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Introduction

The document describes the different call status involved in a Cisco Voice Portal (CVP) Courtesy
Callback (CCB) deployment.

Prerequisites

Requirements
Cisco recommends that you have knowledge of these topics:

- CVP
- CVP Call Studio
- CVP Courtesy Callback

Components Used
The information in this document is based on these software and hardware versions:

. CVP Version 10
. Call Studio Version 10

The information in this document was created from the devices in a specific lab environment. Al
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.

Courtesy Callback Call Flow And Applications Involved

When you place a call to a system where Courtesy Callback is implemented, several applications



and processes are involved in order to offer you a callback, so you do not have to wait on the
phone while an agent becomes available.

1. The call needs first to be validated so CCB can be offered if validation pass.

The call is added to memory queue and different parameters are validated in order to offer a
callback. For instance, the minimum Estimated Wait Time allowed (EWT), ingress gateway
configuration required, current callbacks, number of Ingress gateway trunks assigned for callback,
and so on.

The CVP Call Studio application related to this validation process is CallbackEntry.

2. If validation passes, Courtesy Callback is offer. If the Courtesy Callback is accepted by the
caller, the CVP CCB solution collects the caller information. After the information is collected, a
good bye message is played to the caller.

The Call studio applications related to this process are CallbackEntry and CallbackEngine. At
this moment, since the callback has been added to the database the status of the call is: Callback
Pending (21).

3. The Courtesy Callback solution waits for the EWT to expire in order to place the call back
(Callback in progress (22)). The callback occurs and the call is accepted. At this moment the
status of the callback changes to Completed/Connected (Status 24).

The application related to this process is CallbackWait. The status of the call is: Callback
Completes (24).

4. The caller waits on queue while an agent becomes available. As soon as an agent becomes
available the call is sent to the agent and the callback is removed from memory queue. The
application related to this process is CallbackQueue.

Analyze Activity Logs, Reporting Logs, And Database
Output

CallbackEntry

CallbackEntry Activity logs: Call starts

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, newcal |,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, ani, 5008

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, areacode, NA
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, exchange, NA
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 607, ,start, dni s, 8013
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, uui, NA

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:18.607,,start,iidigits, NA
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18. 607, ,start, paraneter, _user CourtesyCal | backEnabl ed=1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 607, , start, paranet er, ani =5008
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18. 607, ,start, paraneter, gnane=bi | ling

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18.607,,start, paraneter, cal | i d=064CD880000100000000025308C6C90A

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015



11: 41:18. 607, , start, paranet er, queueapp=Bi | | i ngQueue

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, paraneter, _dni s=8013
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18. 607, ,start, paraneter, _ccbhServlet=http://10.201.198. 11: 8000/ cvp/ Cal | backSer vl et

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 607, , start, paraneter, ewt =180
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 607, , start, paranet er, _ani =5008
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:18. 607, ,start, paraneter, _ccbServl et ReqTi neout =10

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 607, CVP Subdi al og

Start_01, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 747, CVP Subdi al og
Start_01, exi t, done

CallbackEntry Activity logs: Call added to memory queue:

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 747, Enter Queue_01, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 747, Enter

Queue_01, cust om Cal | back_Ent er _Queue, ELEMENT_ENTRY

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 763, Enter

Queue_01, custom t hi shost, 10. 201. 198. 11

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 825, Enter

Queue_01, cust om Cal | back_Ent er _Queue, ELEMENT_EXI T

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 825, Enter Queue_01, data, ewt, O
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 825, Enter Queue_01, exi t, done

CVP Reporting Server logs show the call has been added to memory:

15202: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 41} Ent er QueueHandl er: val i date: validate gui d=064CD880000100000000025308C6C90A

i cmewt =180

15203: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 41} Ent er QueueHandl| er: Ent er QueueHandl| er . exec: Ent er QueueHandl er

CALLGUI D=064CD880000100000000025308C6C90A Cal | St art Dat e=Mbn Dec 14 11:41:18 CST 2015

15204: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 41} Enter Queue CALLGUI D=064CD880000100000000025308C6C90A QueueNane=bi |l | i ng ani =5008
15205: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor41l} QueueStats putEntry: 064CD880000100000000025308C6C90A<Li st si ze: 0>

15206: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 41} JdbcCal | backQueueDAQ store: Request to store Call backQueue record

Cal | GUI D=064CD880000100000000025308C6C90A Cal | backQueueDTO=Cal | backQueueDTG :' Surrogateld: '-1'
QueueNane: 'billing' Queueld: '-1' DbDateTinme: 'null' QueueStatus: '0' ValidationStatus: 'O
EnterDateTinme: 'Mon Dec 14 11:41:18 CST 2015' LeaveDateTinme: 'null' CVPEstimatedWaitTime: 'O
| CVEstimatedWait Tinme: ' 180" Call StartDate: 'Mon Dec 14 11:41:18 CST 2015

15207: 10.201.198.11: Dec 14 2015 11:41:18.810 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 41} JdbcCal | backQueueDAQO store: Responded with retCode: 0 to request to store

Cal | backQueue record CALLGUI D=064CD880000100000000025308C6C90A

CallbackEntry Activity logs: EWT is calculated in minutes scale:

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 825,ewt in M nutes, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:18.825,ewt in

M nut es, custom Result, 4.0

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:18. 825,ewt in M nutes, exi t, done

CallbackEntry Activity logs: Validate the call to see if a callback can be offered

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 825, Val i date_01, ent er,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18. 825, Val i date_01, cust om Cal | back_Val i dat e, ELEMENT ENTRY

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18.872, Val i date_01, cust om Cal | back_Val i dat e, ELEMENT ENTRY



10.

201.198.11.1450114878607. 81. Cal | backEnt ry, 12/ 14/ 2015 11: 41: 18. 872, Val i dat e_01, cust om pr obe

out come, i d: 10. 201. 198. 21; | oc: docl ab; t runks: 100

10.
11:
10.
11:
10.
10.
11:
10.
11:
10.

