3 GENESYS

This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Genesys Events and Models
Reference

Agent-State and DN Events

4/25/2025



www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


Contents

¢ 1 Agent-State and DN Events
e 1.1 EventAgentLogin
* 1.2 EventAgentLogout
* 1.3 EventQueuelLogout
* 1.4 EventAgentReady
* 1.5 EventAgentNotReady

1.6 EventAgentAfterCallWork (Obsolete — No Longer Supported)
* 1.7 EventAgentldleReasonSet (Obsolete—No Longer Supported)
* 1.8 EventDNOutOfService

* 1.9 EventDNBackInService

* 1.10 EventDNDOn

* 1.11 EventDNDOff

* 1.12 EventForwardSet

* 1.13 EventForwardCancel

* 1.14 EventMonitoringNextCall

e 1.15 EventMonitoringCancelled

* 1.16 EventOffHook

* 1.17 EventOnHook

* 1.18 EventMuteOn

* 1.19 EventMuteOff

* 1.20 EventListenDisconnected

* 1.21 EventListenReconnected

* 1.22 EventMessageWaitingOn

* 1.23 EventMessageWaitingOff

Genesys Events and Models Reference



Agent-State and DN Events

Agent-State and DN Events

EventAgentLogin

Description

The agent has logged in to the ACD group specified by ThisQueue.

Multiple agent logins are allowed for the same DN and agent ID combination (since
EventAgentLogin does not indicate by itself a transition of agent state).

Contents
Event Attribute Type
AgentID @ Optional
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisQueue Optional
time Mandatory
WorkMode Optional
Extensions P Optional

a. AgentID must be present if the agent is logged in through T-Server or if the information is
available.

b. If present, the Extensions attribute may include a ReasonCode value specifically used to
communicate hardware reasons.
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Example

T-Server Client

TAgentLogin

EventAgentLogin

EventAgeniReady or
EventAgentNotReady

k4

EventAgentLogin Feature Example

EventAgentlLogout

Description

The agent has logged out of the ACD group specified by ThisQueue.

With CTI platforms that support agent login for multiple queues, this event signals
that the agent has been moved to the Logged Out state, and is thus used only for an
agent's final logout. (EventQueuelLogout, on the other hand, indicates that an agent
remains logged in to some other ACD queue. See EventQueuelogout.)

Contents
Event Attribute Type
Event Mandatory
Server Mandatory
ReferencelD Optional
CustomerlID Optional
AgentID @ Optional
ThisDN Mandatory
ThisQueue Optional
Reasons Optional
time Mandatory
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Event Attribute Type

Extensions P Optional

a. AgentID must be present if the agent is logged in through T-Server or if the information is
available.

b. If present, the Extensions attribute may include a ReasonCode value specifically used to
communicate hardware reasons.

Examples

T-5arver Client

TAgentLogout

S

EventhgentlLogout

EventAgentLogout (Through Link) Feature, Example 1

Switch T-Server Client

AgentloygedOut
ad EventAgentl ogout

h

EventAgentLogout (Through PhoneSet) Feature, Example 2

EventQueuelogout

Description

The agent has logged out of the ACD queue specified by ThisQueue, but remains logged in to some
other ACD queue.

Contents

Event Attribute Type
Event Mandatory
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Event Attribute
Server
ReferencelD
CustomerID

AgentID @
ThisDN
ThisQueue
Reasons
time

Extensions P

Mandatory
Optional
Optional
Optional
Mandatory
Optional
Optional
Mandatory
Optional

Type

a. AgentID must be present if the agent is logged in through T-Server or if the information is

available.

b. If present, the Extensions attribute may include a ReasonCode value specifically used to

communicate hardware reasons.

EventAgentReady

Description

The agent is ready to receive ACD calls.

Contents

Event Attribute

AgentID @
CustomerID
Event
Reasons
ReferencelD
Server
ThisDN
ThisQueue
time
WorkMode P

Extensions ©

Optional
Optional
Mandatory
Optional
Optional
Mandatory
Mandatory
Optional
Mandatory
Mandatory

Optional

Type

a. AgentID must be present if the agent is logged in through T-Server or if the information is

available.
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b. WorkMode is mandatory for the Avaya Communication Manager T-Server when not in Soft Agent
mode.

c. If present, the Extensions attribute may include a ReasonCode value specifically used to
communicate hardware reasons.

Examples

T-Sarver Client

TAgentSetReady

F

EventhgentReady

EventAgentReady (Through Link) Feature, Example 1

Switch T-Server Client

Ay entR eady
EventAgentReady

EventAgentReady (Through PhoneSet) Feature, Example 2

EventAgentNotReady

Description

The agent is not ready to receive ACD calls.

