUrl =http://socialmner.comresults.jsp?scl D=6D3F8C3510000171000001380A
CI9E39B, soci al Cont act Ext ensi onFi el ds={}, soci al Cont act | d=6D3F8C3510000171000001380AC9E39B, soci al Co
nt act Chat | sl nvi t ed=f al se, soci al Cont act Chat | nvi t eSt at us=, soci al Cont act | nt egrati onAut hTokenCQui d=, s
oci al Cont act | sSof t Locked=f al se, soci al Cont act Publ i shedDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act Scri pt Sel ect or =, soci al Cont act Short Url I ds=[], socialContactStatus=<null>,social C
ont act St at usDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act St at usReason=, soci al Cont act St at usUser | d=, soci al Cont act Tags=[], sour ceType=, hasM
or eCont act s=f al se, nuntCont act sResend=0, numQueuedCont act =0]]: A DSNoti ficati onEvent received

_EVENTI NG 6-

Screen shot of feed configuration in SocialMiner.

* Type Callback
"Name  ggcialMinerCallback

Description | 5qcial Miner Callback

iply template | Mo reply template v
tomatic Tags

pe a tag, then press Adc Add
contactcenter
- From SocialMiner Runtime logs :
A new social contact is created when receive call back request.
0000001125: y.y.y.y: Apr 12 2020 02:16:53.440 -0500: %CCBU FEEDS- 6-

SOCI AL_CONTACT_CREATED:
9% SOCI AL_CONTACT | D=6D3F8C3510000171000001380AC9E39B] [ SOCI AL_CONTACT LI NK=https://y.y.y.y/ccp/so
cialcontact/6D3F8C3510000171000001380AC9E39B]: A new social contact was created

Social contact is added to campaign SocialMinerCbCampaign and status updated

0000000099: y.y.y.y: Apr 12 2020 02:16:53.442 -0500: %CCBU CAMPAIGN-6-
NO_FILTERS CONFIGURED:
%[CAMPAIGN_ID=100001][SOCIAL_CONTACT_ID=6D3F8C3510000171000001380AC9E39B]:
No filters configured for the campaign. The social contact will be added to the campaign

0000000100: a.a.a.a: Apr 12 2020 02: 16: 53. 445 -0500: %CBU___ CAMPAI G\ 6-

UPDATI NG_SOCI AL_CONTACT_CAMPAI GN_STATUS:

% CAVPAI GN_| D=100001] [ CAMPAIGN NAME=SocialMinerCbCampaign] [ CAMPAIGN_STATUS=IN] [ SOCI AL_CONTACT_I D
=6D3F8C3510000171000001380AC9E39B] [ SOCI AL_CONTACT_LINK=https://y.y.y.y/ccp/social contact/ 6D3F8c3
510000171000001380AC9E39B] : Updating the social contact's status in the canpaign



http://socialminer.com/results.jsp?scID=6D3F8C3510000171000001380AC9E39B,socialContactExtensionFields={},socialContactId=
http://socialminer.com/results.jsp?scID=6D3F8C3510000171000001380AC9E39B,socialContactExtensionFields={},socialContactId=
https://y.y.y.y/ccp/socialcontact/6D3F8C3510000171000001380AC9E39B
https://y.y.y.y/ccp/socialcontact/6D3F8C3510000171000001380AC9E39B
https://y.y.y.y/ccp/socialcontact/

Campaign is mapped to notification SocialMinerCBNotification.As per notification configuration
UCCE dialed number 6666 for agent reservation script is been picked up

0000000129: y.y.y.y: Apr 12 2020 02: 16:53.481 -0500: %CCBU___ NOTI FI CATI ON- 6-

NOTI FI CATI ON_SUCCEEDED:

% Not i ficati on=com ci sco. ccbu.ccp.notification.Notification@93256[ enqueueTi ne=1586675813479, ru
e=com ci sco. cchu. oanp. ongr.transfer. CCENoti ficati onRul e@el006[ scriptSelector=6666, medi aRouti ngD
omai ns=[ com ci sco. ccbu. oanp. omgr . transf er. Medi aRout i ngDonai n@a5f a8] , canpai gnl d=100001, t ags=[ con
tactcenter],i d=100002, nane=SocialMinerCBNotification, descri pti on=<nul | >, changeSt anp=0, | ast Updat e
d=1585716181509, oul d=4], screenPopUrl =http://social m ner.comresults.jsp?scl D=6D3F8C3510000171000
001380AC9E39B&campaignID=SocialMinerCbCampaign, body=<nul | >, soci al Cont act =Soci al Cont act Bean {