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Val i dat e_01, cust om Cal | back_Val i dat e, ELEMENT_EXI T

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Val i dat e_01, dat a, gw, 10. 201. 198. 21

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 888, Val i date_01, dat a, | oc, docl ab
201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Val i dat e_01, dat a, capaci ty, 100

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18.888, Val i date_01, data, resul t, refresh

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:18. 888, Val i date_01, exit, refresh

CVP Reporting Server logs show validation refresh:

15208: 10.201.198.11: Dec 14 2015 11:41:18.888 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 33} Val i dat eHandl er: Val i dat eHandl er. exec: Val i dat eHandl er

GUI D=064CD880000100000000025308C6C90A

15209: 10.201.198.11: Dec 14 2015 11:41:18.888 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 33} Val i dat eHandl er: Val i dat eHandl er. exec: Val i dat eHandl er

GUI D=064CD880000100000000025308C6C90A refresh

CallbackEntry Activity logs: Use the SetQueueDefault values to validate the call:

10.
10.
11:
10.
11:
10.
11:

201.198.11.1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 888, Set QueueDef aul ts_01, enter,
201.198.11.1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Set QueueDef aul ts_01, cust om Cal | back_Set _Queue_Def aul t s, ELEMENT_ENTRY
201.198.11.1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Set QueueDef aul ts_01, cust om Cal | back_Set _Queue_Defaul ts, ELEMENT_EXI T
201.198.11.1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Set QueueDefaul ts_01, exi t, done

CVP Reporting Server logs show SetQueue:

15210: 10.201.198.11: Dec 14 2015 11:41:18.888 -0600: % CVP_10_0 RPT-7-CALL: {Thrd=http-
processor 39} Set QueueDef aul t sHandl er: Set QueueDef aul t sHandl er. exec: Set QueueDef aul t sHandl er
QueueNane=bi | I'i ng

CallbackEntry Activity logs: Validate again since the previous result was refresh:

10.
10.
11:
10.
11:
10.

201.198.11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 888, Val i date_02, enter,

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 888, Val i date_02, cust om Cal | back_Val i dat e, ELEMENT_ENTRY

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18.935, Val i date_02, cust om Cal | back_Val i dat e, ELEMENT_ENTRY
201.198.11.1450114878607. 81. Cal | backEnt ry, 12/ 14/ 2015 11: 41: 18. 935, Val i dat e_02, cust om pr obe

out come, i d: 10. 201. 198. 21; | oc: docl ab; t runks: 100

10.
11:
10.
11:
10.
10.
11:
10.
11:
10.

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 950, Val i date_02, custom Cal | back_Val i dat e, ELEMENT_EXI T

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 950, Val i dat e_02, dat a, gw, 10. 201. 198. 21

201.198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 950, Val i dat e_02, dat a, | oc, docl ab
201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 950, Val i dat e_02, dat a, capaci ty, 100

201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

41:18. 950, Val i date_02, dat a, resul t, preenptive
201.198.11.1450114878607. 81. Cal | backEnt ry, 12/ 14/ 2015 11: 41: 18. 950, Val i date_02, exi t, preenpti ve

CVP Reporting Server logs show validation:



15211: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: %CVP_10_0_RPT-7- CALL: {Thrd=http-
processor 23} Val i dat eHandl er: Val i dat eHandl er. exec: Val i dat eHandl er

GUI D=064CD880000100000000025308C6C90A

15212: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: % CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 23} JdbcCal | backDAG i sExceededCapacity: Request to check if exceeded capacity in
Cal | back. Gateway=10.201.198. 21 NunCf Gat ewayAl | owed=2 i nt eval =60

15213: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: %CVP_10_0_RPT-7- CALL: {Thrd=http-
processor 23} JdbcCal | backDAG i sExceededCapacity: Returning true for query on whether capacity is
exceeded. |nput paraneters: Gateway=10.201.198.21 Nunber O Gat ewayCal | backsAl | owed=2 i nt eval =60
15214: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor23} wi |l QueueHandl eCal | back: QueueNane: billing pendingCal | Backs: 0 MaxCalls: 9999999
Current QueueSi ze: 1 MaxPercent: 100

15215: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: %CVP_10_0_RPT-7- CALL: {Thrd=http-
processor23} wil | QueueHandl eCal | back: percent: 10015216: 10.201.198.11: Dec 14 2015 11:41:18.935
-0600: 9%CVP_10_0_RPT-7-CALL: {Thrd=htt p-processor23}

JdbcCal | backQueueDAQC: updat eVal i dati onSt at us: Request to update validation status in

Cal | backQueue. Cal | GUI D=064CD3880000100000000025308C6C90A val i dati onSt at us=2

15217: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: % CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 23} JdbcCal | backQueueDAO updat eVal i dationStatus: Validation status of 1 rows were
updated in Call backQueue. CALLGU D=064CD880000100000000025308C6C90A

15218: 10.201.198.11: Dec 14 2015 11:41:18.935 -0600: %CVP_10_0_RPT-7-LOW LEVEL: {Thrd=htt p-
processor 23} ValidateHandl er: Val i dat eHandl er. exec: Val i dat eHandl er

GUI D=064CD880000100000000025308C6C90A resul ts: preenptive validation status bitnmsk=0x00000003

CallbackEntry Activity logs: Prompt caller phone number and name:

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 18. 950, Preenpti vePronpt 1, enter,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:18. 954, Preenpti vePronpt 1, i nteracti on, audi o_group, i nitial _audi o_group

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 981, Preenpti vePronpt 1, exi t, done
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:18. 981, Preenpti vePronpt 2, enter,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11:41:18. 981, Preenpti vePronpt 2, i nteracti on, audi o_group, i nitial _audi o_group

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:37. 057, Preenpti vePronpt 2, i nteraction, utterance, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 37. 061, Preenpti vePronpt 2, i nt eracti on, i nput node, dt nf

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 37. 061, Preenpti vePronpt 2, i nteraction,interpretation,true

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:37. 061, Preenpti vePronpt 2, i nteracti on, confi dence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 37. 233, Preenpti vePronpt 2, dat a, val ue, yes

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 37. 233, Preenpti vePronpt 2, dat a, confi dence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 37. 233, Preenpti vePronpt 2, dat a, val ue_confi dence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 37. 233, Preenpti vePronpt 2, exi t, yes

CallbackEntry Activity logs: Record name:

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 37. 233, Record Nane, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 37. 233, Record

Nare, i nt eracti on, audi o_group,initial _audi o_group

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record

Name, dat a, dur ati on, 4400

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record Nane, dat a, si ze, 34560
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record Nane, data, ternchar, #
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record

Name, dat a, maxti ne, f al se

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record

Name, dat a, fi | ename, audi 01450114906328288. wav



10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record

Nare, dat a, fi | epat h, C:\ G sco\ CVP\ VXM.Ser ver \ Tontat \ webapps\ CVP\ audi o\ r ecor di ngs\ audi 0145011490632
8288. wav

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Record Nane, exi t, done
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, ANl exi stence check, enter,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, ANl exi stence

check, exit, exi sts

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 328, Confirm Cal | back Number
1, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 46. 332, Confirm Cal | back Number
1,interaction, audi o_group,initial_audi o_group

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 120, Confirm Cal | back Number
1,interaction,utterance, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 120, Confirm Cal | back Number
1,interaction,inputnode, dt nf

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 120, Confirm Cal | back Number
l,interaction,interpretation,1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 120, Confirm Cal | back Number
1,interaction, confidence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Confirm Cal | back Number
1, dat a, val ue, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Confirm Cal | back Number
1, dat a, sel ection, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Confirm Cal | back Number
1, dat a, confi dence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Confirm Cal | back Number
1, dat a, val ue_confi dence, 1