Contents
Event Attribute Type
AgentlID @ Optional
CustomerID Optional
Event Mandatory
Reasons Optional
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Event Attribute Type
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisQueue Optional
time Mandatory
WorkMode ° Optional
Extensions © Optional

a. AgentID must be present if the agent is logged in through T-Server or if the information is
available.

b. WorkMode is mandatory for the Avaya Communication Manager T-Server when not in Soft Agent
mode.

c. If present, the Extensions attribute may include a ReasonCode value specifically used to
communicate hardware reasons.

Examples

T-Sarver Client

TAgentSetNotReady

-~

EventAygentNotReady

L J

EventAgentNotReady (Through Link) Feature, Example 1

Switch T-Server Client

Agenth ot Ready
EventAgentN otReady

¥

EventAgentNotReady (Through PhoneSet) Feature, Example 2
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Switch T-Server Client

Released
EventAgentH otReady

L 4

A 4

EventAgentReady

EventAgentNotReady Feature, Example 3 (for the Nortel Communication Server 2000/
2100 only)

A timeout in EventAgentNotReady Feature, Example 3 (for the Nortel Communication
Server 2000/2100 (*) is specified as the wrap-up time in the Configuration Layer. T-
Server distributes EventAgentReady automatically if there is no activity on the DN
that can be considered an agent-state change within the specified timeout. See also
EventAgentLogin.

EventAgentAfterCallWork (Obsolete — No Longer Supported)

Description

The agent is performing administrative duties for a previous call (that is, updating some information)
and, therefore, is not ready to receive further ACD calls.

EventAgentldlieReasonSet (Obsolete—No Longer Supported)

Description

Indicates that the Idle reason for the telephony object specified by the parameter ThisDN has been
successfully set.

Contents

Event Attribute Type
AgentID Optional
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Event Attribute
CustomerID
Event
Reasons
ReferencelD
Server
ThisDN
ThisQueue
time

Extensions

EventDNOutOfService

Description

Type
Optional
Mandatory
Optional
Optional
Mandatory
Mandatory
Optional
Mandatory
Optional

The DN specified in the ThisDN attribute is out of service and cannot make or receive calls. This
event is generated when an out-of-service state is first detected or when a new client registers on a

DN known to be out of service.

When a DN is out of service, only the following T-Library requests can be issued for it: client
registration and unregistration, queries, agent login, and private service requests.

T-Server returns a TERR_OUT _OF SERVICE error if it is called on to attempt a supported
operation that cannot progress on an out-of-service DN.

When a DN goes out of service, T-Server notifies the user about the termination of active calls or
changes an agent state (not ready/logout) using normal T-Library events. The other applications
should rely only on those events to change the DN/agent state.

Contents

Event Attribute
ThisDN

Extensions

Example

See EventDNBacklnService.

Type
Mandatory
Optional
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EventDNBackIinService

Description

The DN specified in the ThisDN attribute is back in service and can make or receive calls. This event
is generated when a DN, which has been out of service and for which the EventDNOutOfService was
previously distributed, returns to service.

In the absence of EventDNOutOfService and EventDNBackInService, all clients should assume, for
backward-compatibility reasons, that the DN is in service.

Contents
Event Attribute Type
ThisDN Mandatory
Extensions Optional
Example
T-Server Client

EventDNOWOfService

EventDNBacklinService

EventDNBackInService Feature Example

Between EventDNOutOfService and EventDNBackInService, the client is not able to
perform any requests, and no events should be expected during this outage. Genesys
recommends that you perform TQueryAddress () after EventDNBackInService to
ensure synchronization between T-Server and client.

EventDNDON

Description

The Do-Not-Disturb (DND) feature has been turned on for the telephony object specified by ThisDN.
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Contents
Event Attribute Type
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
Extensions Optional
Examples
T-Server Client
TSetDNDOR
EventDND On

L 4

EventDNDON (Through Link) Feature, Example 1

Switch T-Server Client

| DNDOn
‘ - EventDNDOn

EventDNDON (Through PhoneSet) Feature, Example 2

EventDNDOff

Description

The Do-Not-Disturb (DND) feature has been turned off for the telephony object specified by ThisDN.
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Contents

Event Attribute
CustomerID
Event
Reasons
ReferencelD

Client

Server
ThisDN
time
Extensions
Examples
T-Server
TSetDHD O
EventDNDO N

EventDNDOff (Through PhoneSet) Feature, Example 1

Switch

| DNDOf

h i

T-Server

EventDNDOff (Through PhoneSet) Feature, Example 2

FventForwardSet

Description

The Forwarding feature has been turned on for the telephony object specified by ThisDN.