i d: 6D3F8C3510000171000001380AC9E39B t ype: Soci al Contact sourceType: cal | back title: Help
link:https://y.y.y.y/lccp/social contact/6D3F8C3510000171000001380AC9E39B sour ceLi nk: aut hor: Bi nu
aut horld: publishedDate: Sun Apr 12 02:16:53 CDT 2020 publi shedDat eLong: 1586675813419
createdDat e: Sun Apr 12 02:16:53 CDT 2020 soci al Cont act Stat us: unread soci al Cont act St at usDat e: Sun
Apr 12 02:16:53 CDT 2020 soci al Cont act St at usReason: unknown soci al Cont act Reporti ngSt at usDat e: Sun
Apr 12 02:16:53 CDT 2020 soci al Contact StatusUser|ld: replyTold: replyToAuthor: replyToAuthorld:
categories:[] tags:[contactcenter, tagl, tag2, tag3] feeds:{100000= Feed { feedId:100000

soci al Cont act | d: 6D3F8C3510000171000001380AC9E39B t ype: CALLBACK _FEED}} filters:{}
canpai gns: {100001= Canpai gn { canpai gnl d: 100001 soci al Contact| d: 6D3F8C3510000171000001380AC9E39B
status: | N dat eAdded: Sun Apr 12 02:16: 53 CDT 2020}} integrationAut hToken:

i nt egrati onAut hToken. t okenGUl D: XXXXXXXXX i nt egr at i onAut hToken. expi rati onDat e: Sun Apr 12 08: 16: 53
CDT 2020 extensionFields:{locati on=Boston, nedi aAddress=2000} draftResponsePendi ngRevi ew

draft Action:draft_action_reply chatTranscript:null islnvited:false

soci al Contact |l nviteStatus: none i sSoftlLocked: false}]]: A notification was sent out successfully

This feed id (feedld:100000 ) is for campaign and can be verified from URL : https://<socialminer-
ip>/ccp-webapp/ccp/feed

New task request is sent to UCCE via MR PG

0000385624: y.y.y.y: Apr 12 2020 02:16:53.482 -0500: %CBU__ VRSS- 6-

MR_CONNECTI ON_MSG_JMS_NOTI FI CATI ON_PROCESSOR.  Submitted NewTask Request for SC
: 6D3F8C3510000171000001380ACIE39B

Social contact status changed to queued after sending NEW_TASK request.

0000385625: y.y.y.y: Apr 12 2020 02:16:53.484 -0500: %CcBU_ MRSS- 6-
MR_DATASTORE_SERVI CE

% SCOCI AL_CONTACT_| D=6D3F8C3510000171000001380AC9E39B] [ SOCIAL_CONTACT_STATUS=queued] [ SOCI AL_CONTA
CT_STATUS_REASON=EXTERNALLY_HANDLED] : Updating Social Contact state

SocialMiner CCPAPI logs shows contact status as queued

0000000594: y.y.y.y: Apr 12 2020 02:16:53.497 -0500: %CCBU ___ EVENTI NG 6-
DS_NOTI FI CATI ON_EVENT:

% DSNot i fi cati onEvent =com ci sco. ccbu. ccp.interfaces.nfy. Notificati onEvent @28143d[ aut hor =Bi nu, t
t1 e=Hel p, canpai gnl ds=[ 100001] , event Type=SC_STATUS_CHANGE, noti fi cati onRul el d=0, noti fi cati onRul eNa
nme=, medi aRout i ngDonai nl d=0, newTags=[ cont actcenter, tagl, tag2, tag3], ol dTags=[contactcenter,
tagl, tag2, tag3], screenPopUrl =, soci al Cont act Ext ensi onFi el ds={ nedi aAddr ess=2000,

| ocati on=Bost on}, soci al Cont act | d=6D3F8C3510000171000001380AC9E39B, soci al Cont act Chat | sl nvited=fa
se, soci al Cont act Chat | nvi t eSt at us=none, soci al Cont act | nt egr ati onAut hTokenGui d=, soci al Cont act | sSof t
Locked=f al se, soci al Cont act Publ i shedDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act Scri pt Sel ect or =, soci al Contact Short Url I ds=[], socialContactStatus=queued,soci al C
ont act St at usDat e=Sun Apr 12 02:16: 53 CDT