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Confirm Cal | back Number
1,exit,optionl

CallbackEntry Activity logs: Call passed validation. Caller accepted the CCB offer and information
was collected. Now, this call is added to the database table Callback:

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 283, Add Cal |l back to DB 1, enter,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 283, Add Cal | back to DB
1, cust om Cal | back_Add, ELEMENT_ENTRY

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 314, Add Cal | back to DB
1, cust om Cal | back_Add, ELEMENT_EXI T

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 314, Add Cal | back to DB
1,data,result,valid

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 314, Add Cal | back to DB
1, exit, done

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:55.314,1s valid 1, enter,
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:55.314,1s valid 1,exit,validated
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:55. 314, Appl i cati on_Modi fier_02, enter,

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41:55. 314, Appl i cati on_Modi fier_02, exit, done

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 314, Return to I CM enter

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41:55. 345, Return to ICM exit,

CVP Reporting Server logs show when the call was added to the database:

15223: 10.201.198.11: Dec 14 2015 11:41:55.314 -0600: %VP_10 0 RPT-7- CALL: {Thrd=http-
processor 47} AddCal | backHandl er: AddCal | backHandl er . exec: AddCal | backHandl er

CALLGUI D=064CD880000100000000025308C6C90A

15224: 10.201.198.11: Dec 14 2015 11:41:55.314 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 47} JdbcCal | backDAG store: Request to store Callback record. Call backDTO=Cal | backDTQO :
Surrogateld: '-1' Call GU D: '064CD880000100000000025308C6C90A" ANI: '5008' DbDateTi ne: 'null
Event Typel d: '21' Causeld: '0' CallBackType: 'p' OdGQU D 'null' Gateway: '10.201.198.21'
Location: 'doclab' NorAttenpts: '0' Schedul edCal | BackDat eTi ne: 'null' Schedul edCal | BackDN:
"null' Call StartDate: 'Mn Dec 14 11:41:18 CST 2015' Recordi ngURL



"http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav' QueueNane: 'nul |’
event Dat eTi me: Mon Dec 14 11:41:18 CST 2015

15225: 10.201.198.11: Dec 14 2015 11:41:55.314 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 47} JdbcCal | backDAG store: Responded with retCode: 0 to request to store Call back
record CALLGUI D=064CD880000100000000025308C6C90A

EventTypeld: '21' Causeld: '0" is Callback pending.

Note: The information for the event type can be found on EventTypeRef table.

The next query output shows the information stored in the callback table. Surrogate ID is a primary
key which help to identify the call in different callback tables:

DISPLAY : _ N:[Fi" Restart Exit

Display next page of results.

————————————————————— callbackPcwvp ———————— Press CIRL-Y for Help ————

ani LB8g

dbhdatet ime 2015-12-14 11:41:55.808

callstartdate 127142815

callbacktype 1

o Ll g ad

gateway 18.281 .198 .21

recordingurl s S108.281.198 .11 :7888.-CUP-audiorecordings ~audiol458114

328288 _wav
scheduledcallbhack+
scheduledcallback+
location doeclab
nhrattempts
eventtype id 21
cause id 5]
surrogate id 33

Information added to the callback event table, as shown in the image.

dbdatet ime 2015-12-14 11:41:55.8808
i 2015-12-14 17:41:18
3231432315

21
surrogateid 33

CallbackEntry Activity logs: Application finish and results are returned to CVP

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 55. 345, , cust om Cal | back_Leave_Queue, ELEMENT_ENTRY

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 55. 345, , cust om Cal | back_Leave_Queue, Ski ppi ng the rest of Callback_Leave_Queue

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015

11: 41: 55. 345, , end, how, app_sessi on_conpl ete

10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11:41:55. 345, , end, resul t, nor nal
10. 201. 198. 11. 1450114878607. 81. Cal | backEntry, 12/ 14/ 2015 11: 41: 55. 345, , end, dur ati on, 37

CallbackEngine

CallbackEngine: Play goodbye message and the call is disconnected. Invoke CallbackWait
application.



10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, , start, newcal I,
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, , start, ani, 5008
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, , start, areacode, NA
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, , start, exchange, NA
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, ,start, dni s, 8013
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, ,start, uui, NA

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, ,start,iidigits, NA
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paranet er, Cal | backType=preenptive

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, _user CourtesyCal | backEnabl ed=1

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, gnane=bi | |l i ng

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, cal | i d=064CD880000100000000025308C6C90A

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, , start, paranet er, queueapp=Bi | | i ngQueue

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, _dni s=8013

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, qti mne=1450114878747

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, _cchServlet=http://10.201.198. 11: 8000/ cvp/ Cal | backSer vl et
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, , start, paranmet er, _ani =5008
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41:55. 719, ,start, paraneter, _ccbServl et ReqTi neout =10

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 719, Intercept caller
hangup, ent er,

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 907, I ntercept caller
hangup, custom resul t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 907, I ntercept caller
hangup, dat a, resul t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41:55. 907, I ntercept caller
hangup, exi t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41: 55. 907, Goodbye, ent er,

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 41: 55. 907, Goodbye, i nt eracti on, audi o_group, i ni ti al _audi o_group

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41: 55. 938, Goodbye, exi t, done
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 41: 55. 938, Di sconnect
Caller_01, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, Di sconnect

Call er_01, customresul t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, Di sconnect

Cal l er _01, data, resul t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, Di sconnect

Cal l er_01, exit, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, Do not | eave queue, enter,
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, Do not | eave
gueue, exi t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 42: 00. 399, , custom Cal | back_Leave_Queue, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 42: 00. 399, , cust om Cal | back_Leave_Queue, Ski ppi ng the rest of Callback_Leave_ Queue

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015

11: 42: 00. 399, , end, how, appl i cati on_transfer: Cal | backWi t

10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, , end, resul t, nor nal
10. 201. 198. 11. 1450114915719. 82. Cal | backEngi ne, 12/ 14/ 2015 11: 42: 00. 399, , end, durati on, 5

CallbackWait

CallbackWait: Application starts



10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Start_01, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Start_01, exi t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

Cal | backEngi ne, exi t, done
CallbackWait: Status of the call, and EWT verification:

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
St at us_01, cust om Cal | back_GCet _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, custom Cal | back_Get _St atus, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, dat a, start Cal | back, fal se

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, data, cl i, 8005551212
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015

11:
11:
11:
11:
11:
11:
11:
11:

11:

11:
11:

11:
11:

11:

11:

11:

11:

11:

11:

11:
11:

42:
42:
42:
42:
42:
42:
42:
42:

42:

42:
42:

42:
42:

42:

42:

42:

42:

42:

42:

42:
42:

00.
00.
00.
00.
00.
00.
00.
00.

00.

00.
00.

00.
00.

00.
00.
00.
00.
00.
00.

