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H 34 4B (ACD - Automatic Call Distribution), B3 #x ARFIYHERA (call queuing),
4 PBX H L 1O —HEH SR L HERA AL B BE ) K 2 AR FLRR L AL R B I LR AR,
FEREEAREIY 3B — A, IXANHER T HRoe R A 40 e 45 mT R AR TR RIS CHLBYY, R
RZEESE D) o AN AR AR Ay n] AN, B A HEE i T I (1 I L 2 4 e 253X AN AL TG b 2
I B E R (5] BT RS B — AL

WRAR G R 25 LG ST g N W B “ P AR, 7 ZXFERE R, MiEREIRCE
H T ACD [P HZAE . MHERFT G AR, ACD HIMR SE TAIA L R F T Lhst ik
Wy M TEA T ACD BIHZURYL, AT RE AR P IR IEE AR SS, I HOAT DA S AL 2R
— A R 3 2 T AR T HU S 00

A&
! H AT AP et BETYAIRE A . ACD AH SR BIHARH] T-Ab R A\ RY
oy BEny ey, THiik S 4% (Predictive Dialer) FHICHIHI AR T AL BEIF: H BY I

Wy g.
| ., II'J;:*.' bt FEAHH, AT EE T TR AR L

FATEA L BT AT B 55 K A S A SR PR RE ARG 2325 JENT (1) Hold Music, & A
PGS 18], 45 20 AV — i 22 08 SR B S URIR “ RIS Gn T S 227, 24
REZ5ER T 30 et HESW X MERUETREWE TRk 7. NEPIRSHKIMSE, A
FIRIBEH AT e AR AR R G P iR B — AN S B30 55 0 —FE, B e B AL
(KI5, SRAHE T LRSI T . AT RS, 2 EDIA 1A B AR 5. IRIT
FICTH R A LLIZ R — AN BRIyt AT B 5 AR A 18, AR AR s
RYGafig.

AL H AR A VR U QAL TN BA S, M AT LUK I v 2 AR 17 AN 2 7 14
HARm Gam Bz,

¥ A EARZ R, BATERE BFH HARE queue members F1 agents. BrAEFA T 18
= ] agents /2iHid chan_agent (f#H] AgentLogin()) &%, FATHS 2L
A WitiE AddQueueMember() Hifiy 41T (FATEAEAZ T ILIX LA L)

W \ . \
| * ﬁ;‘ WA queue members. VR A 75 BH1IE, BARTE Asterisk H agent fll queue

member J&H X A1, (EZFRA TG & S ARTE agent kil Queue()
P H %51 (endpoint).
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13.1 BRI EFIACDRAF

TERNTTUR, FATE Je@Id—ANE A ACD BASI. e 2, FRRfb A1 BE )L
A

Ry 7E Asterisk H1, ARiHE member 45BN AT LLAE & Y ) — A 2w, 5140
‘ s SIP/O000FFFFO001 . K15 agent £ A I & & FHl T-#& M 435 (1] Agent channel.

W .. ANFEHLIE, Agent channel S27E Asterisk H K3 T INEAR, BAE RGN
| W IR, T ELAR 5P R B AR B (AR, XA R R T WA
filpdk . FATATTRAEH chan_agent 1ML, FTUATRE TMERE, TATE
fEARTE member 8 HUIENLE A, T8 ARTE agent 8 H HLIEHLHIA
HH T IX P 3 B I TE & 3, BT BA member 85 agent AT i — ARG R AT
PLA SR 7R B TEAT LRI B FE TS I N R

HAVRAE queues.conf SCAFHEIERNS, JFHIBEIT Asterisk 12| 5T I HIBAF A 5 o
FEA T 13.2 BAS AR 53— 45, BA TR Bl 6) & —> dialplan K3 ZA AR B
J o (LR AR .

