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GENESYS

AN ALCATEL-LUCENT COMPANY

Preface

Welcome to the Genesys Events and Models Reference Manual. This manual
introduces you to many of the call and interaction events and models that you
may encounter in a Genesys deployment.

This document is valid for the 7.x and 8.x releases of products related to these
models.

This preface contains the following sections:

+ Intended Audience, page 13

« Usage Guidelines, page 14

«  Making Comments on This Document, page 15
«  Contacting Genesys Technical Support, page 16

In brief, you will find the following information in this guide:

* A full list of call and other interaction events and their descriptions.
* A collection of common call and other interaction models and flows.
* Some specialized information on call and other interaction state.

For information about related resources and about the conventions that are
used in this document, see the supplementary material starting on page 467.

Intended Audience

This guide is intended for application developers who are familiar with
Genesys deployments and need to do gain greater insight into their workings.
Experienced system administrators might also use this Reference for advanced
configuration issues. For instance, you might use this Events and Models
Reference and its sample call models to help you handle and anticipate events
for a custom application you are designing to work in a Genesys deployment.
Or you might look at the important values associated with certain events in a
model, and use that information to specially configure a routing strategy.

This document provides detailed information on the workings of interactions
in a Genesys environment.

It assumes that you have a basic understanding of:

* The underlying concepts of CTI technology.
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Usage Guidelines

A familiarity with the workings of Genesys Interactions.
Genesys environment deployment and operation.

Your own Genesys configurations.

You may also find that a familiarity with messaging-compliant programming
gives you greater insight into issues as you read this document. A solid
understanding of client-server implementations is also useful.

Usage Guidelines

The Genesys developer materials outlined in this document are intended to be
used for the following purposes:

14

Creation of contact-center agent desktop applications associated with
Genesys software implementations.

Server-side integration between Genesys software and third-party
software.

Creation of a specialized client application specific to customer needs.

The Genesys software functions available for development are clearly
documented. No undocumented functionality is to be utilized without
Genesys’s express written consent.

The following Use Conditions apply in all cases for developers employing the
Genesys developer materials outlined in this document:

1.

Possession of interface documentation does not imply a right to use by a
third party. Genesys conditions for use, as outlined below or in the Genesys
Developer Program Guide, must be met.

This interface shall not be used unless the developer is a member in good
standing of the Genesys Interacts program or has a valid Master Software
License and Services Agreement with Genesys.

A developer shall not be entitled to use any licenses granted hereunder
unless the developer’s organization has met or obtained all prerequisite
licensing and software as set out by Genesys.

A developer shall not be entitled to use any licenses granted hereunder if
the developer’s organization is delinquent in any payments or amounts
owed to Genesys.

A developer shall not use the Genesys developer materials outlined in this
document for any general application development purposes that are not
associated with the above-mentioned intended purposes for the use of the
Genesys developer materials outlined in this document.

A developer shall disclose the developer materials outlined in this
document only to those employees who have a direct need to create, debug,
and/or test one or more participant-specific objects and/or software files
that access, communicate, or interoperate with the Genesys API.
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7. The developed works and Genesys software running in conjunction with
one another (hereinafter referred to together as the “integrated solutions”)
should not compromise data integrity. For example, if both the Genesys
software and the integrated solutions can modify the same data, then
modifications by either product must not circumvent the other product’s
data integrity rules. In addition, the integration should not cause duplicate
copies of data to exist in both participant and Genesys databases, unless it
can be assured that data modifications propagate all copies within the time
required by typical users.

8. The integrated solutions shall not compromise data or application security,
access, or visibility restrictions that are enforced by either the Genesys
software or the developed works.

9. The integrated solutions shall conform to design and implementation
guidelines and restrictions described in the Genesys Developer Program
Guide and Genesys software documentation. For example:

a. The integration must use only published interfaces to access Genesys
data.

b. The integration shall not modify data in Genesys database tables
directly using SQL.

c¢. The integration shall not introduce database triggers or stored
procedures that operate on Genesys database tables.

Any schema extension to Genesys database tables must be carried out using
Genesys Developer software through documented methods and features.

The Genesys developer materials outlined in this document are not intended to
be used for the creation of any product with functionality comparable to any
Genesys products, including products similar or substantially similar to
Genesys’s current general-availability, beta, and announced products.

Any attempt to use the Genesys developer materials outlined in this document
or any Genesys Developer software contrary to this clause shall be deemed a
material breach with immediate termination of this addendum, and Genesys
shall be entitled to seek to protect its interests, including but not limited to,
preliminary and permanent injunctive relief, as well as money damages.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to e-
mail your comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
Please limit your comments to the scope of this document only and to the way
in which the information is presented. Contact your Genesys Account
Representative or Genesys Technical Support, if you have suggestions about
the product itself.
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Preface

Contacting Genesys Technical Support

When you send us comments, you grant Genesys a nonexclusive right to use or
distribute your comments in any way that it believes appropriate, without
incurring any obligation to you.

Contacting Genesys Technical Support

If you have purchased support directly from Genesys, contact Genesys
Technical Support at the following regional numbers:

Region

Telephone

E-Mail

North America and
Latin America

+888-369-5555 (toll-free)
+506-674-6767

supportegenesyslab.com

Europe, Middle East, and
Africa

+44-(0)-1276-45-7002

supportegenesyslab.co.uk

Asia Pacific

+61-7-3368-6868

supportegenesyslab.com.au

Malaysia 1-800-814-472 (toll-free) supportegenesyslab.com.au
+61-7-3368-6868 (International)

India 000-800-100-7136 (toll-free) supportegenesyslab.com.au
+61-7-3368-6868 (International)

Japan +81-3-6361-8950 supportegenesyslab.co.jp

Before you contact technical support, refer to the Genesys Technical Support Guide for complete contact

information and procedures.

16

Genesys @


mailto:support@genesyslab.com
mailto:support@genesyslab.co.uk
mailto:support@genesyslab.com.au
mailto:support@genesyslab.com.au
mailto:support@genesyslab.com.au
mailto:support@genesyslab.co.jp
http://genesyslab.com/support/dl/retrieve/default.asp?item=B3BFC6DABE22B62AAE32A6D31E6396E3&view=item

p—

GENESYS

AN ALCATEL-LUCENT COMPANY
Part

Genesys Events

Part One of this document contains both an overview of this entire document,
and specific information about Genesys events. This event information is wide
ranging, and may include everything from the names and descriptions of
events to the attendant event attributes, to the definitions of event substates.
Based on the history of how this information has been presented in the past in
various documents, event information may differ from chapter to chapter. This
information appears in the following chapters:

o Chapter 1, “T-Library Events,” on page 23 contains a list and description
of each T-Library event that T-Servers generate. It also identifies the
attributes that accompany each event.

* Chapter 2, “T-Library Call-Based Notifications,” on page 163 contains
information on the TLIB events that relate to a call (as opposed to a DN or
device).

*  Chapter 3, “ISCC Transaction Monitoring,” on page 181 describes how to
work with ISCC regarding issues such as multi-site call transfer, inter-site
call linkage, call overflow, and other, possibly non-call-related, multi-site
operations.

* Chapter 4, “T-Library Unstructured Data,” on page 197 provides
information on how TLIB handles UserData, Extensions, and Reasons in
events in a Genesys system.

* Chapter 5, “IVR Protocol Messages,” on page 209 offers detailed
information about IVR Server events.

Genesys Events and Models Overview

This Reference Manual provides you with a large collection of two different
types of information: descriptions of Genesys events and illustrations of
Genesys interaction models. Generally, you need to know about Genesys
events and standard interaction models if you are developing custom
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Genesys Events and Models Overview

applications for integration with Genesys systems, or if you are trying to gain
greater insight into the flow of interactions in your contact center.

“Genesys Events” on page 17 is the events portion of this document. The
information in this Part is wide ranging, and includes everything from the
names and descriptions of events, to the attributes that attend events, to the
definitions of event substates. Based on the history of how this information has
been presented in the past in various documents, event information may differ
from chapter to chapter.

“Genesys Interaction Models” on page 221 is the models portion of this
document. It contains a selected list of call/interaction models. This
information is also wide ranging. Based on the history of how this information
has been presented in the past in various documents, model details may differ
from chapter to chapter.

In both parts of this document, chapters are organized according to the type of
event or model being described. So, both Part One and Part Two have specific
chapters on voice-based issues that center on T-Library’s generation of events

and how calls are routed in a contact center.

Servers and Their Events and Models

18

When Genesys Servers start up and when they process interactions, they
repeatedly perform certain tasks. This manual presents examples of these tasks
in the form of events the servers generate and models that show how the
components interact. You can study these events and models to:

* Get a better idea of how the various portions of your system work.

* Troubleshoot your system by inspecting the logs that record interactions of
the type exemplified in this document.

* Understand what functions must be performed by a custom-built
component that you want to design.

Events

Genesys servers generate events. These events can both be in response to
requests that other components make of those servers, or they can be
unsolicited (Genesys servers are programmed to notify clients for any number
of reasons). Events that arrive in response to a request have an identifier you
can use to link the two.

Note: Event names may differ slightly across Genesys SDK products and
technologies. The names you see in this document correspond
generally to the names you will see when using the SDKSs. For the
authoritative names of events used by your SDK, refer to the AP/
Reference of the SDK your are using.
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This document attempts to provide enough information about each event you
may encounter so that you can intelligently handle events in your customized
code, but also so you can better understand issues that arise in your contact
center. Reviewing log files is far easier when you have an understanding of the
implications of given events.

Each event has a number of attributes associated with it to give you more
information on the process that is occurring. A given event’s attributes are not
static. Depending on the request or environment, certain attributes may or may
not be present. For completeness, this book documents all attributes that you
might encounter with a given event.

Models

Call models and interaction flows serve a number of important purposes. First,
no development for the core Genesys servers can take place unless there is a
general understanding of how a given call scenario, for instance, should
proceed in a contact center. The collections of interaction flows presented in
this Reference Manual represents the most common scenarios that Genesys
software users encounter.

Elements in Call and Interaction Models

Events as depicted in the models are protocol-specific. That is, a given library
issues its own events according to its own definitions (though some events
from different libraries have similar names). The ordering and naming of
events passed between components (messaging) in these models makes use of
the various protocols being described. These include, but are not limited to:

* T-Library (the TLIB protocol): The core library for use in processing all
voice-based interactions.

*  Multimedia Interaction Management (the ITX and ESP protocols): The
means by which Interaction Server processes its non-voice interactions.

* Multimedia Reporting protocol: This is Genesys Multimedia’s own
reporting protocol, different from the one used by other Genesys
applications that are reporting-specific.