00.
00.

399, , start, source, Cal | backEngi ne
399, ,start, ani, 5008

399, ,start, areacode, NA

399,, start, exchange, NA

399, ,start, dni s, 8013

399, ,start, uui, NA
399,,start,iidigits, NA

399, CVP Subdi al og

571, CVP Subdi al og

571, From Cal | backEngi ne, enter,
571, From

571, Cet
571, Cet

Status_01, enter

571, Get
571, Cet
571, Cet

571, Cet
571, Cet

Status_01, dat a, ewt, 145
St atus_01, dat a, gpos, 0

571, Cet
571, Cet
571, Cet

Status_01, dat a, rna, 30
St at us_01, dat a, dn, 5008

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ recor di ngs/ audi 01450114906328288. wav

10. 201.198. 11
10. 201.198. 11
10. 201.198. 11
10. 201.198. 11
m ns, ent er,

10. 201.198. 11

. 1450114915719.
. 1450114915719.
. 1450114915719.
. 1450114915719.

. 1450114915719.

82.
82.
82.
82.

82.

Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015

Cal | backWai t, 12/ 14/ 2015
m ns, exit, no

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Wi t, custom Cal | back_Wait, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
St at us_01, cust om Cal | back_GCet _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, custom Cal | back_Get _St atus, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, dat a, start Cal | back, fal se

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, data, cl i, 8005551212
10. 201. 198. 11. 1450114915719. 82
10. 201. 198. 11. 1450114915719. 82
10. 201. 198. 11. 1450114915719. 82

Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015
Cal | backWai t, 12/ 14/ 2015

11:
11:
11:
11:

11:

11:
11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:
11:

42:
42:
42:
42:

42:

42:
42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:
42:

00.
00.
00.
00.

00.

00.
00.

15.
15.
15.
15.
15.
15.
15.
15.
15.
15.
15.

15.
15.

571, Get Status_01, exit, done

571,1s Cal |l back Ready, enter
571,1s Cal |l back Ready, exit, no
571,1s wait nmore than 3
571,1s wait nmore than 3

571, Short Wait,enter,

571, Short

609, Short

609, Short

609, Short Wait,exit, done
609, Get Status_01, enter
609, Get

641, Cet
641, Cet
641, Cet

641, Cet
641, Cet

Status_01, dat a, ewt, 35
St atus_01, dat a, gpos, 0

641, Cet
641, Cet
641, Cet

Status_01, dat a, rna, 30
St at us_01, dat a, dn, 5008

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ recor di ngs/ audi 01450114906328288. wav



10. 201. 198. 11.
10. 201. 198. 11.
10. 201. 198. 11.
10. 201. 198. 11.

m ns, ent er,

10. 201. 198. 11.

m ns, exit, no

10. 201. 198. 11.
10. 201. 198. 11.

1450114915719.
1450114915719.
1450114915719.
1450114915719.

1450114915719.

1450114915719.
1450114915719.

82.
82.
82.
82.

82.

82.
82.

Cal | backWai
Cal | backWai
Cal | backWai
Cal | backWai

Cal | backWai

Cal | backWai
Cal | backWai

Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
Wi t, custom Cal | back_Wait, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
St at us_01, cust om Cal | back_Get _St at us, ELEMENT_ENTRY

, 12/ 14/ 2015
, 12/ 14/ 2015
, 12/ 14/ 2015
, 12/ 14/ 2015

— o~ o~

t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, custom Cal | back_Get _St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Stat us_01, dat a, start Cal | back, fal se

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
Status_01, data, cl i, 8005551212

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

Cal | backWai
Cal | backWai
Cal | backWai

Cal | backWai
Cal | backWai
Cal | backWai

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

11:
11:
11:
11:

11:

11:
11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:
11:

42:
42:
42:
42:

42:

42:
42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:
42:

15.
15.
15.
15.

15.

15.
15.

30.

30.

30.

30.

30.

30.

30.

30.

30.

30.

30.

30.
30.

641, Get Status_01, exit, done
641, 1s Call back Ready, enter,
641, 1s Call back Ready, exit, no
641,1s wait nore than 3
641,1s wait nore than 3

641, Short Wait, enter,
641, Short

679, Short

679, Short

679, Short Wait, exit, done
679, Get Status_01, enter,
679, Get
726, Get
726, Get
726, Get

726, Get
726, Get

Status_01, dat a, ewt, 25
St at us_01, dat a, gpos, 0

726, Get
726, Get
726, Get

St atus_01, dat a, rna, 30
St at us_01, dat a, dn, 5008

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav

10. 201. 198. 11.
10. 201. 198. 11.
10. 201. 198. 11.
10. 201. 198. 11.

m ns, ent er,

10. 201. 198. 11.

m ns, exit, no

10. 201. 198. 11.
10. 201. 198. 11.

1450114915719.
1450114915719.
1450114915719.
1450114915719.

1450114915719.

1450114915719.
1450114915719.

82.
82.
82.
82.

82.

82.
82.

Cal | backWai
Cal | backWai
Cal | backWai
Cal | backWai

Cal | backWai

Cal | backWai
Cal | backWai

Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai
Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
Wi t, custom Cal | back_Wait, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai
10. 201. 198. 11. 1450114915719. 82. Cal | backWai
10. 201. 198. 11. 1450114915719. 82. Cal | backWai

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

Stat us_01, cust om Cal | back_Get _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Status_01, custom Cal | back_Get _St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
St at us_01, dat a, start Cal | back, fal se

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
Status_01, data, cl i, 8005551212

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

Cal | backWai
Cal | backWai
Cal | backWai

Cal | backWai
Cal | backWai
Cal | backWai

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

11:
11:
11:
11:

11:

11:
11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:
11:

42:
42:
42:
42:

42:

42:
42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:

42:
42:

30.
30.
30.
30.

30.

30.
30.

45.

45.

45.

45.

45.

45.

45.

45.

45.

45.

45.

45.
45.

726, Get Status_01, exit, done
726,1s Cal |l back Ready, enter,
726,1s Call back Ready, exit, no
726,1s wait nore than 3
726,1s wait nore than 3

726, Short Wait,enter,
726, Short

764, Short

764, Short

764, Short Wait,exit, done
764, Get Status_01, enter,
764, Get
796, Get
796, Get
796, Get

796, Get
796, Get

Status_01,data,ewt,5
St at us_01, dat a, gpos, 0

796, Get
796, Get
796, Get

St atus_01, dat a, rna, 30
St at us_01, dat a, dn, 5008

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 42: 45. 796, Get

Status_01, exi t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 42:45.796,1s Cal | back Ready, enter,
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 42:45.796,1s Cal | back Ready, exit, no

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11:42:45.796,1s wai t

nore than 3



m ns, ent er,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11:42:45.796,1s wait nore than 3

m ns, exit, no

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 42: 45. 796, Short Wi t, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 42: 45. 796, Short

Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 834, Short

Wi t, cust om Cal | back_Wai t, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 834, Short

Wi t, custom Cal | back_Wait, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 834, Short Wi t, exit, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 834, Get Status_01, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 834, Get

St at us_01, cust om Cal | back_Get _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get

Status_01, custom Cal | back_Get _St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get

St at us_01, dat a, start Cal | back, true

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get Status_01, data, ewt, 0
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get St at us_01, dat a, qpos, 0
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get

Status_01, data, cl i, 8005551212

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get St atus_01, dat a, r na, 30
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get St atus_01, dat a, dn, 5008
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Get Status_01, exi t, done

CVP Reporting Server logs show status of the call verification.

