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1. About the REST SDK Framework

The REST SDK Framework allows the development of multimedia applications that integrate with the
OpenScape Contact Center system.

The framework consists of a REST interface, which allows sending commands from the application to the
OpenScape Contact Center and sending monitoring events from the OpenScape Contact Center to the

application.

1.1. REST SDK Framework solution overview

The figure below shows a high level overview of the REST SDK architecture.

(o Y\ ( )

Application
Server

REST OSCC Main

Application } > SDK |~‘ Server
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2. REST SDK Framework prerequisites

For Virtual Agent REST interface there are some steps that must be performed before using the API.

¢ Knowledge on REST (Representational state transfer) web services.

e Configure a REST SDK profile via the Web Manager.

¢ Install the OpenScape Contact Center Application Server (it can be collocated into OSCC
server or into another machine).

¢ Request for an Integration User license.

Note: For more details about the configuration, see OpenScape Contact Center Manager Administration
Guide.

Note: For more details about installation of the Application Server, see OpenScape Contact Center
Installation Guide.
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3.REST SDK Principles

3.1. Functional Description

To get access to the REST SDK functions, the external application must register on the REST SDK
server.

The monitoring events shall be provided by the REST SDK by means of a Webhook mechanism. During
the registration process, the application shall provide the URL which OSCC shall access to send the
events.

In a multitenant system, the application must send the business unit name in the registration request. The
OpenScape Contact Center will validate the received value against the business unit which is configured
for the REST SDK application.

3.2. Configuration
The REST SDK instances must be configured in the Web Manager.
To create a new REST SDK instance:

1. Select the tab REST SDK
2. Click + Add REST SDK Client.
3. A pop-up window with the parameters Client Name and Client Token appears.
a. Client Name: Uniquely identifies the REST SDK instance. The Client Name is a string
with up to 32 characters.
b. Client Token: This is a type of password, used to authenticate the REST SDK client
during the registration process of the client on the server. You can configure it either
manually or generate it automatically by means of a token. Click Generate Token and a
random 64 bytes token is automatically generated.
4. Click Add

The Business Unit Name defines the tenant for which the application has permission to interact in a
multitenant system.
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User: master@DEFAULT +

REST SDK
Clients
<+ Add REST 5DK Client
Client Name Client Token
Application1 69e27b34c262cb08c129299c526ff62ed 278471

Add REST SDK Client

Client Name: Application2
Client Token: 4767515fd57cc286a6c9c07569bebet

Generate Token

3.3. Simple REST SDK flow examples

Below we can see a simple sequence flow that demonstrates how the entire system will integrate with
each system processes.

This is the example of an application connection initiation. The application registers on the OpenScape
Contact Center, it logs on to the server with a valid user and requests for monitoring for Admin events,
Telephony events, Routing events and Presence events.
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3.4. HTTP Messages

All REST SDK HTTP requests need to pass the sessionToken in the Authorization Header.

The Registration does not require this Authorization in the header because the session was not
established yet.

Then to register a REST SDK application, a Registration Request must be sent as below:

Sample HTTP RegisterApplication Request with body:

POST /restsdk/webapi/main/registerApplication HTTP/1.1
Host: 10.80.199.15:8080
Content-Type: application/json; charset=utf-8
Cache-Control: no-cache
{
"webhookURL": "10.80.199.11",
"application" :
{
"name": "client0",
"token": "aaaa",
"busUnitName": "Default"

}
A sessionToken will be received in the RegisterApplication Response as below:

Sample HTTP Registration Response (trace from Wireshark):

HTTP/1.1 200
Content-Type: application/json
Content-Length: 129
Date: Thu, 18 Oct 2018 12:38:58 GMT
{
"errorCode": "NO_ERROR",
"errorText": "NO_ERROR",
"sessionToken": "895d36c1dc6dd7851d714a85917edfb7fca9dd9365ad971ff5978696f1b3f20c"

The HTTP message for a Keep Alive Request is as follows:
Sample request:

POST /restsdk/webapi/main/keepalive HTTP/1.1

Host: 10.80.199.15:8080

Content-Type: application/json; charset=utf-8

Authorization: Bearer 895d36¢1dc6dd7851d714a85917edfb7fca9dd9365ad97 1ff5978696f1b3f20c
Cache-Control: no-cache
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Postman-Token: 3b6b9be9-56ce-aa5b-317a-c218cd2bcc82
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4. REST SDK Messages

4.1. Main

4.1.1. Main Commands

4.1.1.1. RegisterApplication

Description: request to register an SDK application. The REST SDK Service answers with a session
token which must be used on subsequent requests.

Note: In order to register, the client must provide a valid client name and token. The client name and
token can be created via WebManager.

URL: POST /restsdk/webapi/main/registerApplication

RegisterApplication Request Object
Attribute name Attribute type Description
webhookURL String URL which shall be used by the OpenScape Contact Center to send the
monitoring events.
webhookAPIVersion | String It indicates the version which is being used by OpenScape Contact Center to
send the events.
application Object Credentials to be used for application authentication

Message Example:

//registerApplication request Object
{
"webhookURL" : "https://applicationhostaddress/applicationpath",
"webhookAPIVersion" : "V1",
"application" : {
"name" : "clientO",
"token" : "a5e272bcfa964c6dea958b583dade721703bb2a74bf£f8533a5818ccaedd71669",
"busUnitName" : "Companyl"

RegisterApplication Response Object

Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the server.
errorDetails String In case of error, it provides a more detailed description of the cause of the
error.
sessionToken String This token must be used in each subsequent request which is sent by the
application. It allows the server to validate the request.

Message Example

//RegisterApplication Response
{

"errorCode" : "NO ERROR",
"errorDetails" : "NO ERROR",
"sessionToken" : "11da906e0dbd3ad4aclb5e53a0b245df97bbl1158ad3b211e96cleb5cd4af26££52"
}
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4.1.1.2. UnregisterApplication

Description: request to unregister the REST SDK application. It requires Authorization header with
session token.

Note: When an application is unregistered, it is unsubscribed from all events it previously subscribed and
it is logged off from all media. It cannot send requests anymore unless it is registered again.
URL: POST /restsdk/webapi/v2/main/unregisterApplication

unregisterApplication Response Object

Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the server.
errorDetails String In case of error, it provides a more detailed description of the cause of the
error.

Message Example

//unregisterApplication Response

{

"errorCode" : "NO ERROR",
"errorDetails" : "NO ERROR",
}
4.1.1.3. Logon

Description: request to logon the REST SDK application. The REST SDK application must be logged on
to Admin before sending most of the requests, with a few exceptions.

Note 1: It requires Authorization header with session token.