* Universal Routing Server’s (URS) use of a subset of T-Library events:
Interaction Server uses these events to communicate with URS. When
these T-Library events occur in the model diagrams, the equivalent
Interaction Management protocol event is also shown. (The full collection
of T-Library events, available in Chapter 1, “T-Library Events,” on
page 23, is the authoritative list of T-Library events.)
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Genesys Events and Models Overview

Note: For events and models of protocols not listed here (for instance,
STATLIB or CONFIGLIB), refer to the API Reference (Statistics or
Configuration Platform SDK API Reference for .NET or Java, in these
cases) of the SDK you are using.

Diagrams show time along the vertical axis, moving from top to bottom.
Participants are arranged along the horizontal axis.

Interactions

The term interaction in a Genesys context has the following sense: an
attempted communication between a customer and a contact center, in either
direction. The attempt may be successful or not; it has a media type; it may
give rise to other interactions (as when an incoming e-mail gives rise to an
automatic acknowledgement). It may belong to a series of related interactions,
known as a thread. Interaction properties are generally recorded in a database.

Participants

Participants are software components that send and receive messages. The
participants in the models in this book include the following:

* T-Server and IVR Server

e Switch and IVR

* Interaction Server

¢ Media server (E-mail Server Java, Chat Server, or a custom application)
* Agent application

* Universal Routing Server

* Reporting engine (Stat Server or Call Concentrator)

Protocol-Specific Issues

20

In general, this manual attempts to unify the concept of events and models
across a number of disparate Genesys components. This allows you to move
from component to component with one reference as your guide for how
interactions are processed. However, you may find that you want more
information about specific protocols. In each case, the authoritative collection
of function calls and events for a given server’s protocol is available from its
corresponding Platform SDK API Reference. (See the Platform SDK API
Reference, .NET or Java, available from the Developer Documentation CD
and the Genesys DevZone portal, for the server that interests you.)
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Voice

The characteristic feature of events related to voice interactions is T-Server’s
use of the TEvent data structure to return the results of requests sent by
applications using T-Library functions or as notification that there has been
some activity on a monitored object.

Some examples of event member values include:

EventRegistered
application has registered a DN.

EventUnregistered
application has unregistered a DN.

EventAgentLogin
agent has logged in to ACD group.

EventAgentLogout
agent has logged out of ACD.

EventAgentReady
agent is ready to receive ACD calls.

Chapter 1, “T-Library Events,” on page 23, has detailed information on the
TEvent data structure.

While this document presents a full representation of the TEvent structure,
certain of its members are reserved for internal use only.
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Chapter

T-Library Events

This chapter provides detailed information about the T-Library Events.
Information for this chapter is divided among the following sections:

«  How to Use This Chapter, page 23

« List of T-Library Events, page 24

« General Events, page 28

« Registration Events, page 33

- Call-Handling & Transfer/Conference Events, page 36
+ Network Attended Transfer Events, page 61
« Call-Routing Events, page 64

« Call-Treatment Events, page 68

«  DTMF Events, page 73

- Voice-Mail Events, page 76

«  Agent-State & DN Events, page 81

« Query Events, page 108

« User-Data Events, page 121

« ISCC Events, page 123

«  Special Events, page 126

« Negative-Response Events, page 134

«  Agent States and Work Modes, page 135

+ Unified Call-Party States, page 139

« Event Attributes, page 146

«  TEvent Structure, page 159

How to Use This Chapter

This chapter lists the events that developers can expect to see while working
with a Genesys implementation. Each event listed here is identified with a
description, the contents of the event (presented in table format as a list of the

Events and Models—Reference Manual 23



Chapter 1: T-Library Events List of T-Library Events

attributes associated with it), and an example of where the event is likely to be
encountered during a call flow. The end of this chapter includes general
information about various event-related issues, including an agent-state
diagram, definitions of event attributes (including, for the reference ID
attribute, a table of the relationships between requests and events), and a
description of the TEvent structure.

Event contents are presented as the collection of attributes associated with each
event, as well as an indication of that attribute’s Type. For the purposes of this

chapter, Type has one of two values: Mandatory or Optional. Here Type refers
to the presence of the attribute at the time of the generation of its event, and not
to a characteristic of the attribute itself.

Attribute Type:

* Mandatory—Indicates that this autoboot is always present when its
associated event occurs.

* Optional—Indicates that this attribute may or may not be present when the
associated event occurs.

List of T-Library Events

24

Table 1: List of T-Library Events

Event Page #

General Events

EventServerConnected page 28
EventServerDisconnected page 29
EventLinkConnected page 30
EventLinkDisconnected page 32

Registration Events

EventRegistered page 33

EventUnregistered page 34

Call-Handling & Transfer/Conference Events

EventDialing page 36
EventRinging page 37
EventEstablished page 39
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Table 1: List of T-Library Events (Continued)

List of T-Library Events

Event Page #
EventAbandoned page 41
EventDestinationBusy page 42
EventDiverted page 44
EventHeld page 45
EventNetworkReached page 47
EventPartyAdded page 48
EventPartyChanged page 50
EventPartyDeleted page 51
EventQueued page 53
EventBridged page 55
EventReleased page 57
EventRetrieved page 59

Network Attended Transfer Events

EventNetworkCallStatus page 61
EventNetworkPrivateInfo page 62
Call-Routing Events
EventRouteRequest page 64
EventRouteUsed page 66
Call-Treatment Events
EventTreatmentApplied page 68
EventTreatmentEnd page 69
EventTreatmentNotApplied page 71
EventTreatmentRequired page 72
DTMF Events
EventDigitsCollected page 73

Events and Models—Reference Manual
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Table 1: List of T-Library Events (Continued)

Event Page #

EventDTMFSent page 75
Voice-Mail Events
EventMailBoxLogin page 76
EventMailBoxLogout page 78
EventVoiceFileOpened page 78
EventVoiceFileClosed page 79
EventVoiceFileEndPlay page 80
Agent-State & DN Events

EventAgentLogin page 81
EventAgentLogout page 83
EventQueueLogout page 84
EventAgentReady page 85
EventAgentNotReady page 86
EventAgentAfterCallWork (Obsolete—No page 89
Longer Supported)
EventAgentldleReasonSet (Obsolete—No page 89
Longer Supported)
EventDNOutOfService page 90
EventDNBackInService page 90
EventDNDOn page 91
EventDNDOff page 93
EventForwardSet page 94
EventForwardCancel page 95
EventMonitoringNextCall page 96
EventMonitoringCancelled page 97
EventOffHook page 99

26 Genesys @



Chapter 1: T-Library Events List of T-Library Events

Table 1: List of T-Library Events (Continued)

Event Page #
EventOnHook page 100
EventMuteOn page 101
EventMuteOff page 102
EventListenDisconnected page 103
EventListenReconnected page 104
EventMessageWaitingOn page 106
EventMessageWaitingOff page 107

Query Events

EventAddressInfo page 108
EventPartyInfo page 115
EventLocationInfo page 117
EventServerInfo page 119
EventSwitchInfo page 120

User-Data Events

EventAttachedDataChanged page 121
ISCC Events
EventAnswerAccessNumber page 123
EventRemoteConnectionSuccess page 124
EventRemoteConnectionFailed page 125
EventReqGetAccessNumberCanceled page 125

Special Events

EventACK page 126
EventAgentReserved page 128
EventCalllnfoChanged page 129
EventPrivatelnfo page 129
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Table 1: List of T-Library Events (Continued)

Event Page #
EventUserEvent page 130
EventPrimaryChanged page 131
EventRestoreConnection page 131
EventHardwareError page 133
EventResourceAllocated (Obsolete—No page 133
Longer Supported)
EventResourceFreed (Obsolete—No page 134
Longer Supported)

Negative-Response Events

EventError page 134

General Events

EventServerConnected

Event Description

The communication session with the server in question has been opened. This
event is generated on the client side and only in asynchronous communication
mode.

Event Contents

Table 2: EventServerConnected Contents

Event Attribute Type
Event Mandatory
Server Mandatory
Extensions Optional
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Example
T-Server Client
TOpenServer
T-Library
‘ EventServerConnected

EventLinkConnected

>

Figure 1: EventServerConnected Feature Example

EventServerDisconnected

Event Description

General Events

The communication session with the server in question has failed. T-Library
generates this event as soon as it recognizes that the connection with T-Server

has been lost.

Events and Models—Reference Manual

29



Chapter 1: T-Library Events

Event Contents

General Events

Table 3: EventServerDisconnected Contents

Event Attribute Type

Event Mandatory

Server Mandatory

Extensions Optional
Example

T-Server Client

T-Library

‘ EventServerDisconnected

¢« connectionfailed ]

Figure 2: EventServerDisconnected Feature Example

EventLinkConnected

Event Description

This event is generated in two ways: either as a notification that the connection
between the switch and T-Server, through the CTTI link, has been restored, or as
a response to the TOpenServerEx () and TOpenServer () functions (that is, after
connecting to T-Server) to indicate the current CTI-link status.

If you are working with a pair of T-Servers with Hot Standby mode in a high-
availability environment, this event is also generated during T-Server

switchover.

30
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Event Contents

Table 4: EventLinkConnected Contents

Event Attribute Type
ApplicationName Optional
Event Mandatory
Server Mandatory
SessionID Optional
CustomerID Optional
time Mandatory
Extensions Optional
Examples
T-Server Client
TOpenServer
‘ T-Library
‘ EventServerConnected

EventLinkConnected

Figure 3: EventLinkConnected Feature, Example 1

Switch T-Server Client

EventLinkConnected

LinkRecovered 4

\ 4

Figure 4: EventLinkConnected Feature, Example 2
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EventLinkDisconnected

Event Description

This event is generated as a notification that the connection between the switch
and T-Server, through the CTI link, has been severed.

If you are working with a pair of T-Servers with Hot Standby mode in a high-
availability environment, this event is also generated during T-Server
switchover.

Event Contents

Table 5: EventLinkDisconnected Contents

Event Attribute Type

ApplicationName Optional

SessionID Optional

CustomerID Optional

ErrorCode Optional

ErrorMessage Optional

Event Mandatory

Server Mandatory

time Mandatory

Extensions Optional

Examples
Switch T-Server Client
LinkFail 4
,,,,,,,,,,,,,,,,,,,,, EventLinkDisconnected

Figure 5: EventLinkDisconnected Feature, Example 1
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T-Server Client

TOpenServer

T-Library

| EventServerConnected

EventLinkDisconnected

Figure 6: EventLinkDisconnected Feature, Example 2

Registration Events

EventRegistered

Event Description

The application has been registered to send requests and receive events
regarding the telephony object specified by ThisDN.