15227: 10.201.198.11: Dec 14 2015 11:42:00.431 -0600: %CVP_10_0_RPT-7-creat eNewCal | Event :

{Thr d=Thr ead- 54}

15228: 10.201.198.11: Dec 14 2015 11:42:00.571 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 52} Get St at usHandl er: Get St at usHandl er . exec: Get St at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A

15229: 10.201.198.11: Dec 14 2015 11:42:03. 254 -0600: 9%CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dqRat eA=180
timel nFirstPlace(Secs)=45 reconnect Ti ne=30 SLA ti me=60 Renmi ni ngTi ne=45

15230: 10.201.198.11: Dec 14 2015 11:42:13.394 -0600: 9% CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesStat s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPlace(Secs)=55 reconnect Ti ne=30 SLA ti me=60 Renmi ni ngTi ne=35

15231: 10.201.198.11: Dec 14 2015 11:42:15.641 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 37} Get St at usHandl er: Get St at usHandl er . exec: Get St at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A

15232: 10.201.198.11: Dec 14 2015 11:42:23.534 -0600: % CVP_10_0O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueueSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPlace(Secs)=65 reconnect Ti ne=30 SLA ti me=60 Renmi ni ngTi ne=25

15233: 10.201.198.11: Dec 14 2015 11:42:30.726 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor27} Get St at usHandl er: Get St at usHandl er . exec: Get St at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A

15234: 10.201.198.11: Dec 14 2015 11:42:33.674 -0600: 9% CVP_10_0O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPlace(Secs)=75 reconnect Ti ne=30 SLA ti me=60 Renmi ni ngTi ne=15

15235: 10.201.198.11: Dec 14 2015 11:42:43.814 -0600: % CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs)=85 reconnect Ti ne=30 SLA ti me=60 Remmi ni ngTi ne=5

15236: 10.201.198.11: Dec 14 2015 11:42:45.796 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 40} Get St at usHandl er: Get St at usHandl er . exec: Get St at usHandl er



CALLGUI D=064CD880000100000000025308C6C90

15237: 10.201.198.11: Dec 14 2015 11:42:53.954 -0600: %CVP_10_0_RPT-7- CALL:

{Thrd=Cal | backTi mer Thr ead} Queuet ats: recal cul at eRerai ni ng\Wi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPl ace(Secs)=95 reconnect Ti ne=30 SLA ti me=60 Remai ni ngTi ne=-5

15238: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 45} Get St at usHandl er: Get St at usHandl er . exec: Get St at usHandl er

CALLGUI D=064CD880000100000000025308C6C90

CallbackWait: Verify if the system is ready to place a callback and update the database

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, | s Cal | back Ready, enter,
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, I s Cal | back Ready, exit, yes
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Update DB to

| NPROGRESS, ent er,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Update DB to

I NPROGRESS, cust om Cal | back_Updat e_St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Update DB to

I NPROGRESS, cust om Cal | back_Updat e_St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Update DB to

| NPROGRESS, dat a, resul t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Update DB to

| NPROGRESS, exi t, done

CVP Reporting Server logs show call in progress status:

15238: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10 0 RPT-7- CALL: {Thrd=http-
processor 45} Get St at usHandl er: Get St at usHandl er. exec: Get St at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A

15239: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10 0 RPT-7- CALL: {Thrd=http-
processor 28} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A st at us=22 reason=0

15240: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10 0 RPT-7- CALL: {Thrd=http-
processor 28} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90Ar et ur ni ng st aut s=done

Update Callbackqueue with status of the call and the time:

Note: queueStatus=0 is the same as New call based on the information found in the
EventTyperef.

15241: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 28} JdbcCal | backQueueDAQO updat eQueueSt at us: Request to update Cal | backQueue st atus.
Cal | GUI D=064CD880000100000000025308C6C90A queueSt at us=0 | eaveDat eTi mre=Mon Dec 14 11:43:00 CST
2015

15242: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 28} JdbcCal | backQueueDAQ updat eQueueSt at us: Queue status of 1 rows were updated in
Cal | backQueue. CALLGU D=064CD880000100000000025308C6C90A

15243: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 28} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A updat eQueueSt at us status=0 returns=1



DISPLAY: _ IS Restart Exit
Dizplay next page of results.

callbackPcup Pres:

callguid e 4CDEBUUBNEL BB S B8 C6 CYER
queuestatus G|

callstartdate 12-14-72H15

enterdatet ime 2015-12-14 17:41:18
leavedatet ime 2015-12-14 17:43:19
cupeztimatedwaitt+ @

icmestimatedwaitt+ 180

dbdatet ime 2015-12-14 11:41:18 .88
validationstatus 2

gqueuwe id 1

surrogateid 33

Update callback event table:

status=22 reason=0 is Callback in progress.

Note: The information for the status is the same as the event type and can be found on
EventTypeRef table.

15244: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 28} JdbcCal | backDAG updat eEvent: Request to update event on Cal |l back record.

Cal | GUI D=064CD880000100000000025308C6C90A event Dat eTi ne: Mon Dec 14 11:43:00 CST 2015 Causel D=0
15245: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %VP_10 0 RPT-7- CALL: {Thrd=http-
processor 28} JdbcCal | backDAG updat eEvent: Responded with retCode: 1 to request to update event
on Cal | back record CALLGUI D=064CD880000100000000025308C6C90A

15246: 10.201.198.11: Dec 14 2015 11:43:00.850 -0600: %VP_10 0 RPT-7- CALL: {Thrd=http-
processor 28} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A updat eEvent status=22 returns=1 Cal | back Event table:

DISPLAY = _ Restart Exit
Display next page of results.

callbacklcup

2015-12-14 11:-43:80.P868
2015-12-14 17:-43:0@
12-14-2815
A
22

surrogate id 33

CallbackWait: Request CVP via the Ingress Gateway to place the callback to original caller.