Note 2: The user which logs on here will be used to determine some permissions like for Statistics.
URL: POST /restsdk/webapi/main/logon

Logon Request Object
Attribute name Attribute type Description
| agentKey Integer Key of the user which shall be used for the application logon.
password String Password of the user.

Message Example:

//Admin Logon Request Object
{

"agentKey" : 3,
"password" : "p"
}
Logon Response Object
Attribute name | Attribute type | Description
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errorCode String Determines if the request was successfully handled by the server.

errorDetails String In case of error, it provides a more detailed description of the cause of the
error.

Message Example:

//Admin Logon Response

{
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ERROR"

4.1.1.4. KeepAlive

Description: keep alive request to maintain the connection if requests are not sent for a long time
URL: POST /restsdk/webapi/main/keepalive

Message Example:

//KeepAliveRequest Object
{},

KeepAliveResponse Object

Attribute name Attribute type Description
type String
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

MessageExample:

//KeepAliveResponse

{

"type" : "keepAlive",
"errorCode" : O,

"errorDetails"

}

4.1.1.5. GetServerState

Description: used to get the availability of a media server. This is a Watchdog Command.

Note 1: supported media realm values: TELEPHONY, CALLBACK, WEB_INTERACTION, OPENMEDIA.
Note 2: the values for serverState attribute on the response are the following: UNKNOWN,
UNAVAILABLE, PARTIALLY_AVAILABLE, AVAILABLE.

Note 3: the PARTIALLY_AVAILABLE state is returned when the requested media server is AVAILABLE,
but the connection state of the Presence server is either UNKNOWN or DISCONNECTED.

URL: POST /restsdk/webapi/main/getserverstate

GetServerState Request Object

Attribute name | Attribute type | Description
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realm

String

Domain of the contact center for which the state is being requested.
See definition of possible values at Realm.

Message Example:

//GetServerState Request Object

{

"realm" : "TELEPHONY",

GetServerState Response Object

Attribute name Attribute type Description
serverState String State of the server. See definition See definition of possible values at
ServerState.
errorCode String Determines if the request was successfully handled by the server.
errorDetails String In case of error, it provides a more detailed description of the cause of

the error.

Message Example:

//GetServerState Response Object

{

"serverState" "AVAILABLE",
"errorCode"™ : "NO ERROR",
"errorDetails" "NO_ERROR"

4.1.2. Main Commands (old versions)

4.1.2.1. UnregisterApplication (v1)

Note: request kept for compatibility reasons. Applications should use the latest implementation of
UnregisterApplication request.

Description: request to unregister the REST SDK application. It requires Authorization header with

session token.

Note: When an application is unregistered, it is unsubscribed from all events it previously subscribed and
it is logged off from all media. It cannot send requests anymore unless it is registered again.
URL: POST /restsdk/webapi/main/unregisterApplication

UnregisterApplication Request Object

Attribute name Attribute type Description
webhookURL String URL which shall be used by the OpenScape Contact Center to send the
monitoring events.
application Object Credentials to be used for application authentication

Message Example:

//unregisterApplication request Object

{
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"webhookURL" : "https://applicationhostaddress/applicationpath",

"application" : {
"name" : "clientO",
"token" : "ab5e272bcfaf964c6dead958b583dade721703bb2a74bf£8533a5818ccaedd71669",
"busUnitName" : "Companyl"
}
}
unregisterApplication Response Object
Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the server.
errorDetails String In case of error, it provides a more detailed description of the cause of the
error.
sessionToken String Empty

Message Example

//unregisterApplication Response

{

"errorCode" : "NO ERROR",
"errorDetails" : "NO ERROR",
"sessionToken" "

4.2. Admin

4.2.1. Admin Commands
4.2.1.1. GetUsers
Description: request to query OSCC users on the system.

Note: this request does not require logon. It requires Authorization header with session token.
URL: GET /restsdk/webapi/admin/users

GetUsers Response Object

Attribute name Attribute type Description
users Object List of User objects. See the definition of User object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

User Object
Attribute name Attribute type Description
| agentKey Integer Database table unigue key of the user.
username String Name of the user.
firstName String First name of the user.
lastName String Last name of the user.
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https://applicationhostaddress/applicationpath

middlelnitial String Middle initial of the user.
departmentKey Integer Key of the department to which the user is associated.
acdGroupNumber String Group number/Virtual group number to which the user is
associated.
mediaTypes List List of media types to which the user is associated. See
the definition of possible values at MediaType.
type String Type of the user. See the definition of possible values at
UserType.
| agentld String Id of the user.
multipleContactHandleCapable Boolean Identifies if the agent is allowed to handle multiple
contacts at a time.
Message example:
//UserResponse Object
{
"users"
[
{
"agentKey" : 3,
"userName" : "UserA",
"firstName" : "Joe",
"lastName" : "Miller",
"middleInitial™ : "",
"departmentKey" : 0,
"acdGroupNumber" : "0",
"mediaTypes" : [ //MediaType
"VOICE",
"CALLBACK"
1y
"type" : "ASSOCIATE A",
"agentId" : "100005",

"multipleContactHandlingCapable"

"agentKey" : 4,
"userName" : "UserB",
"firstName" : "Mary",
"lastName" : "Jane",
"middleInitial" : "",
"departmentKey" : 1,
"acdGroupNumber" : "0",
"mediaTypes" : [ //MediaType
"VOICE",
"CALLBACK"
I
"type" : "ASSOCIATE A",
"agentId" : "100006",

"multipleContactHandlingCapable"

}
1,
"errorCode" : "NO ERROR",

"errorDetails" : "NO_ ERROR"
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4.2.1.2. GetQueues

Description: request to query OSCC queues on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/queues

GetQueues Response Object
Attribute name Attribute type Description
queues Object List of Queue objects. See the definition of Queue object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Queue Object
Attribute name Attribute type Description
key Integer Database table unigue key of the queue.
name String Name of the queue.
description String Description of the queue.
mediaType String Media type to which the queue is related. See the
definition of possible values at MediaType.

Message Example:

//GetQueues Response Object
{

"queues"
[
{
"key" : 7,
"name" "Default Voice Queue",
"description" "Default Voice Queue",
"mediaType" "VOICE" //MediaType
by
{
"key" : 2,
"name" "Default Callback Queue",
"description" "Default Callback Queue",
"mediaType" "CALLBACK" //MediaType
}
1,
"errorCode" "NO_ERROR",
"errorDetails" "NO_ERROR"

4.2.1.3. GetQueues V2

Description: request to query OSCC queues on the system.

Note: It requires logon and Authorization header with session token.