Event Contents

Table 6: EventRegistered Contents

Event Attribute Type
AgentID? Optional
CustomerID Optional
Event Mandatory
Extensions? Mandatory
InfoStatus.AddressType Optional
InfoType=AddressinfoAddressType | Mandatory
ReferencelD Mandatory
Server Mandatory

Events and Models—Reference Manual 33



Chapter 1: T-Library Events Registration Events

Table 6: EventRegistered Contents (Continued)

Event Attribute Type
ThisDN Mandatory
time Mandatory

a. The AgentID attribute can only be present for objects of
AddressTypePosition or AddressTypeDN. See the contents
of Extensions.

b. The Extensions attribute contains the same information as
in EventAddressInfo:

For objects of AddressTypePosition or
AddressTypeDN, see the corresponding
InfoType=TAddressInfoDNStatus.

For objects of AddressTypeQueue, AddressTypeRouteDN, or
AddressTypeRouteQueue, see InfoType=TAddressInfo-
QueueStatus.

Details for Extensions in EventAddressInfo are available
on page 110.

Example

T-Server Client

TRegisterAddress

A

EventRegistered

\ 4

Figure 7: EventRegistered Feature Example

EventUnregistered

Event Description

The application’s registration to send requests and receive events regarding the
telephony object specified by ThisDN has been canceled.
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Event Contents

Table 7: EventUnregistered Contents

Event Attribute Type
CustomerID Optional
ErrorCode Optional
ErrorMessage Optional
Event Mandatory
ReferencelD? Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
Extensions Optional

a. The ReferencelD attribute is mandatory in most cases,
but not present if the switch configuration has been
changed while the CTI link was down or if T-Server
configuration has been changed dynamically through
Configuration Manager. Meanwhile, the cause of un-
registration is specified by the attributes ErrorCode and
ErrorMessage.

Example

T-Server Client

TUnregisterAddress

A

EventUnregistered

Figure 8: EventUnregistered Feature Example
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Call-Handling & Transfer/Conference
Events

EventDialing

Event Description

An attempt to make a call on behalf of the telephony object specified by ThisDN
is in progress.

Event Contents

Table 8: EventDialing Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CallID Mandatory
CallType? Mandatory
ConnID Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDNP Optional
OtherDNRole? Optional
OtherQueue Optional
OtherTrunk Optional
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Table 8: EventDialing Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
PreviousConnID® Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueued Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional
a. CallType may be Unknown.

Consult.

equal to ThisDN.

Examples

0therDN may be either a dialed number or not present
if T-Server has no information about the other party.
0therDNRole appears if the attribute 0therDN is present.

PreviousConnID must appear if the value of CallType is

ThisQueue must appear in predictive dialing and be

See the example after “EventRinging.”

EventRinging

Event Description

A call has been delivered to the telephony object specified by ThisDN.

Events and Models—Reference Manual
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Event Contents

Table 9: EventRinging Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CalllD Mandatory
CallState Mandatory
CallType Mandatory
ConnlD Mandatory
CollectedDigits Optional
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
PreviousConnID? Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
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Table 9: EventRinging Contents (Continued)

Event Attribute Type
ThirdPartyDN Optional
ThisQueueb Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is
Consult.

b. The attribute must appear in case of an ACD call.

Example

Client_2 T-Server Client_1
TMakeCall

EventRinging EventDialing

€
“ >

Figure 9: EventRinging Feature Example

EventEstablished

Event Description

For the application associated with the calling party: the telephony object
specified by 0therDN has answered (either the calling party answered or the
switch simulated an answer if option auto-answer is set on the switch) and the
connection has been established. For the application associated with the called
party: the call associated with ConnID has been established.
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Event Contents

Table 10: EventEstablished Contents

40

Event Attribute Type
Event Mandatory
Server Mandatory
CustomerID Optional
ReferencelD Optional
ConnlD Mandatory
PreviousConnID? Optional
CallID Mandatory
CollectedDigits Optional
CallHistory Optional
CallType Mandatory
CallState Optional
AgentID Optional
ThisDN Mandatory
ThisQueue Optional
ThisDNRole Mandatory
NetworkCallID Optional
NetworkNodeID Optional
OtherDN Optional
OtherTrunk Optional
OtherQueue Optional
OtherDNRole Optional
DNIS Optional
ANI Optional
UserData Optional
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Table 10: EventEstablished Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
Reasons Optional
Extensions Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional

a. The attribute must appear if the value of CalLType is

Consult.

EventAbandoned

Event Description

The caller abandoned the call before it was answered.

Event Contents

Table 11: EventAbandoned Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallState Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional

Events and Models—Reference Manual
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Table 11: EventAbandoned Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
PreviousConnID? Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue® Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is

Consult.

b. The attribute must appear in case of an ACD call.

EventDestinationBusy

42

Event Description

The called party specified by 0therDN is busy with another call.
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Event Contents

Table 12: EventDestinationBusy Contents

Call-Handling & Transfer/Conference Events

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallState® Optional
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN Optional
OtherQueue Optional
OtherTrunk Optional
PreviousConnIDP Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional
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a. For scenarios initiated with RequestMakeCall, this at-
tribute may have values that clarify the reason for the

EventDiverted

Event Description

Call-Handling & Transfer/Conference Events

destination being busy, for instance

CallStateSitInvalidNum.

Consult.

The attribute must appear if the value of CallType is

The call has been diverted from the queue to another telephony object.

Event Contents

Table 13: EventDiverted Contents

Event Attribute Type
CallHistory Optional
CallID Mandatory
CallState Mandatory
CallType Mandatory
ConnID Mandatory
CollectedDigits Optional
CustomerID Optional
Event Mandatory
Extensions Optional
NetworkCalllD Optional
NetworkNodelD Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional

44
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Table 13: EventDiverted Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
OtherTrunk Optional
PreviousConnID? Optional
Server Mandatory
ThirdPaITyDNb Optional
ThirdPartyDNRole Optional
ThirdPartyQueueb Optional
ThisDN°¢ Mandatory
ThisDNRole Mandatory
ThisQueue® Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is

Consult.

b. Attributes must be present if the value of CallState is

Redirected. (See “Redirect-Call Service” on

page 325.) In all other call scenarios, ThirdPartyDN
must be present only if such information is provided

by a CTI link.

c. These attributes must be equal.

EventHeld

Event Description

The call has been placed on hold.
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Event Contents

Table 14: EventHeld Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CalllD Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
PreviousConnID? Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue Optional
time Mandatory
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Table 14: EventHeld Contents (Continued)

Event Attribute Type

TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is
Consult.

EventNetworkReached

Event Description

The call has reached the public network interface.

Event Contents

Table 15: EventNetworkReached Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CalllD Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN Optional
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Table 15: EventNetworkReached Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
OtherDNRole Optional
OtherTrunk Optional
PreviousConnID? Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is

Consult.

EventPartyAdded

Event Description

One or more parties has been added to the call as a result of a conference. If
only one party is added (as in the case of a simple conference call), the
corresponding telephony object is specified in 0therDN. If more than one party
is added, then the corresponding telephony objects are specified in Extensions.

Event Contents

Table 16: EventPartyAdded Contents

Event Attribute Type
AgentID Optional
ANI Optional
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Table 16: EventPartyAdded Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
CallHistory Optional
CallState Optional
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
Server Mandatory
ThirdPartyDN? Mandatory
ThirdPartyDNRole? Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional
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a. This attribute is not present if the switch does not dis-
tribute it to T-Server.

EventPartyChanged

50

Event Description

The telephony object specified by 0therDN has replaced the telephony object
specified by 0therDN in the previously received event; or the PreviousConnID of
the call has been given a new value, ConnID.

Event Contents

Table 17: EventPartyChanged Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CallID Mandatory
CallState® Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDNP Optional
OtherDNRole® Optional
OtherTrunk® Optional
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Call-Handling & Transfer/Conference Events

Table 17: EventPartyChanged Contents (Continued)

Event Attribute Type
PreviousConnlID Mandatory
Server Mandatory
ThirdPartyDN® Mandatory
ThirdPartyDNRole® Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The value can be either Transferred or Conferenced.
For more information, see Chapter 6.

b. The attribute must not appear if the CalLState is

Conferenced.

c. This attribute is not present if the switch does not dis-

tribute it to T-Server.

EventPartyDeleted

Event Description

The telephony object specified by 0therDN has been deleted from the

conference call in question.
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Event Contents

Call-Handling & Transfer/Conference Events

Table 18: EventPartyDeleted Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CalllD Mandatory
CallState® Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN Optional
ThirdPartyDNRole Optional
ThisDN Mandatory
ThisDNRole Mandatory
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Table 18: EventPartyDeleted Contents (Continued)

Event Attribute Type
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute indicates whether a call is still consid-
ered as a conference (that is, the number of parties in
the call is more than two).

EventQueued

Event Description

The call has been queued in the ACD group specified by ThisQueue.

Event Contents

Table 19: EventQueued Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CallID Mandatory
CallState Optional
CallType Mandatory
CollectedDigits Optional
ConnlD Mandatory
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Table 19: EventQueued Contents (Continued)

Event Attribute Type
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
LastCollectedDigit Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
PreviousConnID? Optional
Server Mandatory
ThisDNP Mandatory
ThisDNRole Mandatory
ThirdPartyDN Optional
ThisQueueb Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The attribute must appear if the value of CallType is
Consult.

b. These attributes must be equal.
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EventBridged

Event Description

Used in situations where Coverage Path is available or bridged calls can be
handled. EventBridged indicates an extension, besides the one pointed to by
ThisDN, has picked up the call, and that the telephony object specified by
ThisDN is no longer ringing (although it still can pick up the call, establishing a
three-way conversation).

EventBridged is used to describe a state where the call is neither ringing nor
established. The nature of a bridge is such that it is possible for a call to move
to a bridged state even after it has been released. Because of this, only calls
released through CTI will be detected as moving into the bridged state. If a
client issues a RequestReleaseCall() on a bridged call with two or more active
bridged or bridging parties, EventRe leased, with CallState =
CallStateBridged, follows for the releasing party; the releasing party then
receives EventBridged. At this point, a client may issue a RequestAnswerCall ()
to activate the call. If the client does this, EventEstablished follows.

Notes:

* Currently, T-Server does not fully support placing a bridged or
bridging call on hold when there is only one active bridge. If a
client attempts to place such a call on hold, T-Server does not
reflect the held state of all members.

» Transferring and conferencing a bridged or bridging call currently
works only when there is no more than one active bridge member.

» There may be cases where a call is made from a bridged DN to the
principle extension on the bridge. In such an instance, the dialing
and ringing between two DN on the same bridge is happening
within the context of a single call. While such a circumstance is
supported, the bridged appearance of the call should be ignored
and not used.