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Reconnect Call er, enter,
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 00. 850, Reconnect

Cal | er, cust om Cal | back_Reconnect , ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 12. 316, Reconnect

Cal | er, cust om Cal | back_Reconnect , ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 12. 316, Reconnect

Cal | er, cust om Cal | back_Reconnect, ELEMENT_EXI T



10. 201. 198. 11. 1450114915719. 82.
Cal | er, data, resul t, connect ed
10. 201. 198. 11. 1450114915719.
Cal | er, exi t, connect ed

10. 201. 198. 11. 1450114915719.
2,enter,

10. 201. 198. 11. 1450114915719.
2,customresul t, done

10. 201. 198. 11. 1450114915719.
2,data, resul t, done

10. 201. 198. 11. 1450114915719.
2,exit,done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Cal | back, i nteracti on, audi o_group, initial_audi o_group
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
Nare, i nt eracti on, audi o_group,initial _audi o_group

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

Cal | backWai t, 12/ 14/ 2015

82. Cal | backWai t, 12/ 14/ 2015

82. Cal | backWai t, 12/ 14/ 2015

82. Cal | backWai t, 12/ 14/ 2015

82. Cal | backWai t, 12/ 14/ 2015

82. Cal | backWai t, 12/ 14/ 2015

10. 201.
10. 201.
ready, i
10. 201.
ready, i
10. 201.
ready, i
10. 201.
ready, i
10. 201.
ready, i

nteraction, utterance, 1

nt eracti on, confi dence, 1

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

ready, dat a, sel ection, 1

10. 201. 198. 11. 1450114915719. 82.

ready, dat a, confi dence, 1

10. 201. 198. 11. 1450114915719. 82.

ready, dat a, val ue_confi dence, 1

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

Result,exit,option 1

10. 201. 198. 11. 1450114915719. 82.
10. 201. 198. 11. 1450114915719. 82.

Hangupl, custom resul t, done

10. 201. 198. 11. 1450114915719. 82.

Hangupl, dat a, resul t, done

10. 201. 198. 11. 1450114915719. 82.

Hangupl, exi t, done

198. 11. 1450114915719. 82.
198. 11. 1450114915719. 82.
nt eracti on, audi o_group, initial _audi
198. 11. 1450114915719. 82.

198. 11. 1450114915719. 82.
nt eracti on, i nput node, dt nf
198. 11. 1450114915719. 82.
nteraction,interpretation,1
198. 11. 1450114915719. 82.

Cal | backWai
Cal | backWai

Cal | backWai

Cal | backWai

Cal | backWai

Cal | backWai

Cal | backWai
Cal | backWai

Cal | backWai
Cal | backWai
Cal | backWai
Cal | backWai
Cal | backWai

Cal | backWai
Cal | backWai

Cal | backWai

Cal | backWai

t, 12/ 14/ 2015
t, 12/ 14/ 2015
0_group

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015
t, 12/ 14/ 2015

t, 12/ 14/ 2015

t, 12/ 14/ 2015

11:

11:

11:

11:

11:

11:

11:
11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:

11:
11:

11:

11:

11:

11:

11:

11:
11:

11:

43:

43:

43:

43:

43:

43:

43:
43:

43:

43:

43:

43:

43:

43:

43:

43:

43:

43:

43:
43:

43:

43:

43:

43:

43:

43:
43:

43:

12.

12.

12.

12.

12.

12.

12.
12.

12.

12.

12.

12.

12.

12.

19.

19.

19.

19.

19.
19.

19.

19.

19.

19.

19.

19.
19.

19.

11:43:19

316, Reconnect

316, Reconnect

316, I ntercept Call Hangup
394, I ntercept Call Hangup
394, I ntercept Call Hangup
394, I ntercept Call Hangup

394, Announce
398, Announce

Cal | back, ent er,

425, Announce
425, Announce
429, Announce

Cal | back, exi t, done
Nane, ent er,

456, Announce Nane, exi t, done
456, Ask i f ready, enter

460, Ask i f

548, Ask i
548, Ask i
548, Ask i

548, Ask i

710, Ask i
710, Ask i

r eady, dat a, val ue, 1

710, Ask i
710, Ask i
710, Ask i f

710, Cal | er
710, Cal | er

ready, exi t, optionl
Choi ce Result, enter,
Choi ce

710, Al l ow Cal | er
772, Al l ow Cal | er

Hangupl, enter,

772, Al l ow Cal | er

772, Al l ow Cal | er

CallbackWait: Caller accepted the callback and now the call is completed. Database is updated:

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
connect ed, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
connect ed, cust om Cal | back_Updat e_St at us, ELEMENT_ENTRY
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
connect ed, cust om Cal | back_Updat e_St at us, ELEMENT_EXI T
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
connect ed, dat a, resul t, success

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015
connect ed, exi t, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11:

11:

11:

11:

11:

11:

43:

43:

43:

43:

43:

43:

19.

19.

19.

19.

19.

19.

772, Update DB to COVPLETED

772, Update DB to COVPLETED
788, Update DB to COVPLETED
788, Update DB to COVPLETED
788, Update DB to COVPLETED

788, You are Numberl in Q enter,



10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11:43:19. 792, You are Nunberl in

Q interaction, audi o_group,initial_audi o_group

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43:19. 819, You are Nunberl in

Q exit, done

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 19. 819, Updat eSt at us_01, ent er,
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43:19. 819, Updat eSt at us_01, cust om Cal | back_Updat e_St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43:19. 819, Updat eSt at us_01, cust om Cal | back_Updat e_St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43:19. 819, Updat eSt at us_01, dat a, resul t, success

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 19. 835, Updat eSt at us_01, exi t, done

CVP Reporting Server logs show the database update: Update callbackqueue with
queuestatus=0.

15249: 10.201.198.11: Dec 14 2015 11:43:19.772 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 54} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A st at us=24 reason=27

15250: 10.201.198.11: Dec 14 2015 11:43:19.772 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 54} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90Ar et ur ni ng st aut s=success

15251: 10.201.198.11: Dec 14 2015 11:43:19.772 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 54} JdbcCal | backQueueDAQO updat eQueueSt at us: Request to update Cal | backQueue status.
Cal | GUI D=064CD880000100000000025308C6C90A queueSt at us=0 | eaveDat eTi ne=Mbn Dec 14 11:43:19 CST
2015

15252: 10.201.198.11: Dec 14 2015 11:43:19.788 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 54} JdbcCal | backQueueDAQO updat eQueueSt at us: Queue status of 1 rows were updated in
Cal | backQueue. CALLGUI D=064CD880000100000000025308C6C90A

15253: 10.201.198.11: Dec 14 2015 11:43:19.788 -0600: %VP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 54} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A updat eQueueSt at us status=0 returns=1

Update callback event with status=24 and reason status=27.

15254: 10.201.198.11: Dec 14 2015 11:43:19.788 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 54} JdbcCal | backDAG updat eEvent: Request to update event on Cal |l back record.