2020, soci al Cont act St at usReason=ext er nal | y_handl ed, soci al Cont act St at usUser | d=syst em soci al Cont act
Tags=[], sourceType=cal | back, hasMor eCont act s=f al se, nunCont act sResend=0, numQueuedCont act=0]]: A
DSNoti fi cati onEvent received

- From UCCE MR PIM logs


http://socialminer.com/results.jsp?scID=
https://1.1.1.1/ccp/socialcontact/6D3F8C3510000171000001380AC9E39B
https://%3csocialminer-ip%3e/ccp-webapp/ccp/feed
https://%3csocialminer-ip%3e/ccp-webapp/ccp/feed

Application sends “NEW_TASK” request to router via MR PG
02:16:37:130 PG3A-pim3 Trace: Application->PG:
Message = NEW_TASK; Length = 89 bytes
DialoguelD = (12) Hex 0000000c
SendSegNo = (1) Hex 00000001
MRDomainID = (1) Hex 00000001
PreviousTask = -1:-1:-1
PreferredAgent = Undefined
Service = (0) Hex 00000000
CiscoReserved = (0) Hex 00000000
ScriptSelector: 6666 <-- Agent reservation script DN
ApplicationString1: 2000 <-- Customer callback Number
ApplicationString2: 6D3F8C3510000171000001380AC9E39B

ServiceRequested = (1) Hex 00000001

02:16: 37: 130 PG3A-pi nB Trace: Send | NRCMSGNewCal | to Router : NEWCALL RClI D=5005 PI D=5002 DI D=12
Dl DRel Seq#=1 G pDel Key=5006 CRS(RtrDate=-1, RtrCl D=-1) RCKSeq#=-1 NI CCal | | D={ N A} PGCal | | D={ N A}
Oper at i onCode=CLASSI C Oper at i onFl ags=COOP_NONE Cal | edPart y#=6666 Cal | i ngPart y#=2000
CED=6D3F8C3510000171000001380AC9E39B MsgOri gi n=1 Rout eDevType=6 Originator=10.2.2.1

NI CCal | edParty#= NetDel ay=0 Priority=0 OigType=0 at VRU=T CLI DRestrict=F Pref AGSTID=-1

MRDomai nl D=1 LegacyPreCal | MsgEnabl ed=F Cl D=0, ServiceReq=1 PV1= PV2= PV3= PV4= PV5= PV6= PV7=
PV8= PV9= PV10=

- Router logs

Router selects agent label 2002 and forwards the information to the CUCM PG and it notifies MR
PG of the selection.

02:16:37:144 rb-rtr Trace: (12 x 0 : 0 0) NewCall: CID=(153138,304), DN=6666, AN =2000,
CED=6D3F8C3510000171000001380AC9E39B, RCI D=5005, MRDI D=1, Cal | At VRU=1, OpCode=0 02: 16: 37: 144 rb-
rtr Trace: (12 x 0 : 0 0) DeviceTargetPreCall_V12: Cl D=(153138,304), PerlD=5000, SGSTID=5013,
AGSTI D=5001 Net wor kCal | Fl ags=0, |nvokel D=629, GREET= 02:16:37: 144 rb-rtr Trace: (12 x 0 : 0 0)
Connect: Cl D=(153138, 304), Event Sel ect=0, Servi ceType=0, RCI D=5005, Label (s)=2002

MR PIM forwards “DO_THIS_WITH_TASK” message to application.

02:16: 37: 146 PGBA-pi B Trace: MR _Peripheral:: On_Pendi ngConnect: CONNECT RCl D=5005 PI D=5002

Dl D=12 DI DRel Segq#=0 CRS(Rtr Dat e=153138, Rt r Cl D=304) RCKSeq#=0 Error Code=0 TRTarget|D=-1 Corrl D=
Event Sel =0 SvcType=0 NI CCal | | D={ N A} PCCal | | D={ N A} Oper ati onCode=CLASSI C

Qper at i onFl ags=COOP_NONE Net wor kTr ansf er Enabl ed=F Label ( Type=0) =2002 NI CCal | edPart y#=6666
SGSTI D=5013 SvcSTI D=-1 AGSTI D=5001 AG nfo=, MRDI D=1 Interruptible=0 PVl= PV2= PV3= PV4= PV5=
PV6= PV7= PV8= PV9= PV10= 02: 16: 37: 146 PG3A-pi nB Trace: PG >Application:

