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Introduction

This document describes a solution for the Cisco Finesse problem when a supervisor is not able to
silent monitor an agent.

Problem

When you try to use the Silent Monitoring feature, Finesse Supervisor gets an error; "Unable to
Silent Monitor at this time (CTIError=Generic Error)".

The most common cause of this issue is that Monitoring Calling Search Space (CSS) on the
supervisor line does not have the priviledge to monitor the agent line.

Solution

These SQL queries allow you to check if the supervisor has the privilege to monitor the agent line.

In this example, the agent has directory number (DN) 1011 in partition global_pt and the
supervisor has DN 1012 in partition supervisor_pt with monitoring CSS supervisor_css.

1. Get the agent line and partition details.

adm n: run sqgl SELECT d. pkid devid, d. nane nmac, n. dnor pattern nunber, rp. nane
pt,d.allowticontrol flag ction,

ts. nane bi b FROM devi cenunpl anmap dnm | NNER JO N device d ON d. pki d=dnm f kdevi ce | NNER JO N
nunmpl an n ON n. pki d=dnm f knunpl an

INNER JO N typestatus ts ON ts. enunmr=d. tkstatus_builtinbridge LEFT JON routepartition rp ON
rp. pki d=n. fkroutepartition

WHERE n. dnor pattern='1011"

devid nmac number pt ction bib

7d416919- f ab9- 4807- bccO- 61c4bbc28c49 SEPCB0084AA8721 1011 agent _pt t On
2. Get the supervisor line and monitoring CSS details.

adm n:run sql SELECT d. pkid devid, d. name nac, n. dnor pattern nunber, rp. nane

svi sor_line_pt, css.nanme svisor_nonitoring_css

FROM devi cenunpl anmap dnm | NNER JO N device d ON d. pki d=dnm f kdevi ce | NNER JO N nunplan n ON
n. pki d=dnm f knunpl an



LEFT JO N routepartition rp ON rp. pkid=n.fkroutepartition LEFT JO N callingsearchspace css ON
css. pki d==dnm f kcal | i ngsear chspace_noni tori ng WHERE n. dnor pattern='1012'
devid nmac nunmber svisor_line_pt svisor_monitoring_css

2633e474- b883- 4cbe- 8f 07- 3a7dddd4f 7bc SEPO05056996F7E 1012 supervi sor_pt supervi sor_css
3. Verify if the agent's partition is present in the supervisors monitoring CSS.

adm n: run sqgl SELECT pkid, name, cl ause FROM cal | i ngsear chspace WHERE nane=' supervi sor_css
pki d name cl ause

29b204f 6- cc9e- 4b39- 58eb- cc093¢c91f 6d3 supervi sor_css agent _pt: pl: gl obal _pt
The column clause has ordered a list of partitions that belong to a specific CSS. In the example
supervisor_css, it has three partitions in the this order: agent_pt, p1, global_pt.

In the non-working scenario, agent's line partition will be missing the clause line, so you need to
add it in order to make the silent monitoring feature to work.
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