Event Contents

Table 20: EventBridged Contents

Event Attribute Type
Event Mandatory
Server Mandatory
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Table 20: EventBridged Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
CustomerID Optional
ConnID Mandatory
PreviousConnID? Optional
CalllD Mandatory
CollectedDigits Optional
CallHistory Optional
CallType Mandatory
CallState? Optional
AgentID Optional
ThisDN Mandatory
ThisQueue® Optional
ThisDNRole Mandatory
NetworkCallID Optional
NetworkNodelD Optional
OtherDNP Optional
OtherTrunk® Optional
OtherQueue Optional
OtherDNRole? Optional
DNIS Optional
ANI Optional
UserData Optional
Extensions Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
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a. The attribute must appear if the value of CallType is
Consult.

b. For the Avaya Communication Manager only: In a
Coverage Path scenario, the second party that has an-
swered a call must receive CallState=Conferenced, but
does not receive information about the other party (Ot-
herDN = NULL). See Chapter 6.

c. The attribute must appear in case of an ACD call.

EventReleased

Event Description

The telephony object specified by ThisDN has disconnected or has been
dropped from the call.

Event Contents

Table 21: EventReleased Contents

Event Attribute Type
AgentID Optional
ANI Optional
CallHistory Optional
CallID Mandatory
CallState Mandatory
Cause Optional
CallType Mandatory
ConnlD Mandatory
CollectedDigits Optional
CustomerID Optional
DNIS Optional
Event Mandatory
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Table 21: EventReleased Contents (Continued)

Event Attribute Type
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN? Optional
OtherDNRole? Optional
OtherQueue? Optional
OtherTrunk® Optional
PreviousConnIDP Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN® Optional
ThisDN Mandatory
ThisDNRole Mandatory
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. This attribute does not appear if the release is from a
conference. In all other call scenarios, the attribute
must be present only if such information is provided
by a CTI link.

b. The attribute must appear if the value of CalLType is
Consult.
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Call-Handling & Transfer/Conference Events

c. The appearance of ThirdPartyDN depends on the fol-

lowing conditions:

If information about the new destination is available
from the switch at the moment when EventRe Leased is
generated, then ThirdPartyDN is mandatory. Or, if
T-Server has initiated a single-step transfer, redirec-
tion, or previously set the forwarding target, this attri-

bute is also mandatory.

If a call has gone through a single-step transfer, been
redirected, or forwarded by another application (not
the T-Server in question), this attribute is absent.

Example

T-Server

TReleaseCall

Client

EventReleased

Figure 10: EventReleased Feature Example

For more information, refer to Chapter 6.

EventRetrieved

Event Description

The call has been retrieved from hold.

Event Contents

Table 22: EventRetrieved Contents

Event Attribute Type

AgentID Optional
ANI Optional
CallHistory Optional

Events and Models—Reference Manual

59



Chapter 1: T-Library Events

60

Table 22: EventRetrieved Contents (Continued)

Call-Handling & Transfer/Conference Events

Event Attribute Type
CallID Mandatory
CallState Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
OtherDN? Optional
OtherDNRole? Optional
OtherQueue?® Optional
OtherTrunk® Optional
NetworkCallID Optional
NetworkNodelD Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole” Mandatory
ThisQueue® Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional
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Network Attended Transfer Events

a. In all call scenarios, this attribute must be present only
if the information is provided by a CTI link.

b. The value here is the same as that for the events pre-
ceding EventRetrieved (EventEstablished and Even-

tRinging) for the same call.

c. The value here is the same as that for the events pre-
ceding EventRetrieved (EventEstablished and Even-

tRinging) for the same call. (For non-ACD calls,
ThisQueue is not reported)

Network Attended Transfer Events

EventNetworkCallStatus

Event Description

Contains all pertinent information about the current state of a multi-party
network call. It is sent to all interested parties whenever the call’s state

changes.

Event Contents

Table 23: EventNetworkCallStatus Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
NetworkCallID Optional
NetworkNodeID Optional
CallType Mandatory
ConnlD Mandatory
Cause Optional
CustomerID Optional
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Network Attended Transfer Events

Table 23: EventNetworkCallStatus Contents (Continued)

Event Attribute Type
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallState Mandatory
NetworkPartyRole? Mandatory
NetworkOrigDN Optional
NetworkDestDN Optional
NetworkDestState Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. This attribute is not present for events distributed by

network T-Servers.

EventNetworkPrivatelnfo

62

Event Description

This event is generated both in response to a TNetworkPrivateService()
function call and when it is used to notify selected sets of clients of
T-Server—specific information. This event indicates that one of two forms of

data has been passed:
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* Information supported only by certain T-Servers, and which is not covered
by general feature requests.

* Notification about changes in T-Server behavior or device/call statuses.
This event can be distributed to the following clients:

* Those who made a request for the private service,
TNetworkPrivateService() .

* Those registered on the specified device, depending on the nature of the
service.

* Those who would otherwise be ineligible (for security reasons) for
receiving given events, and who thus require additional registration in
order to be notified.

Event Contents

Table 24: EventNetworkPrivatelnfo Contents

Event Attribute Type
PrivateEvent Mandatory
Event Mandatory
Reasons Optional
UserData Optional
Extensions Optional
ReferencelD Optional
Server Mandatory
ConnlD Optional
ThisDN Optional
NetworkCallState Optional
NetworkPartyRole Optional
NetworkOrigDN Optional
NetworkDestDN Optional
NetworkDestState Optional
time Mandatory
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Example

Call-Routing Events

Network Local
T-Server T-Server

TNetworkPrivateService

TNetworkPrivateService

Client

EventNetworkPrivatelnfo

Y

EventNetworkPrivatelnfo

Figure 11: EventNetworkPrivatelnfo Example

Call-Routing Events

EventRouteRequest

Event Description

The call has been placed on the routing point specified by ThisDN, and the
switch is waiting for routing instructions.

Event Contents

Table 25: EventRouteRequest Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallType Mandatory
CollectedDigits Optional
ConnlD Mandatory
CustomerID Optional
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Table 25: EventRouteRequest Contents (Continued)

Event Attribute Type
DNIS Optional
Event Mandatory
Extensions Optional
LastCollectedDigit Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN Optional
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
PreviousConnID? Optional
Server Mandatory
ThisDNP Mandatory
ThisQueueb Mandatory
ThisTrunk Optional
ThirdPartyDN Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The PreviousConnID attribute must appear if a call with
CallType=Consult has been placed on a routing point.

b. ThisDN and ThisQueue attributes must have equal val-
ues.

Examples

See “EventRegistered” on page 33 and Figure 12 on page 67.
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EventRouteUsed
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Event Description

Call-Routing Events

The call has been routed as requested in the function TRouteCall () or has been
default routed by the switch after the routing timeout has expired (that is, there
was no routing instruction from the computer domain within the specified

timeout).

Event Contents

Table 26: EventRouteUsed Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallState Optional
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN? Optional
OtherDNP Optional

ThirdPartyDNRole = Destination

Optional
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Table 26: EventRouteUsed Contents (Continued)

Event Attribute Type
ThisDN°¢ Mandatory
ThisQueue® Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. This attribute specifies the destination DN or dialing

number. It is:

Mandatory if routing was done by URS (or another

routing application connected to T-Server).

Absent if the call was rejected.

Optional in other cases.

b. The 0therDN attribute is used to specify the target party

when the forward feature is in progress.

c. These attributes must be equal.

Example

Call-Routing Events

CallAppearedOnRoutingPoint

Switch T-Server

»

RouteCallToDestination

EventRouteRequest

Client

TRouteCall

\ 4

CallLeftRoutingPoint

A 4

EventRouteUsed

Figure 12: EventRouteRequest and EventRouteUsed Feature, Example 1
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Call-Treatment Events

CallAppearedOnRoutingPoint

Switch T-Server

EventRouteRequest

CallLeftRoutingPoint

>

Client

q EventRouteUsed

4

Figure 13: EventRouteRequest and EventRouteUsed Feature, Example 2
(if the Routing Timeout Expires Before the TRouteCall Request
Generated by Computer Domain [Interaction Router])

Call-Treatment Events

EventTreatmentApplied

Event Description

The call has been treated, and the Treatment Device (TD) is processing the

treatment instruction.

Event Contents

Table 27: EventTreatmentApplied Contents

Event Attribute Type
CallID Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Mandatory
Event Mandatory
Extensions Mandatory
NetworkCallID Optional
NetworkNodeID Optional
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Call-Treatment Events

Table 27: EventTreatmentApplied Contents (Continued)

Event Attribute Type
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
time Mandatory
TransferConnlD Optional
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
TreatmentParameters Optional
TreatmentType Mandatory
UserData Optional

EventTreatmentEnd

Event Description

The call has been treated and the Treatment Device (TD) is waiting for another

instruction.

Note: This event does not appear in cases of continuing treatments like

Silence or RingBack.

Event Contents

Table 28: EventTreatmentEnd Contents

Event Attribute Type
CallID Mandatory
CallType Mandatory
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Call-Treatment Events

Table 28: EventTreatmentEnd Contents (Continued)

Event Attribute Type
CollectedDigits? Optional
ConnID Mandatory
CustomerID Mandatory
Event Mandatory
Extensions® Optional
LastCollectedDigit? Optional
NetworkCallID Optional
NetworkNodelD Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
TransferConnlD Optional
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
TreatmentParameters Optional
TreatmentType Mandatory
UserData Optional

a. The attributes are present if TreatmentType is either CollectDigits or

PlayAnnouncementAndCollectDigits.
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b.

Call-Treatment Events

The following key-value pairs are set for all Treatment Types,
except in the case of the Nortel Communication Server
2000/2100 (formerly, DMS-100):

For all Treatment Types where an announcement was played,
INTERRUPTED is set to:

NO, if the announcement was not interrupted.
KEYPAD, if it was interrupted by keypad entry.
VOICE, if it was interrupted by the caller speaking something.

For all Treatment Types where digits are to be collected from the
caller, COMPLETION_STATUS is set to:

NORMAL, if the treatment completed normally (optional).

TIMEOUT, if the digit collection timed out before all required dig-
its could be collected.

CANCELLED, if the treatment was cancelled by a request from rout-
er.

For TreatmentType=DigitsVerification only, the following key-
value pairs apply:

VERIFICATION_STATUS (the result of digits verification) is set to 1 if
verification succeed, 0 if it did not.
ATTEMPTS is set to the number of digit-collection attempts made.

For TreatmentType=RecordUserAnnouncement, the following key-
value pair applies:

USER_ANN_ID is set to the message identifier, an integer, recorded
by the user specified with USER_ID.

EventTreatmentNotApplied

Event Description

The call has not been treated for some reason. The reason is returned in

ErrorCode and ErrorMessage parameters.