URL: GET /restsdk/webapi/v2/admin/queues

GetQueues Response Object
Attribute name Attribute type Description
queues Object List of Queue objects. See the definition of Queue object.
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errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Queue Object
Attribute name Attribute type Description
key Integer Database table unique key of the queue.
name String Name of the queue.
description String Description of the queue.
mediaType String Media type to which the queue is related. See the
definition of possible values at MediaType.
queueSteps Object List of Queue steps for this queue. See following data
Obiject definition.
Queue Object
Attribute name Attribute type Description
stepNumber Integer The configured Queue step sequence number.
| groupKey Integer Database table unique key of the Group.
Message Example:
//GetQueues Response Object
{
"errorCode": "NO_ERROR",
"errorDetails": "NO_ERROR",
"queues": [{
"key": 1,
"name": "Default Voice Queue",
"description": "Default voice queue.",
"mediaType":
"queueSteps":
"stepNumber": 1,
"groupKey":
br
{
"stepNumber": 2,
"groupKey":
}
1
} r
{
"key": 3,
"name": "Default Callback Queue",
"description": "Default callback queue.",
"mediaType": "CALLBACK",
"queueSteps":
"stepNumber":
"groupKey":

H
o
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4.2.1.4. GetHotStandbyState

Request to query Hot Standby state.
Requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/telephony/hotstandbystate

GetHotStandbyState Request Object
Attribute name Attribute type Description

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

state String Hot Standby State of the OSCC node.
See the definition of possible values at HotStandbyState.

Message Example:

// GetHotStandbyState Response Object:
{
"state": "ACTIVE",
"errorCode": "NO ERROR",
"errorDetails": "NO_ ERROR"
}

4.2.1.5. SetHotStandbyState

Request to set Hot Standby state.
Requires logon and Authorization header with session token.
URL: POST /restsdk/webapi/telephony/hotstandbystate

SetHotStandbyState Request Object

Attribute name Attribute type Description

state String Set Hot Standby State of the OSCC node.

It forces the switchover: the Active node goes to Standby state.
Possible value: STANDBY

Message Example:

// SetHotStandbyState Request Object:
{

"state": "STANDBY"
}
SetHotStandbyState Response Object
Attribute name Attribute type Description

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

// SetHotStandbyState Response Object:

{
"errorCode" : "NO ERROR",
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"errorDetails" "NO_ ERROR"

4.2.1.6. GetGroups

Description: request to query OSCC groups on the system.

Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/groups

GetGroups Response Object
Attribute name Attribute type Description
|_groups Object List of Group objects. See the definition of Group object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.
Group Object
Attribute name Attribute type Description
key Integer Database table unique key of the group.
name String Name of the group.
description String Description of the group.
Message Example:
//GroupResponse Object
{
" groups "
[
{
" key" : O ,
"name" "Groupl",
"description" "Group 1"
by
{
" key" : 1 ,
"name" "Group2",
"description" "Group 2"
}
1,
"errorCode" "NO_ ERROR",
"errorDetails" : "NO_ ERROR"
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4.2.1.7. GetDepartments

Description: request to query OSCC departments on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/departments

GetDepartments Response Object

Attribute name Attribute type Description
departments Object List of Department objects. See the definition of the
Department object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Department Object
Attribute name Attribute type Description
key Integer Database table unique key of the department.
name String Name of the department.
description String Description of the department.

Message Example:

//DepartmentResponse

{

"departments"
(
{
"key" : 2,
"name" : "Service",
"description" "Service Department"
by
{
"key" : 1,
"name" : "Sales",
"description" "Sales Department"
}
1,
"errorCode"™ : "NO ERROR",
"errorDetails" : "NO_ ERROR"

4.2.1.8. GetAggregates

Description: request to query OSCC aggregates on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/aggregates
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GetAggregates Response Object

Attribute name Attribute type Description
aggregates Object List of aggregate objects. See the definition of Aggregate
object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.
Aggregate Object
Attribute name Attribute type Description
description String Description of the aggregate.
key Integer Database table unique key of the aggregate.
mediaType String Media type to which the aggregate is related. See
definition of possible values at MediaType.
name String Name of the aggregate.

Message Example:

//AggregateResponse Object
{

"aggregates" : [
{
"description" ",
"key" : 1,
"mediaType" : "VOICE",
"name" : "Aggregate 1"
s
{
"description" ",
"key" : 2,
"mediaType" : "VOICE",
"name" : "Aggregate 2"
}
1,
"errorCode"™ : "NO ERROR",
"errorDetails" : "NO ERROR"

4.2.1.9. GetUnavailableReasons

Description: request to query OSCC unavailable reasons on the system.

Note: It requires logon and Authorization header with session token.

URL: GET /restsdk/webapi/admin/un

availablereasons

| GetUnavailableReasons Response Object
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Attribute name Attribute type Description
reasons Object List of unavailable reason objects. See the definition of the
Reason object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//UnavailableReasonResponse Object

{

"reasons"
[
{
"reasonKey" : 5,
"name" "Reason 1",
"description" "
br
{
"reasonKey" : 6,
"name" "Reason 2",
"description" "
}
1y
"errorCode" "NO_ ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.10. GetWrapUpReasons

Description: request to query OSCC wrap-up reasons on the system.
Note: It requires logon and Authorization header with session token.

URL: GET /restsdk/webapi/admin/wrapupreasons

GetWrapUpReasons Response Object
Attribute name Attribute type Description

reasons Object List of wrap up reason objects. See the definition of the Reason
object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//WrapUpReasonResponse Object
{

"reasons"

[
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"reasonKey" : 5,

"name" : "Reason 1",
"description" : "Wrap-up for OpenMedia queue."
by
{
"reasonKey" : 6,
"name" : "Reason 2",
"description" : "Wrap-up for Voice queue."
}
1
"errorCode" : "NO_ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.11. GetWorkReasons

Description: request to query OSCC work reasons on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/workreasons

GetWorkReasons Response Object
Attribute name Attribute type Description

reasons List of Objects List of work reason objects. See the definition of the Reason
object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//WorkReasonResponse Object
{

"reasons"
[
{
"reasonKey" : 5,
"name" : "Automatic",
"description" : "Automatic work via the communication platform."
by
{
"reasonKey" : 6,
"name" : "Sales",
"description" : "Finish sales process"
}
1,
"errorCode"™ : "NO ERROR",
"errorDetails" : "NO_ ERROR"
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4.2.1.12. GetPostProcessingReasons

Description: request to query OSCC Post-processing reasons on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/postprocessingreasons

GetPostProcessingReasons Response Object
Attribute name Attribute type Description

reasons Object List of post processing reason objects. See the definition of the
Reason object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//PostProcessingReasonResponse Object