Optional
Mandatory
Optional
Optional
Mandatory
Mandatory
Mandatory
Optional

EventDHDOF

Type

Client

h 4
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Contents
Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
oSt (Caloryarangstatis
OtherDN @ Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
ForwardMode Optional

a. The OtherDN attribute is used to specify the target party when the Forward feature is in progress.
Examples

T-Sarver Client

TCallSetForward

-

EventForwardSet

¥

EventForwardSet (Through Link) Feature, Example 1

Switch T-Server Client

Forward Set
. EventForwardSet

L 4

EventForwardSet (Through PhoneSet) Feature, Example 2
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EventForwardCancel

Description

The Forwarding feature has been turned off for the telephony object specified by ThisDN.

Contents
Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
Examples
T-Server Client

TCallCancelForward

-

EwventForward Cancel

¥

EventForwardCancel (Through Link) Feature, Example
1

Switch T-Server Client

| ForwardCancel
EventForwardCancel

h 4

Y

EventForwardCancel (Through PhoneSet) Feature, Example 2
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EventMonitoringNextCall

Description

A request to monitor the next call(s) has been accepted. The event is delivered to the applications on
the supervisor's and agent's desktops.

A supervisor who monitors calls as a result of the request TMonitorNextCall() is able
to hear and participate in conversations on the monitored DN. If it is necessary to
receive events associated with conversations, the supervisor's soft phone must be
registered with the various DNs that might be monitored.

Contents
Event Attribute Type
ThisDN @ Mandatory
ThisDNRole @ Mandatory
OtherDN Mandatory
OtherDNRole P Mandatory
ReferencelD Optional
MonitorNextCallType Mandatory
Reasons Optional
Extensions Optional

a. When the event is delivered to an application on the supervisor’s desktop, ThisDN is set to the
supervisor's DN and ThisDNRole is set to DNRoleObserver. When the event is delivered to an
application on the agent’s desktop, ThisDN is set to the agent’s DN and ThisDNRole is set to
DNRoleDestination.

b. When the event is delivered to an application on the supervisor’s desktop, OtherDN is set to the
agent’s DN and OtherDNRole is set to DNRoleDestination. When the event is delivered to an
application on the agent’s desktop, OtherDN is set to the supervisor's DN and OtherDNRole is set to
DNRoleObserver.

Example

See EventMonitoringCancelled.
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EventMonitoringCancelled

Description

The call monitoring has been canceled either by a separate call to the TMonitorNextCall() function
or to the TCancelMonitoring() function. The event is delivered to the applications on the
supervisor's and agent's desktops.

Contents
Event Attribute Type
ThisDN @ Mandatory
ThisDNRole @ Mandatory
OtherDN P Mandatory
OtherDNRole P Mandatory
ReferencelD Optional
Reasons Optional
Extensions Optional

a. When the event is delivered to an application on the supervisor’s desktop, ThisDN is set to the
supervisor's DN and ThisDNRole is set to DNRoleObserver. When the event is delivered to an
application on the agent’s desktop, ThisDN is set to the agent’s DN and ThisDNRole is set to
DNRoleDestination.

b. When the event is delivered to an application on the supervisor’'s desktop, 0therDN is set to the
agent’s DN and OtherDNRole is set to DNRoleDestination. When the event is delivered to an
application on the agent’s desktop, 0therDN is set to the supervisor's DN and OtherDNRole is set to
DNRoleObserver.
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Example

T-Server Client

THenitorMextCall

EventMenitoringMextCall

TCancelMonitoring

Y

i

|
Unless only one call is
diesigriated for maonitaring,
the supervisar moniorg
the saleched DN until
TCancelMonitoring is
requesied

&

EventiMonitoringCancelled

EventMonitoringCancelled Feature Example

EventOffHook

Description

The telephony object specified by ThisDN has gone off-hook.

Contents

Event Attribute
AgentID
CallHistory
CalllD
CallState
CallType
ConnID
CustomerID
Event
Extensions
NetworkCalllD
NetworkNodelD
Server
ThisDN

Type
Optional
Optional
Optional
Optional
Optional
Optional
Optional
Mandatory
Optional
Optional
Optional
Mandatory
Mandatory

Genesys Events and Models Reference

18



Agent-State and DN Events

Event Attribute
ThisTrunk
time
TransferredNetworkCalllD
TransferredNetworkNodelD
UserData

EventOnHook

Description

Type
Optional
Mandatory
Optional
Optional
Optional

The telephony object specified by ThisDN has gone on-hook.