Event Contents

Table 29: EventTreatmentNotApplied Contents

Event Attribute Type

CalllD Mandatory
CallType Mandatory
ConnlD Mandatory
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Call-Treatment Events

Table 29: EventTreatmentNotApplied Contents (Continued)

Event Attribute Type
CustomerID Mandatory
ErrorCode Mandatory
ErrorMessage Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
Reasons Optional
ReferencelD Mandatory
Server Mandatory
ThisDN Mandatory
time Mandatory
TransferConnlD Optional
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
TreatmentParameters Optional
TreatmentType Mandatory
UserData Optional

EventTreatmentRequired

72

Event Description

A call has been placed to a treatment device port specified by ThisDN, and the
switch or the treatment device is waiting for treatment instructions.
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Event Contents

Table 30: EventTreatmentRequired Contents

Event Attribute Type

ANI Optional
CallID Mandatory
ConnID Mandatory
CustomerID Optional
DNIS Mandatory
Event Mandatory
Extensions Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
UserData Optional

DTMF Events

DTMF Events

EventDigitsCollected

Event Description

The digits specified by CollectedDigits have been collected. This event is sent
either to the DN representing the device collecting the digits or to all

monitored parties for the call.
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Event Contents

Table 31: EventDigitsCollected Contents

Event Attribute Type
CallHistory Optional
CallID Mandatory
CallState Mandatory
CallType Mandatory
CollectedDigits Mandatory
ConnlD Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
LastCollectedDigit Optional
NetworkCallID Optional
NetworkNodeID Optional
OtherDN? Optional
OtherDNRole Optional
OtherQueue Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional

DTMF Events
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Table 31: EventDigitsCollected Contents (Continued)

Event Attribute Type
TransferredNetworkNodelD Optional
UserData Optional

a. This attribute indicates the source of the collected dig-
its, if T-Server can identify that source.

EventDTMFSent

Event Description

The specified DTMF sequence has been sent.

Event Contents

Table 32: EventDTMFSent Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CalllD Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
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Table 32: EventDTMFSent Contents (Continued)

Event Attribute Type
ThisDN Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

Voice-Mail Events

Voice-Mail Events

EventMailBoxLogin

76

Event Description

The telephony object specified by ThisDN has logged in to the mailbox
specified by the mbox_number parameter in the corresponding TLoginMai LBox ()

function.

Event Contents

Table 33: EventMailBoxLogin Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Mandatory
Server Mandatory
ThisDN Mandatory
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Table 33: EventMailBoxLogin Contents (Continued)

Voice-Mail Events

Event Attribute Type
time Mandatory
Extensions Optional
Example
T-Server Client

Application Registration Phase

Call Processing Phase

Application Unregistration Phase

TLoginMailbox

EventMailBoxLogin

TOpenVoiceFile

EventVoiceFileOpened

TPlayVoiceFile

EventVoiceFileEndPlay

TCollectDigits

EventDigitsCollected

TMuteTransfer

TLogoutMailbox

EventMailBoxLogout

TCloseVoiceFile

EventVoiceFileClosed

Figure 14: Voice-Processing Feature Example
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EventMailBoxLogout

Event Description

Voice-Mail Events

The telephony object specified by ThisDN has logged out of the mailbox it

logged in to earlier.

Event Contents

Table 34: EventMailBoxLogout Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
Extensions Optional
Example

See Figure 14 on page 77.

EventVoiceFileOpened

78

Event Description

The voice file specified by the fi le_handle parameter in the corresponding

TOpenVoiceFile () function has been opened.
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Event Contents

Table 35: EventVoiceFileOpened Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
FileHandle Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
UserData Optional
Example

See Figure 14 on page 77.

EventVoiceFileClosed

Event Description

Voice-Mail Events

The voice file specified by the file_handle parameter in the corresponding
TCloseVoiceFile() function has been closed.

Event Contents

Table 36: EventVoiceFileClosed Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
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Table 36: EventVoiceFileClosed Contents (Continued)

Event Attribute Type
Extensions Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
UserData Optional
Example

See Figure 14 on page 77.

EventVoiceFileEndPlay

Event Description

The voice file specified by the file_handle parameter in the corresponding
TPlayVoice () function has been played back completely.

Event Contents

Table 37: EventVoiceFileEndPlay Contents

Event Attribute Type
CalllD Mandatory
CallState Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
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Table 37: EventVoiceFileEndPlay Contents (Continued)

Event Attribute Type
FileHandle Mandatory
NetworkCallID Optional
NetworkNodeID Optional
Reasons Optional
ReferencelD Mandatory
Server Mandatory
ThisDN Mandatory
ThisDNRole Mandatory
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional
Example

See Figure 14 on page 77.

Agent-State & DN Events

EventAgentLogin

Event Description

The agent has logged in to the ACD group specified by ThisQueue.
Note: 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).
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Event Contents

Table 38: EventAgentLogin 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? 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 Rea-
sonCode value specifically used to communicate hard-

ware reasons.

Example

T-Server

TAgentLogin

Client

EventAgentLogin

EventAgentReady or
EventAgentNotReady

Figure 15: EventAgentLogin Feature Example
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Agent-State & DN Events
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EventAgentLogout

Event Description

Agent-State & DN Events

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

Note: 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” on page 84.)

Event Contents

Table 39: EventAgentLogout Contents

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

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

b. If present, the Extensions attribute may include a Rea-
sonCode value specifically used to communicate hard-

ware reasons.

Events and Models—Reference Manual
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Examples

T-Server

TAgentLogout

Client

EventAgentLogout

Figure 16: EventAgentLogout (Through Link) Feature, Example 1

Agent-State & DN Events

Switch

AgentLoggedOut

T-Server

Client

EventAgentLogout

Figure 17: EventAgentLogout (Through PhoneSet) Feature, Example 2

EventQueuelLogout

Event Description

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

Event Contents

Table 40: EventQueuelLogout Contents

Event Attribute Type
Event Mandatory
Server Mandatory
ReferencelD Optional
CustomerID Optional
AgentID? Optional
ThisDN Mandatory
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Agent-State & DN Events

Table 40: EventQueuelLogout Contents (Continued)

Event Attribute Type
ThisQueue Optional
Reasons Optional
time Mandatory
Extensions® Optional

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

b. If present, the Extensions attribute may include a Rea-
sonCode value specifically used to communicate hard-

ware reasons.

EventAgentReady

Event Description

The agent is ready to receive ACD calls.

Event Contents

Table 41: EventAgentReady Contents

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

Events and Models—Reference Manual
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Table 41: EventAgentReady Contents (Continued)

Event Attribute Type
WorkModeP Mandatory
Extensions® Optional

a. AgentID must be present if the agent-state change is re-
quested 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 Rea-
sonCode value specifically used to communicate hard-
ware reasons.

Examples

T-Server Client

TAgentSetReady

EventAgentReady

Figure 18: EventAgentReady (Through Link) Feature, Example 1

Switch T-Server Client

AgentReady
‘ EventAgentReady

A 4

Figure 19: EventAgentReady (Through PhoneSet) Feature, Example 2

EventAgentNotReady

Event Description

The agent is not ready to receive ACD calls.
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Event Contents

Table 42: EventAgentNotReady Contents

Event Attribute Type
AgentID? Optional
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
ThisQueue Optional
time Mandatory
WorkModeP Optional
Extensions® Optional

a. AgentID must be present if the agent-state change is re-
quested through T-Server or if the information is

available.

b. This attribute is mandatory for the Avaya Communi-
cation Manager T-Server when not in Soft Agent

mode.

c. If present, the Extensions attribute may include a Rea-
sonCode value specifically used to communicate hard-

ware reasons.
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Examples
T-Server Client
TAgentSetNotReady
EventAgentNotReady

Figure 20: EventAgentNotReady (Through Link) Feature, Example 1

Switch T-Server Client

AgentNotReady
EventAgentNotReady

A 4

Figure 21: EventAgentNotReady (Through PhoneSet) Feature, Example 2

Switch T-Server Client

Released
R EventAgentNotReady

A 4

timeout*

EventAgentReady

Figure 22: EventAgentNotReady Feature, Example 3 (for the Nortel
Communication Server 2000/2100 (formerly, DMS-100) only)

Note: A timeout in Figure 22 (*) 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” on page 81.
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EventAgentAfterCallWork (Obsolete—No Longer Supported)

Event 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.

EventAgentldleReasonSet (Obsolete—No Longer Supported)

Event Description

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

Event Contents

Table 43: EventAgentldieReasonSet Contents

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

Event Description

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.

Note: 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.

Event Contents

Table 44: EventDNOutOfService Contents

Event Attribute Type

ThisDN Mandatory

Extensions Optional
Example

See “EventDNBackInService.”

EventDNBackInService
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Event 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 EventDNOut0fService was previously distributed,
returns to service.
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In the absence of EventDNOut0fService and EventDNBackInService, all clients
should assume, for backward-compatibility reasons, that the DN is in service.

Event Contents

Table 45: EventDNBackInService Contents

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

EventDNBackiInService

Figure 23: EventDNBackInService Feature Example

Note: 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.

EventDNDOnN

Event Description

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

Events and Models—Reference Manual 91



Chapter 1: T-Library Events

92

Event Contents

Table 46: EventDNDON Contents

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

Agent-State & DN Events

Figure 24: EventDNDON (Through Link) Feature, Example 1

Switch

‘ DNDOn

T-Server

EventDNDON

Client

Figure 25: EventDNDON (Through PhoneSet) Feature, Example 2
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EventDNDOff

Event Description

Agent-State & DN Events

The Do-Not-Disturb (DND) feature has been turned off for the telephony

object specified by ThisDN.

Event Contents

Table 47: EventDNDOff Contents

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

Figure 26: EventDNDOff (Through Link) Feature, Example 1
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Agent-State & DN Events

‘ DNDOff

Switch T-Server

EventDNDOff

Client

A 4

Figure 27: EventDNDOff (Through PhoneSet) Feature, Example 2

EventForwardSet

94

Event Description

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

by ThisDN.

Event Contents

Table 48: EventForwardSet Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
InfoStatus (CallForwardingStatus, | Optional
SendAllCallsStatus)

OtherDN? Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
ForwardMode Optional

a. The 0therDN attribute is used to specify the target party

when the Forward feature is in progress.
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Examples

T-Server

TCallSetForward

Client

EventForwardSet

Agent-State & DN Events

Figure 28: EventForwardSet (Through Link) Feature, Example 1

Switch

ForwardSet

T-Server

N EventForwardSet

Client

Y

Figure 29: EventForwardSet (Through PhoneSet) Feature, Example 2

EventForwardCancel

Event Description

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

by ThisDN.