{

"reasons"
[
{
"reasonKey" : 5,
"name" : "Automatic",
"description" : "Automatic post-processing after contact."
by
{
"reasonKey" : 6,
"name" : "Mandatory",
"description" : "Mandatory post-processing required."
}
I
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ ERROR"

4.2.1.13. GetCallbackRetryReasons

Description: request to query Callback retry reasons on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/ callbackretryreasons

GetCallbackRetryReasons Response Object
Attribute name Attribute type Description

reasons Object List of Callback retry reasons. See the definition of the Reason
object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//PostCallbackRetryReasonsResponse Object
{

"reasons"

(
{
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"description" : "Automatic post-processing after contact.",

"reasonKey" : 5,
"name" : "Automatic"
s
{
"description" : "Mandatory post-processing required.",
"reasonKey" : 6,
"name" : "Mandatory"
}
I
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.14. GetCallbackDeleteReasons

Description: request to query Callback delete reasons on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/ callbackdeletereasons

GetCallbackDeleteReasons Response Object
Attribute name Attribute type Description

reasons Object List of Callback delete reasons. See the definition of the
Reasons object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//PostCallbackDeleteReasonsResponse Object
{

"reasons"
[
{
"description" : "Automatic post-processing after contact.",
"reasonKey" : 5,
"name" : "Automatic"
by
{
"description" : "Mandatory post-processing required.",
"reasonKey" : 6,
"name" : "Mandatory"
}
1,
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ ERROR"

4.2.1.15. GetOpenMediaConnectors

Description: request to query OpenMedia connectors on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/ openmediaconnectors
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GetOpenMediaConnectors Response Object

Attribute name Attribute type Description
connectors Object List of configured connectors. See the definition of the
Connectors object.
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//OpenMediaConnectorsResponse Object

{

"connectors"
[
{
"connectorKey" : 5,
"connectorName" : "CompanySysteml"
by
{
"connectorKey" : 6,
"connectorName" : "CompanySystem2"
}
1,
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.16. GetOpenMediaDiscardReasons

Description: request to query OpenMedia discard reasons on the system.
Note: It requires logon and Authorization header with session token.
URL: GET /restsdk/webapi/admin/ openmediadiscardreasons

GetOpenMediaDiscardReasons Response Object
Attribute name Attribute type Description

reasons Object List of OpenMedia discard reasons. See the definition of the
Reasons object.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//OpenMediaDiscardReasonsResponse Object

{

"reasons"
[
{
"description" : "Default reason.",
"reasonKey" : 5,
"name" : "Default discard reason"
br
{
"description" : "Mandatory post-processing required.",
"reasonKey" : 6,
"name" : "Mandatory"
}
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1,
"errorCode" : "NO_ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.17. StartListenForEvents

Description: request to start listening for Admin server events.

Note: It requires logon and Authorization header with session token. No HTTP body is required to be
posted.

URL: POST /restsdk/webapi/admin/startlistenforevents

StartListenForEvents Response Object
Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

Message Example:

//StartListenForEvents Response Object

{
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ERROR"

4.2.1.18. StopListenForEvents

Description: request to stop listening for Admin server events.

Note: It requires logon and Authorization header with session token. No HTTP body is required to be

posted.
URL: POST /restsdk/webapi/admin/stoplistenforevents

StopListenForEvents Response Object
Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.
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Message Example:

//StopListenForEvents Response Object
{
"errorCode"
"errorDetails"

"NO_ ERROR",
"NO_ ERROR"

4.2.2. Admin Events

In general, Admin Events have the following structure:

4.2.2.1. OnUserUpdateEvent

Description: event generated when a user is created/updated.

OnUserUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnUserUpdateEvent Data Object

Attribute name Attribute type Description

eventAction String Action which caused the event. See the definition of possible
values at EventAction.

entity Entity Object Object containing the attributes of updated user.

OnUserUpdateEvent Entity Object
Attribute name Attribute type Description

agentKey Integer Database table unique key of the user which has been
changed.

userName String User name of the user.

| agentld String Id of the user which has been changed.

firstName String First name of the user.

lastName String Last name of the user.

middlelnitial String Middle initial of the user.

departmentKey Integer Database table unique key of the department to which the
user is associated.

acdGroupNumber String Group number/Virtual group number to which the user is
associated.

mediaTypes List List of media types to which the user is associated. See the
definition of possible values at MediaTypes.

type String Type of the user. See the definition of possible values at
UserType.

multipleContactHandlingCapable Boolean Identifies if the agent is allowed to handle multiple contacts at
a time.

Message Example:

//0OnUserUpdateEvent Object
{
"type"
"data"
{

"EVENT",
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"realm"

"ADMINISTRATION",

"type" "USER UPDATED EVENT",
"data"
{
"eventAction" "ADD",
"entity" : {
"agentKey" : 1,
"userName" "jsilva",
"agentId" "i001",
"firstName" "jose",
"lastName" "silva",
"middleInitial™
"departmentKey"
"acdGroupNumber" "o,
"mediaTypes"
[
"OPENMEDIA",
"WEB COLLABORATION",
"EMAIL",
"CALLBACK",
"VOICE"
1,
"type" "ASSOCIATE A",

"multipleContacthandlingCapable"

4.2.2.2. OnQueueUpdateEvent

false,

Description: event generated when queue is created/updated

OnQueueUpdateEvent Object

Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnQueueUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnQueueUpdateEvent Entity Object
Attribute name Attribute type Description
key Integer Database table unique key of the Queue which has been
changed.
name String Name of the Queue.
description String Description of the Queue.
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mediaType

String

Media type to which the Queue is related. See the definition
of possible values at MediaType.

Message Example:

//0OnQueueUpdateEvent Object
{

"type" "EVENT",
"data"
{
"realm" "ADMINISTRATION",
"type" "QUEUE_UPDATED EVENT",
"data"
{
"eventAction" "ADD",
"entity" : {
"key" 1,
"name" "Default Voice Queue",
"description"
"mediaType" "VOICE"

4.2.2.3. OnGroupUpdateEvent

"Default voice queue",

Description: event generated when group is created/updated

OnGroupUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnGroupUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnGroupUpdateEvent Entity Object
Attribute name Attribute type Description
key Integer Database table unique key of the Group which has been
changed.
name String Name of the Group.
description String Description of the Group.
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Message Example:

//0OnGroupUpdateEvent Object
{
"type"
"data"
{
"realm"
"type"
"data"
{

"eventAction"

"EVENT",

"ADD",
"entity" : {
"key" : 1,
"name"
"description"

}

"ADMINISTRATION",
"GROUP_UPDATED EVENT",

"Default Group",
"Default group"

4.2.2.4. OnDepartmentUpdateEvent

Description: event generated when department is created/updated

OnDepartmentUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Data Object Content of the event. See following data Object definition.

OnDepartmentUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnDepartmentUpdateEvent Entity Object
Attribute name Attribute type Description
key Integer Database table unique key of the Department which has
been changed.
name String Name of the Department.
description String Description of the Department.

Message Example:

//OnDepartmentUpdateEvent Object

{

"type " IIEVENT " ,
"data"
{
"realm" "ADMINISTRATION",

A31003-S22C0-R102-02-7620, 02/2026

OpenScape Contact Center Enterprise V12, REST SDK Framework, Programming Guide

37




"type" : "DEPARTMENT UPDATED EVENT",

"data"
{
"eventAction" : "ADD",
"entity" : {
"key" : 1,
"name" : "Salesl",
"description" : "Sales Department 1"

4.2.2.5. OnAggregateUpdateEvent

Description: event generated when aggregate is created/updated

OnAggregateUpdateEvent Object

Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnAggregateUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.

OnAggregateUpdateEvent Entity Object

Attribute name Attribute type Description
key Integer Database table unique key of the Aggregate which has been
changed.
name String Name of the Aggregate.
description String Description of the Aggregate.
mediaType String Media type to which the aggregate is related. See the
definition of possible values at MediaTypes.

Message Example:

//0OnAggregateUpdateEvent Object
{
"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "AGGREGATE UPDATED EVENT",
"data"
{
"eventAction" : "ADD",
"entity" : {
"key" : 1,
"name" : "Aggregate 1",
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"description"
"mediaType"

}

"Aggregate description",

4.2.2.6. OnPostProcessingReasonUpdateEvent

Description: event generated when post-processing reason is created/updated

OnPostProcessingReasonUpdateEvent Object

Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.
OnPostProcessingReasonUpdateEvent Data Object
Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnPostProcessingReasonUpdateEvent Entity Object
Attribute name Attribute type Description
reasonKey Integer Database table unique key of the Post Processing Reason
which has been changed.
name String Name of the Post Processing Reason.
description String Description of the Post Processing Reason.

Message Example:

//OnPostProcessingReasonUpdateEvent Object

{

"type" "EVENT",
"data"
{
"realm" "ADMINISTRATION",
"type" "POSTPROCESS INGREASON UPDATED EVENT ",
"data"
{
"eventAction" "ADD",
"entity" : {
"reasonKey" : 1,
"name" "Customer data update",
"description" "Agent is updating customer data."
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}

4.2.2.7. OnUnavailableReasonUpdateEvent

Description: event generated when unavailable reason is created/updated

OnUnavailableReasonUpdateEvent Object

Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnUnavailableReasonUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnUnavailableReasonUpdateEvent Entity Object
Attribute name Attribute type Description
reasonKey Integer Database table unique key of the Unavailable Reason which
has been changed.
name String Name of the Unavailable Reason.
description String Description of the Unavailable Reason.

Message Example:

//0OnUnavailableReasonUpdateEvent Object

{

"type"

"data"

{
"realm"
"typeﬂ
"data"
{

"EVENT",

"eventAction" "ADD",

"entity" : {
"reasonKey" : 1,

"name"

"description"

}

"ADMINISTRATION",
"UNAVAILABLEREASON UPDATED EVENT",

"Lunch break",
"Lunch break."

4.2.2.8. OnWrapUpReasonUpdateEvent

Description: event generated when WrapUp reason is created/updated

OnWrapUpReasonUpdateEvent Object

Attribute name

| Attribute type |

Description
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realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnWrapUpReasonUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnWrapUpReasonUpdateEvent Entity Object
Attribute name Attribute type Description
reasonKey Integer Database table unique key of the Wrap Up Reason which
has been changed.
name String Name of the Wrap Up Reason.
description String Description of the Wrap Up Reason.

Message Example:

//OnWrapUpReasonUpdateEvent Object

{

"type™

"data"

{
"realm"
"type™
"data"
{

"EVENT",

"eventAction"

"entity" : {
"reasonKey"
"name"
"description"

}

"ADMINISTRATION",
"WRAPUPREASON UPDATED EVENT",

"Sales registration",
"Concluding sales operation."

4.2.2.9. OnCallbackReasonUpdateEvent

Description: event generated when Callback reason is created/updated

OnCallbackReasonUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnCallbackReason
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Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.

OnCallbackReasonUpdateEvent Entity Object

Attribute name Attribute type Description
reasonKey Integer Database table unique key of the Callback Reason which has
been changed.
name String Name of the Callback Reason.
description String Description of the Callback Reason.

Message Example (Retry Reason):

//0nCallbackReasonUpdateEvent Object
{

"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "CALLBACK RETRYREASON UPDATED EVENT",
"data"
{
"eventAction" : "ADD",
"entity" : {
"reasonKey" : 1,
"name" : "Sales registration",
"description" : "Concluding sales operation."

}
Message Example (Delete Reason):

//0OnCallbackReasonUpdateEvent Object
{

"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "CALLBACK DELETEREASON UPDATED EVENT",
"data"
{
"eventAction" : "ADD",
"entity" : {
"reasonKey" : 1,
"name" : "Duplicate callback",
"description" : "Duplicate callback."
}
}
}
}
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4.2.2.10. OnOpenMediaDiscardReasonUpdateEvent

Description: event generated when OpenMedia Discard reason is created/updated

OnOpenMediaDiscardReasonUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnOpenMediaDiscardReasonUpdateEvent Data Object

Attribute name Attribute type Description
eventAction String Action which caused the event. See the definition of possible
values at EventAction.
entity Entity Object Object containing the attributes of updated user.
OnOpenMediaDiscardReasonUpdateEvent Entity Object
Attribute name Attribute type Description
reasonKey Integer Database table unique key of the Wrap Up Reason which
has been changed.
name String Name of the Wrap Up Reason.
description String Description of the Wrap Up Reason.

Message Example:

//0OnOpenMediaDiscardReasonUpdateEvent Object
{
"type"
"data"
{
"realm"
"type"
"data"
{

"eventAction"

"EVENT",

"ADMINISTRATION",

"UPDATE",

"entity" : {
"reasonKey" 1,

"name" "Sales registration",

"description"

4.2.2.11. OnDeleteEvent

Description: event generated when an entity is deleted.
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The following entities are supported: Aggregates, Groups, Departments, Users, Work reasons,
Unavailable reasons, Queues, WrapUp reasons, PostProcessing reasons, Callback retry reasons,
Callback delete reasons, OpenMedia discard reasons.

OnDeleteEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Data Object Object with the keys of the Entities which have been deleted.
OnDeleteEvent Data Object
Attribute name Attribute type Description
keyList List of Integer List with the keys of the Entities which have been deleted.

Message Example://OnDeleteEvent Object

{

"type" "EVENT",
"data"
{
"realm" "ADMINISTRATION",
"type" :"USER DELETED EVENT",
"data" : {
"keyList" :[7]

}
}
}

4.2.2.12. OnServerConnectedEvent

Description: event triggered when connection to Admin server is established.

OnServerConnectedEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnServerConnectedEvent Data Object
Attribute name Attribute type Description
serverName String Name of the server which has been connected.

Message Example:

//OnServerConnectedEvent Object

{

"type" "EVENT",
"data"
{
"realm" "ADMINISTRATION",
"type" "SERVER CONNECTED EVENT",
"data"
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"serverName" : "localhost"

}

4.2.2.13. OnServerDisconnectedEvent

Description: event triggered when connection to Admin server is lost.

OnServerDisconnectedEvent Object

Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.

OnServerDisconnectedEvent Data Object
Attribute name Attribute type Description
serverName String Name of the server which has been disconnected.

Message Example:

//OnServerDisconnectedEvent Object

{

"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "SERVER DISCONNECTED EVENT",
"data"
{
"serverName" : "localhost"

4.2.3. Admin Events (old versions)

These events are kept for backwards compatibility purposes. These events are only triggered if
WebhookAPI version is set to V1 upon registering application.

In general, Admin Events have the following structure:

Event Object
Attribute name Attribute type Description
type String Type of message. See definition of possible values at
MessageType
data Object Content of the message. See definition of this object for each
event type.
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4.2.3.1. OnUserUpdateEvent (v1)

Description: event generated when a user is created/updated

OnUserUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.
OnUserUpdateEvent Data Object
Attribute name Attribute type Description
agentKey Integer Database table unique key of the user which has been
changed.
userName String User name of the user.
| agentld String Id of the user which has been changed.
firstName String First name of the user.
lastName String Last name of the user.
middlelnitial String Middle initial of the user.
departmentKey Integer Database table unique key of the department to which the
user is associated.
acdGroupNumber String Group number/Virtual group number to which the user is
associated.
mediaTypes List List of media types to which the user is associated. See the
definition of possible values at MediaType.
type String Type of the user. See the definition of possible values at
UserType.
multipleContactHandlingCapable Boolean Identifies if the agent is allowed to handle multiple contacts at
a time.
Message Example:
//0OnUserUpdateEvent Object
{
"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "USER_UPDATED EVENT",
"data"
{
"agentKey" : 1,
"userName" : "jsilva",
"agentId" : "1001",
"firstName" : "jose",
"lastName" : "silva",
"middleInitial™ : "c",
"departmentKey" : 0,
"acdGroupNumber" : "0",
"mediaTypes"

(
"OPENMEDIA",

"WEB COLLABORATION",

"EMAIL",
"CALLBACK",
"VOICE"
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"type" : "ASSOCIATE A",
"multipleContacthandlingCapable"

}

4.2.3.2. OnQueueUpdateEvent (v1)

false,

Description: event generated when queue is created/updated

OnQueueUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.
OnQueueUpdateEvent Data Object
Attribute name Attribute type Description
key Integer Database table unique key of the Queue which has been
changed.
name String Name of the Queue.
description String Description of the Queue.
mediaType String Media type to which the Queue is related. See the definition
of possible values at MediaType.
Message Example:
//0OnQueueUpdateEvent Object
{
"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "QUEUE UPDATED EVENT",
"data"
{
"key" : 1,
"name" : "Default Voice Queue",
"description" "Default voice queue",
"mediaType" "VOICE"

}

4.2.3.3. OnGroupUpdateEvent (v1)

Description: event generated when group is created/updated
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OnGroupUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.
OnGroupUpdateEvent Data Object
Attribute name Attribute type Description
key Integer Database table unique key of the Group which has been
changed.
name String Name of the Group.
description String Description of the Group.

Message Example:

//0OnGroupUpdateEvent Object

{

"type " " EVENT " ,
"data"
{
"realm"
"type "
"dataﬂ
{
"key" : 1,
"name"
"description"

}

"ADMINISTRATION",
"GROUP_UPDATED EVENT",

"Default Group",
"Default group"

4.2.3.4. OnDepartmentUpdateEvent (v1)

Description: event generated when department is created/updated

OnDepartmentUpdateEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnDepartmentUpdateEvent Data Object
Attribute name Attribute type Description
key Integer Database table unique key of the Department which has
been changed.
name String Name of the Department.
description String Description of the Department.

Message Example:

//OnDepartmentUpdateEvent Object

{
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"type" : "EVENT",

"data"
{
"realm" : "ADMINISTRATION",
"type" : "DEPARTMENT UPDATED EVENT",
"data"
{
"key" : 1,
"name" : "Salesl",
"description" : "Sales Department 1"

}

4.2.3.5. OnAggregateUpdateEvent (v1)

Description: event generated when aggregate is created/updated

OnAggregateUpdateEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data Object Content of the event. See following data Object definition.
OnAggregateUpdateEvent Data Object
Attribute name Attribute type Description
key Integer Key of the Aggregate which has been changed.
name String Name of the Aggregate.
description String Description of the Aggregate.
mediaType String Media type to which the aggregate is related. See the
definition of possible values at MediaTypes.
Message Example:
//OnAggregateUpdateEvent Object
{
"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "AGGREGATE UPDATED EVENT",
"data"
{
"key" : 1,
"name" : "Aggregate 1",
"description" : "Aggregate description",
"mediaType" : "VOICE"
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4.2.3.6. OnPostProcessingReasonUpdateEvent (v1)

Description: event generated when post-processing reason is created/updated

OnPostProcessingReasonUpdateEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnPostProcessingReasonUpdateEvent Data Object
Attribute name Attribute type Description
reasonKey Integer Key of the Post Processing Reason which has been
changed.
name String Name of the Post Processing Reason.
description String Description of the Post Processing Reason.

Message Example:

//OnPostProcessingReasonUpdateEvent Object

{

"type™

"data"

{
"realm"
"type™
"data"
{

"EVENT",

"reasonKey" : 1,
"name"
"description"

}

"ADMINISTRATION",
"POSTPROCESSINGREASON UPDATED EVENT",

"Customer data update",
"Agent is updating customer data."

4.2.3.7. OnUnavailableReasonUpdateEvent (v1)

Description: event generated when unavailable reason is created/updated

OnUnavailableReasonUpdateEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnUnavailableReasonUpdateEvent Data Object
Attribute name Attribute type Description

reasonKey Integer Key of the Unavailable Reason which has been changed.

name String Name of the Unavailable Reason.

description String Description of the Unavailable Reason.