Contents

Event Attribute
AgentID
CallHistory
CalllD
ConnID
CustomerID
Event
Extensions
NetworkCalllD
NetworkNodelD
Server
ThisDN
ThisDNRole
ThisTrunk
time
TransferredNetworkCalllD
TransferredNetworkNodelD
UserData

Type
Optional
Optional
Optional
Optional
Optional
Mandatory
Optional
Optional
Optional
Mandatory
Mandatory
Optional
Optional
Mandatory
Optional
Optional
Optional
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EventMuteOn

Description

A party identified by ThisDN is now in the Mute mode.

Contents
Event Attribute Type

ConnID Mandatory
CustomerlD Optional
Extensions Optional
NetworkCalllD Optional
NetworkNodelD Optional
Reasons Optional
ReferencelD Optional
ThisDN Mandatory
ThisDNRole Mandatory
TransferredNetworkCalllID Optional
TransferredNetworkNodelD Optional
UserData Optional

EventMuteOff

Description

A party identified by ThisDN is no longer in Mute (microphone-disabled) mode. The ReferencelID
attribute is set to indicate the corresponding TSetMuteOff () function.

Contents
Event Attribute Type
ConnID Mandatory
CustomerID Optional
Reasons Optional
Extensions Optional
NetworkCalllD Optional
NetworkNodelD Optional
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Event Attribute Type
ReferencelD Optional
ThisDN Mandatory
ThisDNRole Mandatory
TransferredNetworkCalllID Optional
TransferredNetworkNodelD Optional
UserData Optional

FEventlListenDisconnected

Description

The switch has registered Deaf mode for the specified telephony object (in 0therDN).

Contents
Event Attribute Type
CallHistory Optional
CalllD Mandatory
CallState @ Mandatory
CallType Mandatory
ConnID Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
NetworkCalllD Optional
NetworkNodelD Optional
OtherDN P Mandatory
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN © Mandatory
ThisDN 9 Mandatory
ThisDNRole Mandatory
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Event Attribute Type
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The following CallStates are used:

e CallStateOk: the party can still participate in conversation with some active members of the
conference.

¢ CallStateDeafened: the party cannot listen to the conversation, but can be heard by the conference
members.

¢ CallStateHeld: the party cannot hear or be heard by the conference members.
b. Applies to the disconnected party.

c. The party that cannot be heard by the disconnected party.
d. The party that initiated the request.

EventListenReconnected

Description

The switch has canceled Deaf mode for the specified telephony object.

Contents
Event Attribute Type
CallHistory Optional
CalliD Mandatory
CallType Mandatory
ConnID Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
NetworkCalllD Optional
NetworkNodelD Optional
OtherDN ? Mandatory
OtherDNRole Optional
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Event Attribute
OtherQueue
OtherTrunk
Reasons
ReferencelD

Server
ThirdPartyDN e

ThisDN ©

ThisDNRole

ThisQueue

ThisTrunk

time
TransferredNetworkCalllD
TransferredNetworkNodelD
UserData

a. The reconnected party.

b. The party that is heard by the reconnected party.
c. The party that initiated the request.

EventMessageWaitingOn

Description

The Waiting indicator has been turned on for the telephony object specified by ThisDN.

Contents

Event Attribute
CustomerlD
Event
Extensions
Reasons
ReferencelD
Server
ThisDN

time

Optional
Optional
Optional
Optional
Mandatory
Optional
Mandatory
Mandatory
Optional
Optional
Mandatory
Optional
Optional
Optional

Optional
Mandatory
Optional
Optional
Optional
Mandatory
Mandatory
Mandatory

Type

Type
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Examples

T-Server Client

TSetM ess agetaiting 0 n

EventiessageWaitingOn

L 4

EventMessageWaitingOn (Through Link) Feature,
Example 1

Switch T-Server

| MessageWaitingOn

EventMessageWaiting On

Client

L 3

EventMessageWaitingOn (Through PhoneSet) Feature, Example 2

EventMessageWaitingOff

Description

The Waiting indicator has been turned off for the telephony object specified by ThisDN.

Contents

Event Attribute
CustomerID
Event
Reasons
ReferencelD
Server
ThisDN
time

Extensions

Optional
Mandatory
Optional
Optional
Mandatory
Mandatory
Mandatory
Optional

Type
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Examples

T-Server Client

T SetMess agelWaitin g Off

EventMessageWWaiting Off

L 4

EventMessageWaitingOff (Through Link) Feature,
Example 1

Switch T-Server

Messag eWaiting O ff

Client

EwventMessay eWaiting O ff

s

EventMessageWaitingOff (Through PhoneSet) Feature, Example 2
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