Event Co

Table 49: EventForwardCancel Contents

ntents

Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
Reasons Optional
ReferencelD Optional
Server Mandatory

Events and Models—Reference Manual
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Agent-State & DN Events

Table 49: EventForwardCancel Contents (Continued)

Event Attribute Type

ThisDN Mandatory

time Mandatory
Examples

T-Server Client

TCallCancelForward

A

EventForwardCancel

Figure 30: EventForwardCancel (Through Link) Feature, Example 1

Switch

T-Server Client

ForwardCancel
EventForwardCancel

»

|

Figure 31: EventForwardCancel (Through PhoneSet) Feature, Example 2

EventMonitoringNextCall

96

Event 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.

Note:

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.
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Agent-State & DN Events

Event Contents

Table 50: EventMonitoringNextCall Contents

Event Attribute Type
ThisDN? Mandatory
ThisDNRole? Mandatory
OtherDNP Mandatory
OtherDNRole? Mandatory
ReferencelD Optional
MonitorNextCallType Mandatory
Reasons Optional
Extensions Optional

a. When the event is delivered to an application on the su-
pervisor’s desktop, ThisDN is set to the supervisor’s DN
and ThisDNRo e is set to DNRoLeObserver. When the
event is delivered to an application on the agent’s desk-
top, 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 su-
pervisor’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 desk-
top, OtherDN is set to the supervisor’s DN and 0therDN-
Role is set to DNRoleObserver.

Example

See “EventMonitoringCancelled.”

EventMonitoringCancelled

Event 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.
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Event Contents

Table 51: EventMonitoringCancelled Contents

Event Attribute Type
ThisDN? Mandatory
ThisDNRole? Mandatory
OtherDNP Mandatory
OtherDNRole? Mandatory
ReferencelD Optional
Reasons Optional
Extensions Optional

a. When the event is delivered to an application on the su-
pervisor’s desktop, ThisDN is set to the supervisor’s DN
and ThisDNRo Le is set to DNRo LeObserver. When the
event is delivered to an application on the agent’s desk-
top, ThisDN is set to the agent’s DN and ThisDNRole is
set to DNRo LeDestination.

b. When the event is delivered to an application on the su-
pervisor’s desktop, 0therDN is set to the agent’s DN and
0therDNRole is set to DNRoleDestination. When the
event is delivered to an application on the agent’s desk-
top, OtherDN is set to the supervisor’s DN and 0therDN-
Role is set to DNRoLeObserver.

98 Genesys @



Chapter 1: T-Library Events

Example

Agent-State & DN Events

T-Server

TMonitorNextCall

Client

A

EventMonitoringNextCall

TCancelMonitoring

Unless only one call is

the supervisor monitors
the selected DN until
TCancelMonitoring is
requested.

A

EventMonitoringCancelled

designated for monitoring,

Figure 32: EventMonitoringCancelled Feature Example

EventOffHook

Event Description

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

Event Contents

Table 52: EventOffHook Contents

Event Attribute Type

AgentID Optional
CallHistory Optional
CallID Optional
CallState Optional
CallType Optional
ConnlD Optional
CustomerID Optional

Events and Models—Reference Manual
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Table 52: EventOffHook Contents (Continued)

Event Attribute Type
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
Server Mandatory
ThisDN Mandatory
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional
EventOnHook

100

Event Description

Agent-State & DN Events

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

Event Contents

Table 53: EventOnHook Contents

Event Attribute Type
AgentID Optional
CallHistory Optional
CallID Optional
ConnlD Optional
CustomerID Optional
Event Mandatory
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EventMuteOn

Table 53: EventOnHook Contents (Continued)

Event Attribute Type
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
Server Mandatory
ThisDN Mandatory
ThisDNRole Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

Event Description

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

Event Contents

Table 54: EventMuteOn Contents

Event Attribute Type
ConnlD Mandatory
CustomerID Optional
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
Reasons Optional

Events and Models—Reference Manual
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Table 54: EventMuteOn Contents (Continued)

Event Attribute Type
ReferencelD Optional
ThisDN Mandatory
ThisDNRole Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

EventMuteOff

102

Event Description

Agent-State & DN Events

A party identified by ThisDN is no longer in Mute (microphone-disabled) mode.

The ReferencelD attribute is set to indicate the corresponding TSetMute0ff ()

function.

Event Contents

Table 55: EventMuteOff Contents

Event Attribute Type
ConnlD Mandatory
CustomerID Optional
Reasons Optional
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
ReferencelD Optional
ThisDN Mandatory
ThisDNRole Mandatory
TransferredNetworkCalllD Optional
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Table 55: EventMuteOff Contents (Continued)

Event Attribute Type
TransferredNetworkNodelD Optional
UserData Optional

EventListenDisconnected

Event Description

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

Event Contents

Table 56: EventListenDisconnected Contents

Event Attribute Type
CallHistory Optional
CallID Mandatory
CallState? Mandatory
CallType Mandatory
ConnID Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDNP Mandatory
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
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Agent-State & DN Events

Table 56: EventListenDisconnected Contents (Continued)

Event Attribute Type
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN® Mandatory
ThisDN¢ Mandatory
ThisDNRole Mandatory
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The following CallStates are used:

CallStateOk: the party can still participate in conver-
sation with some active members of the conference.
CallStateDeafened: the party cannot listen to the con-
versation, but can be heard by the conference mem-

bers.

CallStateHeld: the party cannot hear or be heard by

the conference members.

party.

Applies to the disconnected party.

The party that cannot be heard by the disconnected

d. The party that initiated the request.

EventListenReconnected

Event Description

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

104
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Event Contents

Table 57: EventListenReconnected Contents

Event Attribute Type
CallHistory Optional
CallID Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodelD Optional
OtherDN? Mandatory
OtherDNRole Optional
OtherQueue Optional
OtherTrunk Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDNP Optional
ThisDN® Mandatory
ThisDNRole Mandatory
ThisQueue Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional

Events and Models—Reference Manual
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Table 57: EventListenReconnected Contents (Continued)

Event Attribute Type
TransferredNetworkNodelD Optional
UserData Optional

a. The reconnected party.

b. The party that is heard by the reconnected party.

c. The party that initiated the request.

EventMessageWaitingOn

106

Event Description

Agent-State & DN Events

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

ThisDN.

Event Contents

Table 58: EventMessageWaitingOn Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Extensions Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN Mandatory
time Mandatory
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Examples

T-Server Client

TSetMessageWaitingOn

EventMessageWaitingOn

Figure 33: EventMessageWaitingOn (Through Link) Feature, Example 1

Switch T-Server Client

‘ MessageWaitingOn

EventMessageWaitingOn

A 4

Figure 34: EventMessageWaitingOn (Through PhoneSet) Feature,
Example 2

EventMessageWaitingOff

Event Description

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

Event Contents

Table 59: EventMessageWaitingOff Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
Reasons Optional
ReferencelD Optional
Server Mandatory
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Table 59: EventMessageWaitingOff Contents (Continued)

Event Attribute Type

ThisDN Mandatory

time Mandatory

Extensions Optional

Examples

T-Server Client
TSetMessageWaitingOff
EventMessageWaitingOff

Figure 35: EventMessageWaitingOff (Through Link) Feature, Example 1

Switch T-Server Client

MessageWaitingOff
> EventMessageWaitingOff

A 4

Figure 36: EventMessageWaitingOff (Through PhoneSet) Feature,
Example 2

Query Events

EventAddressinfo

Event Description

This event is generated as a response to the TQueryAddress () function and
includes information specified by InfoType and InfoStatus about the telephony
object specified by either ThisDN or ThisQueue.
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Event Contents

Table 60: EventAddressinfo Contents

Query Events

Event Attribute Type
AgentID? Optional
CallID Optional
ConnIDP Optional
CustomerID Optional
Event Mandatory
Extensions® Optional
InfoStatus Mandatory
InfoType® Mandatory
NetworkCallID Optional
NetworkNodeID Optional
PreviousConnID Optional
ReferencelD Mandatory
Reasons? Optional
Server Mandatory
ThisDN Mandatory
ThisQueue Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The AgentID attribute can only be present for objects of Ad-
dressTypePosition or AddressTypeDN.
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Query Events

The ConnID and PreviousConnID attributes are mandatory
when the InfoType parameter is set to AddressInfoCallsQue-
ry. ConnID is the connection ID for the active call; Previ-
ousConnID is the connection ID for the held call, if any.

Based on the InfoType value, additional information is pro-
vided in the InfoStatus, which is a union element, and in
Extensions attributes. See Table 61 for InfoType=AddressIn-
foQueueStatus and AddressInfoDNStatus, which are available
on all T-Servers. See Table 62 on page 113 for all other In-
foTypes that are available on a device-specific basis. If a par-
ticular InfoType is not supported, T-Server responds with

EventError.

If present, the value here is the last known KVList data sup-
plied by recent activity for this address.

Table 61: InfoStatus and Extensions in EventAddressinfo
Available for All T-Servers

Attribute InfoStatus Attribute Extensions
Key Value Value Description
Type
InfoType=AddressinfoQueueStatus
NumberOfCalls? conn-%d string The connection ID of a call (converted into
a string)
ct-%d integer The CallType for the corresponding
ConnectionlD
mt-%d integer The media type of the corresponding
ConnectionlD. (The value may be absent
here if the media type is Voice.b)
0 (or absent) if voice
>0 for non-voice media
ps-%d integer The Call-Party state for the corresponding
Connection ID. See “Unified Call-Party
States” on page 139 for more details.
status integer The DN status®
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Table 61: InfoStatus and Extensions in EventAddressinfo
Available for All T-Servers (Continued)

Attribute InfoStatus Attribute Extensions

Key Value Value Description
Type

InfoType=AddressinfoDNStatus

NumberOfCalls? conn-%d string The connection ID of a call (converted into
a string)
ct-%d integer The CallType for the corresponding

connection ID

mt-%d integer The media type of the corresponding
connection ID. (The value may be absent
here if the media type is voice.”)

0 (or absent) if voice

>0 for non-voice media

ps-%d integer The Call-Party state for the corresponding
Connection ID. See “Unified Call-Party
States” on page 139 for more details.

queue-%d string The enumerated queues associated with an
agent logged into a DN

AgentStatus integer The Agent statusd

status integer The DN status®

dnd integer Do Not Disturb status®

Not present if T-Server has no information
about the DND status

fwd string Specifies forwarding targets based on
corresponding conditions.

Not present if T-Server has no information
about Forward status

mwl integer Message Waiting Lamp status®

Not present if T-Server has no information
about MWL status

a. The information is based on what T-Server can provide; it may be inaccurate when T-Server is not in sync
with the switch. It is possible for T-Server to return a non-error message with missing parameters in re-
sponse to a request regarding an incorrectly configured DN or queried DN.
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Client applications should set this value to @ (zero) if it is absent in the event. This insures that the media
type is understood to be voice.

The following are the DN statuses:

<0 (UNKNOWN): there is no available information about the DN status.