Message = DO_THIS _WITH_TASK; Length = 70 bytes



DialoguelD = (12) Hex 0000000c
SendSegNo = (1) Hex 00000001
IcmTaskID = 153138:304: 1
SkillGroup = (5013) Hex 00001395
Service = Undefined

Agent = (5001) Hex 00001389
Agentinfo:
Label: 2002 <-- Agent Extension
ApplicationString2:

MRDID = (1) Hex 00000001

Interruptible = (0) Hex 00000000

Call variable 1:

Call variable 2:

Call Variable 3:

Call variable 4:

Call Variable 5:

Call Variable 6:

Call variable 7:

Call Variable 8:

Call Variable 9:

Call Variable 10:

- SocialMiner Runtime logs

Received “DO_THIS_WITH_TASK” response from UCCE via MR PIM

0000385626: y.y.y.y: Apr 12 2020 02: 16:53. 491 -0500:

%CCBU MRSS- 6- MR_CONNECTI ON_LI B-

MRConn_1585918215591: Recei ved nmessage with nessage I1d: 1101, nane: DO_THIS WITH TASK, |ength:

70

Router sends agent extension 2002

0000385627: y.y.y.y: Apr 12 2020 02: 16: 53. 496 -0500:
VR_CONNECTI ON_MSGPROCESSOR: Got DoThi sWthTask nessage :

%CCBU VRSS- 6-

{Service=-1, SendSeqNo=1,

TaskG oupLowNunber =304, TaskG oupH ghNunmber =153138, TaskSeqNo=1, LABEL=2002, Di al ogl d=12,



VRDI d=1, Agent|d=5001, MRDIsInterruptibl e=fal se, Skill G oupld=5013}

Queue status is moved to handled after receiving “DO_THIS WITH_TASK” message

0000385632: y.y.y.y: Apr 12 2020 02:16:53.508 -0500: ucCBU MRSS- 6-

MR_DATASTORE_SERVI CE:

% SOCI AL_CONTACT_I D=6D3F8C3510000171000001380AC9E39B] [ SOCI AL_CONTACT_STATUS=hand!| ed] [ SOCI AL_CONT
ACT_STATUS_REASON=EXTERNALLY_HANDLED] : Updati ng Soci al Contact state 0000002442: 10.201.227.155:
Apr 12 2020 02:16:53.511 -0500: %CCBU __ CCP- DS- APl - 6- CCP_DS_API _MESSAGE: Set

Soci al Contact Status called with: social Contact!| d=6D3F8C3510000171000001380AC9E39B ; st at us=

handl ed ; sessionUserl| d=5001

.- SocialMiner CCPAPI logs

0000000598: y.y.y.y: Apr 12 2020 02: 16:53.527 -0500: %CCBU___ EVENTI NG 6-

DS_NOTI FI CATI ON_EVENT:

% DSNot i fi cati onEvent =com ci sco. ccbu. ccp.interfaces.nfy. NotificationEvent @531966[ aut hor =Bi nu, ti
t 1 e=Hel p, canpai gnl ds=[ 100001] , event Type=SC_STATUS_CHANGE, noti fi cati onRul el d=0, noti fi cati onRul eNa
me=, nedi aRout i ngDomai nl d=0, newTags=[ cont act center, tagl, tag2, tag3], ol dTags=[contactcenter,
tagl, tag2, tag3], screenPopUrl =, soci al Cont act Ext ensi onFi el ds={ nedi aAddr ess=2000, nrdl D=1,

nrdl sl nterrupti bl e=fal se, |ocation=Boston,

t askl D=153138_304_1}, soci al Cont act | d=6D3F8C3510000171000001380AC9E39B, soci al Cont act Chat | sl nvi ted
=f al se, soci al Cont act Chat | nvi t eSt at us=none, soci al Cont act | nt egr ati onAut hTokenGui d=, soci al Contactl| s
Sof t Locked=f al se, soci al Cont act Publ i shedDat e=Sun Apr 12 02:16:53 CDT

2020, soci al Cont act Scri pt Sel ect or =, soci al Cont act Short Url | ds=[], socialContactStatus=handled, soci al
Cont act St at usDat e=Sun Apr 12 02: 16: 53 CDT

2020, soci al Cont act St at usReason=ext er nal | y_handl ed, soci al Cont act St at usUser | d=5001, soci al Cont act Ta
gs=[], sourceType=cal | back, hasMor eCont act s=f al se, nunCont act sResend=0, numQueuedCont act =0]]: A
DSNot i fi cati onEvent received
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