Cal | GUI D=064CD880000100000000025308C6C90A event Dat eTi me: Mon Dec 14 11:43:19 CST 2015 Causel D=27
15255: 10.201.198.11: Dec 14 2015 11:43:19.788 -0600: %VP_10 0 RPT-7- CALL: {Thrd=http-
processor 54} JdbcCal | backDAG updat eEvent: Responded with retCode: 1 to request to update event
on Cal |l back record CALLGUI D=064CD880000100000000025308C6C90A

15256: 10.201.198.11: Dec 14 2015 11:43:19.788 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 54} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A updat eEvent status=24 returns=1

15257: 10.201.198.11: Dec 14 2015 11:43:19.819 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 48} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A st at us=27 reason=0

15258: 10.201.198.11: Dec 14 2015 11:43:19.819 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 48} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90Ar et urni ng stauts=retry

15259: 10.201.198.11: Dec 14 2015 11:43:19.819 -0600: % VP_10 0 RPT-7- CALL: {Thrd=http-
processor 48} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A Dr op From Queue

dbdatetime 2015—12-14 11:43:19.888
eventdatetime 28151214 17:43:192
callstartdate 12142815

causeid 27
eventtypeid 24
surrogateid 33



CallbackWait: Application finishes and results are sent to CVP

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11:43:19. 835, Return to | CM
connect ed, enter,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 24. 515, Return to I CM
connect ed, exi t,

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43: 24. 515, , cust om Cal | back_Leave_Queue, ELEMENT_ENTRY

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43: 24. 515, , custom Cal | back_Leave_Queue, Ski ppi ng the rest of Callback_Leave_Queue
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015

11: 43: 24. 515, , end, how, app_sessi on_conpl ete

10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 24. 515, , end, resul t, nor mal
10. 201. 198. 11. 1450114915719. 82. Cal | backWai t, 12/ 14/ 2015 11: 43: 24. 515, , end, dur ati on, 84

CallbackQueue

CallbackQueue: Application starts

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24.780,,start, newcal |,

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, , start, ani , 5008

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, , start, ar eacode, NA
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, , start, exchange, NA
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, ,start, dni s, 8013
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24.780,,start, uui, NA

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43:24.780,,start,iidigits, NA
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paranet er, Cal | backType=preenpti ve

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paranet er, _user Court esyCal | backEnabl ed=1

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paranet er, gnane=bi | | i ng

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, ,start, paraneter, cal | i d=064CD880000100000000025308C6C90A

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paranet er, queueapp=Bi | | i ngQueue

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, , start, paraneter, _dni s=8013
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paraneter, qti mne=1450114878747

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, ,start, paraneter, _ccbServl et=http://10.201. 198. 11: 8000/ cvp/ Cal | backSer vl et
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, , start, paranet er, _ani =5008
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 780, , start, paranet er, _ccbServl et ReqTi neout =10

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 780, CVP Subdi al og
Start_01, enter,

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 920, CVP Subdi al og
Start 01, exit, done

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 920, Deci si on_01, enter,
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 920, Deci si on_01, exi t, done

CallbackQueue: Update status of call in queue. Agent is not ready to take the call yet:

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 920, Updat eSt at us_01, ent er,
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 920, Updat eSt at us_01, cust om Cal | back_Updat e_St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 967, Updat eSt at us_01, cust om Cal | back_Updat e_St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 43: 24. 967, Updat eSt at us_01, dat a, resul t, success



10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 967, Updat eSt at us_01, exi t, done
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 43: 24. 967, Queuel, enter,

CVP Reporting Server logs information: Status 28 means that the Callback is added to queue.

15261: 10.201.198.11: Dec 14 2015 11:43:24.811 -0600: %CVP_10_0_RPT-7-creat eNewCal | Event :
{Thr d=Thr ead- 54}

15262: 10.201.198.11: Dec 14 2015 11:43:24.967 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 65} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A st at us=28 r eason=0

15263: 10.201.198.11: Dec 14 2015 11:43:24.967 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 65} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90Ar et urni ng stauts=retry

15264: 10.201.198.11: Dec 14 2015 11:43:24.967 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=htt p-
processor 65} Updat eSt at usHandl er : Updat eSt at usHandl er. exec: Updat eSt at usHandl er

CALLGUI D=064CD880000100000000025308C6C90A Add To Queue

15265: 10.201.198.11: Dec 14 2015 11:43:25.154 -0600: %CVP_10_0_RPT-7-creat eNewCal | Event :

{Thr d=Thr ead- 54}

15266: 10.201.198.11: Dec 14 2015 11:43:34.514 -0600: 9% CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs)=136 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=- 46

15267: 10.201.198.11: Dec 14 2015 11:43:44.654 -0600: 9% CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =146 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=-56

15268: 10.201.198.11: Dec 14 2015 11:43:54.794 -0600: % CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =156 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi ne=- 66

15269: 10.201.198.11: Dec 14 2015 11:44:04.934 -0600: 9%CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =166 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=-76

15270: 10.201.198.11: Dec 14 2015 11:44:15.074 -0600: 9%CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =177 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=- 87

15271: 10.201.198.11: Dec 14 2015 11:44:25.214 -0600: 9% CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =187 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=- 97

15272: 10.201.198.11: Dec 14 2015 11:44:35.355 -0600: % CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs)=197 reconnect Ti me=30 SLA ti ne=60 Renai ni ngTi me=- 107

15273: 10.201.198.11: Dec 14 2015 11:44:45.495 -0600: 9%CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPlace(Secs) =207 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=-117

15274: 10.201.198.11: Dec 14 2015 11:44:55.635 -0600: % CVP_10_0O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesStat s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timelnFirstPlace(Secs) =217 reconnect Ti me=30 SLA ti ne=60 Renai ni ngTi me=-127

15275: 10.201.198.11: Dec 14 2015 11:45:05.775 -0600: 9%CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
tinelnFirstPlace(Secs) =227 reconnect Ti ne=30 SLA ti me=60 Renmi ni ngTi ne=-137

15276: 10.201.198.11: Dec 14 2015 11:45:08.208 -0600: 9%CVP_10_0_RPT-7-Cal | Regi stry: {Thrd=Ti ner-
3} RenpbvedCal | Desc = 0 Call Registry renaining size = 3

15277: 10.201.198.11: Dec 14 2015 11:45:15.915 -0600: % CVP_10_O_RPT-7- CALL:

{Thrd=Cal | backTi ner Thread} QueuesSt at s: recal cul at eRenai ni ngWi t Ti nes:



recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPlace(Secs) =237 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=- 147

15278: 10.201.198.11: Dec 14 2015 11:45:26.055 -0600: %CVP_10_0_RPT- 7- CALL:
{Thrd=Cal | backTi ner Thr ead} QueueSt at s: recal cul at eRenai ni ngWi t Ti nes:

recal cul at eRenai ni ngWai t Ti mes CALLGUI D=064CD880000100000000025308C6C90A queuePos=0 dgqRat eA=180
timel nFirstPl ace(Secs) =248 reconnect Ti me=30 SLA ti me=60 Renai ni ngTi me=- 158

CallbackQueue: Call enters and leave the queue in order to maintain the call active in the system
and prevent the call to be categorized as a ghost or zombie call.