@ (IDLE): there is no activity on the DN.

>0 (NOT_IDLE): there is some activity on the DN—there is at least one call on the DN or the device is off-
hook. Note the following special values:

0x80: DN is out of service.

0xC0: DN is undergoing maintenance.

0x90: Device associated with DN is locked out.

0x88: DN is vacant.

The following are the Agent statuses:

<0 (UNKNOWN): the status of an agent is unknown.

0 (LOGGED_OUT): there is no agent logged on this DN.

1 (LOGGED_IN): an agent is logged in but work mode is unknown.

2 (READY): the status of agent is Ready.

3 (NOT_READY): the status of agent is NotReady.

4 (ACW): the status of agent is AfterCal LWork.

5 (WALK_AWAY): the status of agent is Wa LkAway .

Note: The AgentStatus Extensions key is delivered only for objects with an Address type of AddressTypePosi-
tion or AddressTypeDN.

The following are the DND statuses:

0: DND off
1: DND on

Possible values are:

off, on, or the designated destination DN (for unconditional forwarding), or the designated destination—-DN
list (with conditions for forwarding). The following conditions may be used:
OnBusy, OnNoAnswer, OnBusyAndNoAnswer, SendAllCalls.

Examples:

112

1. Unconditional Destination DN: 3000
2. Conditions with Destination-DN list: 0nBusy: 1000 0nNoAnswer:2000 (This forwards calls to two different
DNs based on certain conditions being met.)

The following are the MWL statuses:

0: MWL off
1: MWL on
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Query Events

Table 62: InfoStatus and Extensions in EventAddressinfo
Available for Particular T-Servers

Attribute InfoStatus

Attribute Extensions

Key

Value
Type

Value Description

InfoType=AddressInfoAddressStatus

AddressStatus

InfoType=AddressInfoMessageWaitingStatus
MsgWaitingStatus

InfoType=AddressInfoAssociationStatus

AssociationStatus

InfoType=AddressInfoCallForwardingStatus
CallForwardingStatus

InfoType=AddressInfoAgentStatus

AgentStatus

InfoType=AddressInfoNumberO

fAgentsInQueue

NumberOfAgentsInQueue

AgentsInQueue | integer
AvailableAgents | integer
CallsInQueue integer

Requested number is returned in
AddressInfoStatus attribute; in addition,
the Extensions attribute contains all of
three keys

InfoType=AddressInfoNumberOfAvailableAgentsInQueue

NumberOfAvailable- AgentsInQueue | integer Requested number is returned in
AgentsInQueue - : AddressInfoStatus attribute; in addition,
AvailableAgents | integer the Extensions attribute contains all of
. hree k
CallsInQueue integer three keys
InfoType=AddressInfoNumberOfCallsInQueue
NumberOfCallsInQueue AgentsInQueue | integer Requested number is returned in
: : AddressInfoStatus attribute; in addition,
AvailableAgents | integer the Extensions attribute contains all of
CallsInQueue integer three keys

InfoType=AddressIinfoAddressType

Events and Models—Reference Manual
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Query Events

Table 62: InfoStatus and Extensions in EventAddressinfo
Available for Particular T-Servers (Continued)

Attribute InfoStatus

Attribute Extensions

Key Value Value Description
Type
AddressType
InfoType=AddressInfoCallsQuery
NumberOfListElements call-%d integer The Call ID of a call
conn-%d string The Connection ID of a call (converted
into a string)
state-%d integer The state of the DN in question as a party
of the call. See AddressStatusInfoType in
the Voice Platform SDK API Reference for
details.
InfoType=AddressInfoQueueLoginAudit
NumberOfListElements agent-extension | string The agent ID

InfoType=Addressl

nfoNumberOfldleClassifiers

NumberOfldleClassifiers

lavel

NumberOfClassifiersInUse

Idle integer NumberOfldleClassifiers

InUse integer NumberOfClassifiersInUse
nfoType=AddressInfoNumberOfClassifiersiInUse

Idle integer NumberOfldleClassifiers

InUse integer NumberOfClassifiersInUse

InfoType=Addres

sInfoNumberOfldleTrunks

NumberOfldleTrunks Idle integer NumberOfldleTrunks
InUse integer NumberOfTrunksInUse
InfoType=AddressInfoNumberOfTrunksInUse

NumberOfTrunksInUse Idle integer NumberOfldleTrunks
InUse integer NumberOfTrunksInUse

InfoType=AddressInfoDatabaseValue

ID

string

A database value

114
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Example

T-Server Client

TQueryAddress

EventAddressinfo

Figure 37: EventAddressinfo Feature Example

EventPartylnfo

Event Description

The information about the call specified by ConnID. T-Server returns
EventPartyInfo only to the client that issued a call to the TQueryCall()
function.

Event Contents

Table 63: EventPartylnfo Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallType Mandatory
ConnID Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions® Mandatory
InfoStatus.NumberOfListElements? Mandatory
NetworkCallID Optional
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Table 63: EventPartylnfo Contents (Continued)

Query Events

Event Attribute Type
NetworkNodelD Optional
OtherDN® Optional
OtherDNRole® Optional
PreviousConnID? Optional
ReferencelD Mandatory
Server Mandatory
ThisDN® Optional
ThisDNRole® Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCallID Optional
TransferredNetworkNodelD Optional
UserData Optional

a. The directory numbers of parties participating in the call specified
by ConnlID are specified as key-value pairs with the key party-<n>
in the Extensions attribute, where <n> is the party number. Some
switches might not report a Queue or a Routing Point as a call par-
ty.

b. This attribute consists of the number of known parties participat-
ing in a call.

c. T-Server returns the 0therDN and 0therDNRo Le attributes if the con-
dition described in Table Footnote a. takes place, and the number
of parties involved in the call specified by ConnID is 2.

d. The attribute must appear if the value of CallType is Consult.

e. T-Server returns the ThisDN and ThisDNRo Le attributes if the party
specified as a DN in the TQueryCall () request is a call member.
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Example

T-Server

TQueryCall

Client

EventPartylnfo

Figure 38: EventPartylnfo Feature Example

EventLocationInfo

Event Description

Query Events

This event is generated as a response to the TQueryLocation() function and
includes information specified by InfoType about the remote location specified
by the Location parameter.

Event Contents

Table 64: EventLocationinfo Contents

Event Attribute Type
Event Mandatory
Extensions Optional
InfoType Mandatory
Location Optional
Server Mandatory
time Mandatory
ReferencelD Optional
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Additional information based on InfoType is provided in the Extensions
attributes. When information is requested about one remote location, the
Extensions attribute can contain the following key-value pairs:

Table 65: Extensions in EventLocationinfo

Key Value Value Type
LQ-location-name location string
LQ-location-status loc-status, integer

0 - disconnected (configured)

1 - connected

LQ-link-status link-status, integer
0 - disconnected

1 - connected

When information is requested about more than one location, these same key-
value pairs for each location are referred to in the Loc-Llist[i] value of the LQ-
location-%d key within the Extensions attribute, where i is the number of a
remote location (i=0 defines the first location).

Table 66: InfoType and Extensions in EventLocationinfo

Key Value Value Type

InfoType=LocationInfoAllLocations or
InfoType=LocationInfoMonitorAllLocations

LQ-location-%d loc-list[1i] kv-list

InfoType=LocationInfoLocationData or

InfoType=LocationInfoMonitorLocation

LQ-location-name location string

LQ-location-status loc-status, integer
0 - disconnected (configured)

1 - connected

LQ-link-status link-status, integer
0 - disconnected

1 - connected
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EventServerinfo

Event Description

Delivers the information about T-Server specified in ServerVersion,
ServerRole, and Capabilities.

Event Contents

Table 67: EventServerinfo Contents

Event Attribute Type
Capabilities Mandatory
CustomerID Optional
Event Mandatory
Extensions? Mandatory
HomeLocation Optional
ReferencelD Mandatory
Server Mandatory
ServerRole Mandatory
ServerVersion Mandatory
time Mandatory
ServerCapabilityMask Mandatory®

a. See “Extensions in EventServerInfo” on page 120 for
details.
When related to information about a T-Server’s ability
to support transaction monitoring, this attribute indi-
cates that support, and its key-value pairs contain in-
formation about the supported transaction monitoring
classes. (For transaction monitoring purposes, this at-
tribute is not present when the T-Server in question
does not support that feature.)

b. If the capability mask includes TransactionMonitoring
and EventTransactionStatus, the T-Server in question
supports transaction monitoring.
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Table 68: Extensions in EventServerinfo

Key Value Value Type

T-Server The full string designating information about | string
the current version of T-Server (the same as
if T-Server has been started with the -V
command line option)

Features The list of features with which T-Server is string
built (the same list as that which results from
T-Server being started with the -V command
line option)

Example

T-Server Client

TQueryServer

A

EventServerinfo

Figure 39: EventServerinfo Feature Example

EventSwitchinfo

Event Description

This event is generated as a response to the TQuerySwitch () function and
includes the requested information.

Event Contents

Table 69: EventSwitchinfo Contents

Event Attribute Type
CustomerID Optional
Event Mandatory
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Table 69: EventSwitchinfo Contents (Continued)

Event Attribute Type
Extensions Mandatory
Reasons Optional
ReferencelD Mandatory
Server Mandatory
time Mandatory

Table 70: Extensions in EventSwitchinfo

InfoStatus Attribute Extensions
Key Value Value Description
Type
SwitchInfoDataTime Date/Time string Current date and time information on the switch
in the MM/DD/YYYY HH:MM:SS format
SwitchInfoClassifierStat | Idle integer NumberOfldleClassifiers
InUse integer NumberOfClassifiersInUse

User-Data Events

EventAttachedDataChanged

Event Description

The attached data for the call has been changed.
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Event Contents

Table 71: EventAttachedDataChanged Contents

Event Attribute Type

ANI Optional
CallHistory Optional
CallID Mandatory
CallType Mandatory
ConnlD Mandatory
CustomerID Optional
DNIS Optional
Event Mandatory
Extensions Optional
NetworkCallID Optional
NetworkNodeID Optional
ReferencelD Optional
Server Mandatory
ThirdPartyDN? Optional
ThisDN Optional
ThisDNRole Optional
ThisTrunk Optional
time Mandatory
TransferredNetworkCalllD Optional
TransferredNetworkNodelD Optional
UserData Mandatory

a. The ThirdPartyDN attribute is used to identify who ini-
tiated a change in user data. It is mandatory if it can be
specified.
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ISCC Events

EventAnswerAccessNumber

Event Description

T-Server has processed a previously called TGetAccessNumber () function and
has returned the requested access number.