Message Example:

50

A31003-522C0-R102-02-7620, 02/2026

OpenScape Contact Center Enterprise V12, REST SDK Framework, Programming Guide




//OnUnavailableReasonUpdateEvent Object

{
"type" : "EVENT",
"data"
{

"realm" : "ADMINISTRATION",
"type" : "UNAVAILABLEREASON UPDATED EVENT",

"data"
{

"reasonKey" : 1,

"name" : "Lunch break",
"Lunch break."

"description"

}

4.2.3.8. OnWrapUpReasonUpdateEvent (v1)

Description: event generated when WrapUp reason is created/updated

OnWrapUpReasonUpdateEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnWrapUpReasonUpdateEvent Data Object
Attribute name Attribute type Description

reasonKey Integer Key of the Wrap Up Reason which has been changed.

name String Name of the Wrap Up Reason.

description String Description of the Wrap Up Reason.

Message Example:

//OnWrapUpReasonUpdateEvent Object

{

"type" : "EVENT",
"data"
{
"realm" : "ADMINISTRATION",
"type" : "WRAPUPREASON UPDATED EVENT",
"data"
{
"reasonKey" : 1,
"name" : "Sales registration",
"description" "Concluding sales operation."
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4.2.3.9. OnCallbackReasonUpdateEvent (V1)

Description: event generated when Callback reason is created/updated

OnCallbackReasonUpdateEvent Object
Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible values at
EventType

data Object Content of the event. See following data Object definition.

OnCallbackReasonUpdateEvent Data Object
Attribute name Attribute type Description

reasonKey Integer Key of the Callback Reason which has been changed.

name String Name of the Callback Reason.

description String Description of the Callback Reason.

Message Example (Retry Reason):

//0nCallbackReasonUpdateEvent Object
{

"type" "EVENT",
"data"
{
"realm" "ADMINISTRATION",
"type" "CALLBACK RETRYREASON UPDATED EVENT",
"data"
{
"reasonKey" 1,
"name" "Sales registration",
"description" "Concluding sales operation."

}
}
Message Example (Delete Reason):

//0OnCallbackReasonUpdateEvent Object
{

" type " " EVENT " ,
"data"
{
"realm" "ADMINISTRATION",
"type" "CALLBACK_DELETEREASON_UPDATED_EVENT",
"data"
{
"reasonKey" 1,
"name" "Duplicate callback",
"description" "Duplicate callback."
}
}
}
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4.2.3.10. OnDeleteEvent (v1)

Description: event generated when an entity is deleted.

The following entities are supported: Aggregates, Groups, Departments, Users, Work reasons,
Unavailable reasons, Queues, WrapUp reasons, PostProcessing reasons, Callback retry reasons,
Callback delete reasons.

OnUserDeletedEvent Object
Attribute name Attribute type Description
realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.
type String Identification of the event. See definition of possible values at
EventType
data List List with the keys of the Entities which have been deleted.

Message Example://OnDeleteEvent Object
{

"type" : "EVENT",

"data"

{
"realm" : "ADMINISTRATION",
"type" :"USER DELETED EVENT",
"data" :["7"]

4.3. Presence

4.3.1. Presence Commands
In general the response to the Presence Commands has the following format:

PresenceCommands Response Object
Attribute name Attribute type Description
errorCode String Determines if the request was successfully handled by the
server.
errorDetails String In case of error, it provides a more detailed description of the
cause of the error.

4.3.1.1. SetRoutingState

Description: request to set the routing (presence) state for an agent.

Note: the reason attribute only applies for UNAVAILABLE and WORK states and it's the reason key for
the reason which is being applied. For AVAILABLE state, the attribute value sent is simply ignored. The
reason key can be retrieved with the GetUnavailableReasons and GetWorkReasons requests (Admin
Control).

URL: POST /restsdk/webapi/presence/setroutingstate

SetRoutingState Request Object

Attribute name | Attribute type | Description
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state String Routing state to which the agent shall be changed. See definition of possible
values at RoutingStates.

| agentld String Id of the agent for which the routing state shall be changed.
| agentKey Integer Key of the agent for which the routing state shall be changed.
reason String Reason for which the routing state is being changed.

Message Example:

//SetRoutingState Request Object
{

"state" : "AVAILABLE",
"agentId" : "1000",
"agentKey" : 3,
"reason" : 0

}
//SetRoutingState Response Object

{
"errorCode" : "PRESENCE ACTION SUCCEED",
"errorDetails" : "PRESENCE ACTION SUCCEED"

}

4.3.1.2. GetRoutingState
Description: Request to get the routing state for an agent.
URL: GET /restsdk/webapi/presence/getroutingstate

GetRoutingState Request Object

Attribute name Attribute type Description

agentid String Id of the agent for each to return the data.

Request Example:
//GetRoutingStateRequest Object

"agentld" : 3
}
GetRoutingState Response Object
Attribute name Attribute type Description

agentid String Id of agent for which routing state event has been reported.

agentKey Integer Key of agent for which routing state event has been
reported.

extension String Extension number associated to the agent.

loggedOnMediaTypes List List of the media types to which the agent is logged on. See
definition of possible values at MediaType.

presenceState String Presence state of the agent. See definition of possible
values at PresenceStates.

routingState String Routing state of the agent. See definition of possible values
at RoutingStates.

routingStateReasonKey Integer Key of a reason associated to the routing state.

errorCode String Determines if the request was successfully handled by the
server.

errorDetails String In case of error, it provides a more detailed description of
the cause of the error.

Response Example:
/IGetRoutingStateResponse Object
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"agentld" : "100001",
"agentKey" : 3,

"extension" : "554181015002",

"loggedOnMediaTypes" :
[
"VOICE",
"CALLBACK"

I,

"presenceState" : "AWAY",
"routingState" : "UNAVAILABLE",

"routingStateReasonKey"

: 0,

"errorCode" : "NO_ERROR",
"errorDetails" : "NO_ERROR"

4.3.1.3. RequestPostProcessing

Description: request to set a post-processing reason when an agent enters on post processing state.
URL: POST /restsdk/webapi/presence/requestpostprocessing

Request

PostProcessing Request Object

Attribute name

Attribute type

Description

postProcessingReason Integer Key of the post processing reason to be applied to the contact.

agentid String Id of the agent which is handling the contact.

agentKey Integer Key of the agent which is handling the contact.

uniqueCallld String Call ID of the contact to which the post processing reason shall be
applied.

requeueCount Integer Number of times the contact has been requeued.