11:
11:
11:

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
St at us_01, cust om Cal | back_GCet _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
Status_01, custom Cal | back_Get _St atus, ELEMENT_EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
Status_01, dat a, start Cal | back, true

45:
45:
45:

28.
28.
28.

925, Queuel, exi t, done
925, Get Status_01, enter,
925, Get

11: 45: 28. 925, Cet

11: 45: 28. 925, Cet

10. 201. 198. 11. 1450115004780. 83.
10. 201. 198. 11. 1450115004780. 83.
10. 201. 198. 11. 1450115004780. 83.

Status_01, data, cl i, 8005551212

10. 201. 198. 11. 1450115004780. 83.

Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015

Cal | backQueue, 12/ 14/ 2015

11:
11:
11:

11:

45:
45:
45:

45:;

28.
28.
28.

28.

925, Cet
925, Cet
925, Cet

Status_01,data, ewt, 0
Status_01, dat a, qpos, 0

925, Get Status_01, dat a, rna, 30

28. 925, Get
28. 925, Get

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 45:
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 45:
Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ recor di ngs/ audi 01450114906328288. wav
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 45: 28. 925, Get Status_01, exi t, done
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 45: 28. 925, Queue?2, enter,

CVP Reporting logs show GetStatus:

Status_01, dat a, dn, 5008

15279: 10.201.198.11: Dec 14 2015 11:45:28.925 -0600:
processor 64} Get St at usHandl er: Get St at usHandl er . exec:
CALLGUI D=064CD880000100000000025308C6C90A

CallbackQueue: Call enters and leave the queue in order to maintain the call active in the system
and prevent the call to be categorized as a ghost or zombie call.

%CVP_10_0_RPT-7-CALL: {Thrd=http-
Cet St at usHandl er

11:
11:
11:

47:
47:
47

33.
33.
33.

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
Status_02, cust om Cal | back_Get _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
Status_02, custom Cal | back_Get St atus, ELEMENT _EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015
Status_02, dat a, start Cal | back, true

023, Queue2, exi t, done
023, Get Status_02, enter,
023, Get

11:47:33. 039, Cet

11:47:33. 039, Cet

10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83

Status_02,data, cli, 8005551212

10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83

Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015

Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015

11:
11:
11:

11:
11:
11:

47:
47:
47:

47:
47:
47:

Status_02, data, rec, http://10.201. 198. 11: 7000/ CVP/ audi o/ record

10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83
10. 201. 198. 11. 1450115004780. 83

Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015
Cal | backQueue, 12/ 14/ 2015

Status_01, custom Cal | back_Get _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83

Cal | backQueue, 12/ 14/ 2015

11:
11:
11:
11:
11:

11:

47
47
49:
49:
49:

49:

33.
33.
33.

33.
33.
33.

039, Get
039, Get
039, Get

Status_02,data, ewt, 0
St at us_02, dat a, gpos, 0

039, Get
039, Get
039, Get

Status_02, dat a, rna, 30
Status_02, dat a, dn, 5008

ngs/ audi 01450114906328288. wav

33.
33.

36

36.

039, Get Status_02, exi t, done
039, Queuel, ent er

. 934, Queuel, exi t, done
36.
36.

934, Get Status_01, enter,
934, Get

934, Get



Status_01, custom Cal | back_Get _St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get

St at us_01, dat a, start Cal | back, true

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get Status_01, data, ewt, 0
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get St atus_01, dat a, qpos, 0
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get
Status_01, data, cl i, 8005551212

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get Status_01, dat a, rna, 30
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get St atus_01, dat a, dn, 5008
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get

Status_01,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Get Status_01, exi t, done
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 49: 36. 934, Queue?2, enter,

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 845, Queue?2, exi t, done

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 845, Get Status_02, enter,

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 845, Get

St at us_02, cust om Cal | back_Get _St at us, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11:51: 40. 861, Get

Stat us_02, custom Cal | back_Get _St at us, ELEMENT_EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11:51: 40. 861, Get

St at us_02, dat a, start Cal | back, true

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 861, Get Status_02, data, ewt, 0
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 861, Get St atus_02, dat a, qpos, 0
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11:51: 40. 861, Get
Status_02, data, cl i, 8005551212

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 861, Get St atus_02, dat a, rna, 30
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 861, Get St at us_02, dat a, dn, 5008
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11:51: 40. 861, Get

Status_02,data, rec, http://10.201.198. 11: 7000/ CVP/ audi o/ r ecor di ngs/ audi 01450114906328288. wav
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 40. 861, Get Status_02, exi t, done
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11:51: 40. 861, Queuel, enter,

CallbackQueue: Call is sent to agent and call leaves the queue:

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 43. 700, Queuel, exi t,

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11:51: 43. 700, , cust om Cal | back_Leave_Queue, ELEMENT_ENTRY

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015

11: 51: 43. 700, , cust om Cal | back_Leave_Queue, ELEMENT _EXI T

10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 43. 700, , end, how, hangup
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 43. 700, , end, resul t, nor mal
10. 201. 198. 11. 1450115004780. 83. Cal | backQueue, 12/ 14/ 2015 11: 51: 43. 700, , end, dur ati on, 499

CVP Reporting Server logs show call leaving the queue:

15325: 10.201.198.11: Dec 14 2015 11:51:43.700 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 62} LeaveQueue CALLGUI D=064CD880000100000000025308C6C90A

15326: 10.201.198.11: Dec 14 2015 11:51:43.700 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 62} JdbcCal | backQueueDAQO updat eQueueSt at us: Request to update Cal | backQueue status.
Cal | GUI D=064CD880000100000000025308C6C90A queueSt at us=0 | eaveDat eTi ne=Mon Dec 14 11:51:43 CST
2015

15327: 10.201.198.11: Dec 14 2015 11:51:43.700 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 62} JdbcCal | backQueueDAQO updat eQueueSt at us: Queue status of 1 rows were updated in
Cal | backQueue. CALLGUI D=064CD880000100000000025308C6C90A

15328: 10.201.198.11: Dec 14 2015 11:51:43.700 -0600: %CVP_10_0_RPT-7-CALL: {Thrd=http-
processor 62} renoveQueueEntry CALLGUI D=064CD880000100000000025308C6C90A

15329: 10.201.198.11: Dec 14 2015 11:51:43.700 -0600: %CVP_10_0_RPT-7- CALL: {Thrd=http-
processor 62} QueueStats renmoveEntry: 064CD880000100000000025308C6C90A

The status and process flow of Courtesy Callback provides the caller with useful reference point
for the feature implementation and troubleshoot as well as a give a fine description of how the
feature operates and interact with the caller.
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