Event Contents

Table 72: EventAnswerAccessNumber Contents

Event Attribute Type
AccessNumber Mandatory
ThisDN Mandatory
ConnlD Mandatory
Event Mandatory
ReferencelD Mandatory
Server Mandatory
time Mandatory
Extensions Optional

Examples
T-Server Client
TGetAccessNumber

EventAnswerAccessNumber

Figure 40: EventAnswerAccessNumber when GetAccessNumber
Does Not Contain AttributeLocation
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ISCC Events

Client

TGetAccessNumber

T-Server A

EventAnswerAccessNumber

XRGetAccessNumber

T-Server B

XREventAnswerAccessNumber

Figure 41: EventAnswerAccessNumber when TGetAccessNumber
Contains AttributeLocation

Note: In Figure 41 T-Server A acts as an origination, and T-Server B a

destination T-Server.

EventRemoteConnectionSuccess

Event Description

The call has successfully reached the remote switch.

Event Contents

Table 73: EventRemoteConnectionSuccess Contents

Event Attribute Type
ConnlD Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
ReferencelD Mandatory
Server Mandatory
ThisDN Mandatory
time Mandatory
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EventRemoteConnectionFailed

Event Description

The call failed to reach the remote switch or could not be treated as successful
(for example, ISCC could not route the call to a requested destination DN).

Event Contents

Table 74: EventRemoteConnectionFailed Contents

Event Attribute Type
ConnlD Mandatory
CustomerID Optional
Event Mandatory
ReferencelD Mandatory
Server Mandatory
time Mandatory
ThisDN Mandatory
Extensions Optional

EventReqGetAccessNumberCanceled

Event Description

T-Server has canceled a previously called TGetAccessNumber () function before
processing is complete.
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Event Contents

Table 75: EventReqGetAccessNumberCanceled

Contents

Event Attribute Type
Event Mandatory
ReferencelD Mandatory
Server Mandatory
time Mandatory
XReferencelD Mandatory
Extensions Optional

Special Events

Special Events

EventACK

126

Event Description

T-Server has acknowledged a request received from a client application. This
event is a response to the TSendUserEvent (), TSendEvent(), TSendEventEx(),
TSetInputMask (), TTransactionMonitoring(), and TPrivateSevice()

functions.

Event Contents

Table 76: EventACK Contents

Event Attribute Type

Event Mandatory
ReferencelD Mandatory
Server Mandatory
time Mandatory
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Table 76: EventACK Contents (Continued)

Event Attribute Type
UserEvent? Optional
Extensions Optional
Subscription]D Optional®

a. UserEvent is the identifier of the request that has
caused T-Server to generate EventACK. The attribute is

derived from the request.

b. This attribute, applicable only to EventACK in response
to TTransactionMonitoring(), is mandatory for the op-
eration SubscriptionStart, but is not present for the
operations SubscriptionStop and SubscriptionModify.
This attribute represents a subscription identifier: the
call has successfully reached the remote switch.

Examples

Special Events

Client 2

EventUserEvent

T-Server

TSendUserEvent

Client 1

EventACK

Figure 42: EventACK Feature, Example 1

T-Server

TSetlnputMask

Client

EventACK

Figure 43: EventACK Feature, Example 2
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EventAgentReserved

128

Event Description

Special Events

This event is generated as a positive response to the TReserveAgent () request,
confirming that those of the parameters agent_dn, agent_id, and agent_place
that were present in the request have been successfully reserved. When an
agent becomes reserved as the result of TReserveAgent () request, the event is
sent to the application that sent the request and to all clients registered on the

agent’s DN.

Event Contents

Table 77: EventAgentReserved Contents

Event Attribute Type
AgentID? Optional
Event Mandatory
Place? Optional
Reasons Optional
ReferencelD Optional
Server Mandatory
ThisDN? Optional
Timeout? Optional
time Mandatory
Extensions Optional

a. At least one of the AgentID, Place, or ThisDN attri-
butes must be present. The attributes are equal to the
corresponding parameters of the TReserveAgent ()

function.

b. The duration of the reservation is in milliseconds.
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EventCallinfoChanged

Event Description

The call information has been changed.

Event Contents

Table 78: EventCallinfoChanged Contents

Event Attribute Type
ConnlD Mandatory
CustomerID Optional
Event Mandatory
Extensions Optional
ReferencelD Optional
Server Mandatory
time Mandatory
EventPrivatelnfo

Event Description

Special Events

This event is generated both in response to a TPrivateService () function call
and when it is used to notify selected sets of clients of T-Server—specific
information. This event indicates that one of two forms of data has been

passed:

* Information supported only by certain T-Servers, and which is not covered

by general feature requests.

* Notification about changes in T-Server behavior or device/call statuses.

This event can be distributed to the following clients:

* Those who made a request for the private service, TPrivateService ().

* Those registered on the specified device, depending on the nature of the

service.

* Those who would otherwise be ineligible (for security reasons) for
receiving given events, and who thus require additional registration in

order to be notified.
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Event Contents

Table 79: EventPrivatelnfo Contents

Event Attribute Type
PrivateEvent Mandatory
Event Mandatory
Reasons Optional
UserData Optional
Extensions Optional
ReferencelD Optional
Server Mandatory
ConnlD Optional
ThisDN Optional
time Mandatory
Example
T-Server Client

A

TPrivateService

EventPrivatelnfo

Figure 44: EventPrivatelnfo Feature Example

EventUserEvent

130

Event Description

A user event from another client application has been received.

Special Events
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Event Contents

Table 80 contains T-Server-required attributes. Other attributes are specified
by the initiator of this event.

Table 80: EventUserEvent Contents

Event Attribute Type
CustomerID? Optional
Event Mandatory
Server Mandatory
ThisDN Mandatory
time Mandatory
Extensions Optional

a. See description of “CustomerID” on page 148.

EventPrimaryChanged

Event Description

A change in the role of one of a pair of synchronized T-Servers in hot standby
mode has taken place: the T-Server’s role has been changed from backup to

primary.

Warning! After a client receives EventPrimaryChanged, it should re-
synchronize with the new primary T-Server (the one reporting this
event) by calling the TQueryLocation () function and either the
TQueryAddress () or TQueryCall () function.

If T-Server issues EventPrimaryChanged, and the two T-Servers have different
link statuses at the time of switchover, EventLinkDisconnected or
EventLinkConnected is generated as follows:

* Ifthe former primary T-Server has its link connected, and the new one
does not, EventLinkDisconnected is delivered just prior to
EventPrimaryChanged.

» If'the former primary T-Server has its link disconnected, and the new one
has its link connected, EventLinkConnected is delivered immediately after
EventPrimaryChanged.
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The ordering of these messages is intended to simplify the processing logic on
the client side—receiving EventPrimaryChanged when the link is disconnected
may be safely ignored.

Note: The event generated for a primary-to-backup
switchover—EventRestoreconnection, page 132—is different from
EventPrimaryChanged in that it is processed internally by T-Library and
is never delivered to clients.

Event Contents

Table 81: EventPrimaryChanged Contents

Event Attribute Type
ApplicationName Optional
time Mandatory

EventRestoreConnection

132

Event Description

A synchronized connection between a pair of T-Servers in hot standby mode
has been established, or the T-Server’s role has been changed from primary to
backup.

Event Contents

Note: EventRestoreConnection is processed internally by T-Library, and is
not delivered to the user dispatch function. As such, it does not use the
conventional event contents structure.

Attributes

ServerRole
The primary T-Server generates EventRestoreConnection, with
the attribute ServerRole set to 8, when the connection to the
backup T-Server has been established.

T-Server generates EventRestoreConnection and sets the
attribute ServerRole to 1 to indicate that it has been changed
from the primary to the backup T-Server. This value is used to
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prevent a race condition in situations where two or more

Special Events

switchovers happen within a short interval of time. (Otherwise,

T-Library relies on EventPrimaryChanged to identify the
primary T-Server.)

UserData

This attribute contains the reference to the backup T-Server.

T-Library uses this information to try to connect to that server.

EventHardwareError

Event Description

T-Server has detected inconsistent data or an incomplete event flow in switch

messaging—for instance, a wrong checksum or missing attributes.

Event Contents

Table 82: EventHardwareError Contents

Event Attribute Type
CustomerID Optional
ThisDN Optional
ConnlD Optional
PreviousConnlID Optional
ErrorCode Optional
Event Mandatory
Server Mandatory
time Mandatory
Extensions Optional

EventResourceAllocated (Obsolete—No Longer Supported)

Event Description

The switch has registered the CTI link to receive events about the specified

telephony object.
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EventResourceFreed (Obsolete—No Longer Supported)

Event Description

Negative-Response Events

The switch has canceled registration of the CTI link, so that it no longer can

receive events about the specified telephony object.

Negative-Response Events

EventError

134

Event Description

The requested function cannot be performed. The reasons are specified by the

values of the ErrorCode and ErrorMessage parameters.

Event Contents

Table 83: EventError Contents

Event Attribute Type
ConnID Optional
CustomerID Optional
ErrorCode Mandatory®
ErrorMessage Optional
Event Mandatory
ReferencelD Mandatory
Server Mandatory
ThisDN Optional
time Mandatory
Extensions Optionalb
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a. ErrorCode, when received as a negative response to
TTransactionMonitoring(), may include the following
reasons:

TERR_UNSUP_OPER (unsupported operation), the Transac-
tion Monitoring Feature is not supported by this
T-Server.

TERR_INVALID_ATTR (invalid attribute value), the trans-
action monitoring request contains an invalid attribute.

b. Contains additional information on a failure.

Note: The Reasons attribute was formerly included in this event. It is now
obsolete. (It is omitted from the EventError message since,
presumably, the requestor is aware of the reason for the request.)

Agent States and Work Modes

Agent states specify what state an agent is in. For example, an agent in Ready
state is available to handle calls from an ACD queue. An agent can have
several states with respect to different ACD devices, or he can use a single
state to describe his relationship to all ACD devices. Agent states are reported
in agent-state events.

Figure 45 on page 137 shows the agent states. Transitions between states,
represented by arrows, show subsequent states that may be entered from a
given state. The agent-state change occurs after T-Server generates a proper
event.

Agent Null

The state where an agent is not logged in to an ACD group. Logging on and
logging off cause the transition to and from this state.

Agent Not Ready
The state where an agent is logged in to an ACD group, but is not prepared to

handle calls that the ACD distributes. While in this state, an agent can receive
calls that are not handled by the ACD.

Agent Ready

The state where an agent is logged in to an ACD group and is prepared to
handle calls that the ACD distributes.
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Agent Busy Ready

The state where a device, on behalf of an agent, is involved with an existing
ACD call even if that call is on hold at this device. After the call has been
completed, the device is placed in the Agent Ready state (that is, it can pick up a
new call). Direct calls between agents, calls