Message Example:

//RequestPostProcessing

{

Request Object

"postProcessingReason" : 0,
"agentId" : "1000",

"agentKey" : 3,

"uniqueCallId" : "1491539316351272",
"requeueCount" : 0

}
Message Example:

//RequestPostProcessing Response Object

{

"errorCode" : "PRESENCE ACTION SUCCEED",
"errorDetails" : "PRESENCE ACTION SUCCEED"

}

4.3.1.4. ExitPostProcessing

Description: request to exit the post-processing state for an agent.
URL: POST /restsdk/webapi/presence/exitpostprocessing
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ExitPostProcessing Request Object

Attribute name Attribute type Description
| agentld String Id of the agent which is handling the contact.
| agentKey Integer Key of the agent which is handling the contact.
uniqueCallld String Call ID of the contact which shall exit the post processing state.
requeueCount Integer Number of times the contact has been requeued.

Message Example:

//ExitPostProcessing Request Object
{

"agentId" : "1000",

"agentKey" : 3,

"uniqueCallId" : "1491539316351272",
"requeueCount" : 0

}
Message Example:

//ExitPostProcessing Response Object

{
"errorCode" : "PRESENCE ACTION SUCCEED",
"errorDetails" : "PRESENCE ACTION_ SUCCEED"

}

4.3.1.5. SetPrimary

Description: request to set a contact as primary contact. Applies for multiple contact handling.
URL: POST /restsdk/webapi/presence/setprimary

SetPrimary Request Object

Attribute name Attribute type Description
| agentld String Id of the agent which is handling the contact.
| agentKey Integer Key of the agent which is handling the contact.
uniqueCallld String Call ID of the contact which shall be set to primary.
requeueCount Integer Number of times the contact has been requeued.

Message Example:

//SetPrimary Request Object
{

"agentId" : "1000",

"agentKey" : 3,

"uniqueCallId" : "1491539316351272",
"requeueCount" : 0

Message Example:

//SetPrimary Response Object

{
"errorCode" : "PRESENCE ACTION SUCCEED",
"errorDetails" : "PRESENCE ACTION_ SUCCEED"

}
4.3.1.6. CancelMandatoryWrappingUp

Description: request to cancel the mandatory wrap-up for a contact. The agent can then exit post-
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processing state without saving the wrap-up reason.
URL: POST /restsdk/webapi/presence/cancelmandatorywrappingup

CancelMandatoryWrappingUp Request Object
Attribute name Attribute type Description
| agentld String Id of the agent which is handling the contact.
| agentKey Integer Key of the agent which is handling the contact.
uniqueCallild String Call ID of the contact for which mandatory wrap up shall be canceled..
requeueCount Integer Number of times the contact has been requeued.

Message Example:

//CancelMandatoryWrappingUp Request Object

{
"agentId"
"agentKey"

"1000",
3,
"uniqueCallId"
"requeueCount" : 0

}

"1491539316351272",

//CancelMandatoryWrappingUp Response Object

{
"errorCode"
"errorDetails"

}

4.3.1.7. SetWrapUpReason

"PRESENCE ACTION SUCCEED",
"PRESENCE ACTION SUCCEED"

Description: request to set (save) the wrap-up reason(s) for a contact.
URL: POST /restsdk/webapi/presence/setwrapupreason

SetWrapUpReason Request Object
Attribute name Attribute type Description
wrapUpReasons List List of reason keys which shall be applied to the contact.
queueKey Integer Key of the queue which is associated to this contact.
agentid String Id of the agent which is handling the contact.
| agentKey Integer Key of the agent which is handling the contact.
uniqueCallid String Call ID of the contact to which the wrap up reasons shall be applied.
requeueCount Integer Number of times the contact has been requeued.

Message Example:

//SetWrapUpReason Request Object

{
"wrapUpReasons"
1(
"1000",
3,
"uniqueCallId"

(11,
"queueKey"
"agentId"

"agentKey"

"requeueCount" : 0

}

"1491539316351272",

//SetWrapUpReason Response Object

{
"errorCode"
"errorDetails"

}
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4.3.1.8. StartListenForEvents

Description: request to start listening for Presence events. The resource is the agent key.
URL: POST /restsdk/webapi/presence/startlistenforevents

StartListenForEvents Request Object

Attribute name Attribute type Description

resource Integer Key of the agent to start monitoring. Wildcard *’ indicates that the request
applies to all agents configured for the corresponding tenant in the
OpenScape Contact Center.

Message Example:

//StartListenForEvents Request Object
{
"resource" : 3
}
//StartListenForEvents Response Object
{
"errorCode" : "NO_ERROR",
"errorDetails" : "NO_ ERROR"
}

4.3.1.9. StopListenForEvents

Description: request to stop listening for Presence events. The resource is the agent key.
URL: POST /restsdk/webapi/presence/stoplistenforevents

StopListenForEvents Request Object

Attribute name Attribute type Description

resource Integer Key of the agent to stop monitoring. Wildcard *’ indicates that the request
applies to all agents configured for the corresponding tenant in the
OpenScape Contact Center.

Message Example:

//StopListenForEvents Request Object
{

"resource" : "3"

}
//StopListenForEvents Response Object

{
"errorCode" : "NO ERROR",
"errorDetails" : "NO_ ERROR"

4.3.2. Presence Events

In general, Presence Events have the following structure:

Event Object
Attribute name Attribute type Description
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type String Type of message. See definition of possible values
at MessageType

data Object Content of the message. See definition of this object
for each event type.

4.3.2.1. OnUserMediaEvent

Description: event triggered when there is a change on media state for a user (e.g. Logon/logoff).

OnUserMediaEvent Object

Attribute name Attribute type Description

realm String Domain of the contact center for which the event is being
reported. See definition of possible values at Realm.

type String Identification of the event. See definition of possible
values at EventType

data Object Content of the event. See following data Object definition.

OnUserMediaEvent Data Object

Attribute name Attribute type Description

agentld String Id of agent for which routing state event has been
reported.

agentKey Integer Key of agent for which routing state event has been
reported.

extension String Extension number associated to the agent.

mediaType List Media type to which the agent is logged on. See definition
of possible values at MediaType.

mediaState String Presence state of the agent. See definition of possible
values at MediaState.

connectorKey Integer Key of the connector for which the agent has logged of for
OpenMedia.

Message Example:

//OnUserMediaEvent Object
{

"type" "EVENT",
"data" : {
"realm" "PRESENCE",
"type" "USER MEDIA STATE",
"data"
{
"agentId" "100001",
"agentKey" : 3,
"extension" "554181015002",
"mediaType" "VOICE",
"mediaState" "LOGON",
"connectorKey" : 0

}
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