T Ja P BRAEAE Jetc/asterisk B B H P G ERH queues.conf S
$ cd /etc/asterisk/
$ touch queues.conf
RIGHEH TN TIRECE, XKW dr 4 Nsales) F[support] FEAZ . /RAT LLKEIZX A
A iy 44 AT R B 44 7, ARAEARF P RATRAL XI5 BrL, I RARGEA 1
BT, EESRHEARIEICAR— M

[general]

autofill=yes ; distribute all waiting callers to available members

shared_lastcall=yes ; respect the wrapup time for members logged into more
; than one queue

[StandardQueue](!) ; template to provide common features

musicclass=default ; play [default] music

strategy=rrmemory ; use the Round Robin Memory strategy

joinempty=no ; do not join the queue when no members available

leavewhenempty=yes ; leave the queue when no members available

ringinuse=no ; don't ring members when already InUse (prevents
; multiple calls to an agent)

[sales](StandardQueue) ; create the sales queue using the parameters in the

; StandardQueue template
[support](StandardQueue) ; create the support queue using the parameters in the

; StandardQueue template

[general] 73 7E ST BROAFIAT A ARk I, FATALAE [general[Fl 7345 52 T PIANILIT, iX
T BRI AE XA L 75 Y BRI 48 PT DR G A6 2 JA TR 75 2.
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S METE autofill, & YRBAS IR T S5 A (K I 7 B 7 Be4s A AT AR o A
FIIRIRA S, Asterisk XK R FedZ—AIEIY, XK 2 Asterisk ] — /MR AR,
JIT A A PR AL S 2 NI L CRAp RS CRIME A RT AR AR 0 ) B AT — S L 45 B )

RIS, FHIRCAR] Asterisk 7E KR, BATHIASIRH h 2 SBORID . BRARA R 1
) Ja AR TR, BB 2K He 3 yes »

1E queues.conf H[general] ¥ 73 15 — AL T2 shared_lastcall. 43R A 1{HfE
shared_lastcall i}, *F 5% B2 A GIFIALRE, SR — MRS R RS, ERTE S
RS TG “ S5 E] 7 (wrapup time) 3, DL G BEAN BABE IR U B 15 IR 25 oK 1
F—APFVEAZPIIEIY, BT “ AR (AR . QiR AMETTR E N no, T “E50
I A7 )T A AR BA S 24, X8 S B AW T support PAFI I LIS b T “ 45
W E)” AT, UIR USR] sales BABIAE TN o SXANIE TN % — EAE R E N yes (R
UNIEDE

T—#B4r, [StandardQueuel & A 1FT 5N FH 2] sales Al support BAFI AR (A TiE Lk
()75 BN D . AIFRATITE musiconhold.conf U HIBCE —4F, FAT1E X musicclass
default 'Y R £ K. FRATK strategy AL BN rrmemory, KRG (Round-Robin) f7iti.
rrmemory R (1) TAE S5 B4 BA B HR 42 5 7 HEZ AL FE A ISR, " BREFENT T E— AN
PRI ARTEE , ARG K R — AP BB N — AN o ik Bl fa — AN ARSI, IR Bl RA B T
(RIAATE  (CHAATRE G Sy, ABATITRE I AN ZIBA B R H) . FRATIZE joinenpty N no, & F A4
WP IU BN — AN AT A TS B2 R ) A & — PR R0

A A
wl TS E 1), ARAT DL IXME R BN yes, (HIRATAHEEARAE B2
f‘: HIX 2, BRAEIRAE R BRI H A R AR A A « A NE 55 fr

M M e A |

leavewhenempty 12t i FH -2 1] 24 7% 5 1T FH RD 414 F5 B 6% AL BRIF Y A, PR 2 75 N 1% B T
Queue()3 FHFE 7 4k S2404T dialplan. FRATTHIXANIE TR BN yes J& RS RFE— 2 B AL
(P& ERR= TR .

F 4
"l M RRT s VR URIRI AR N B3R 9 K6 RG24 38 58
f‘: 4 BAF e i A R AL o B SRR R I 24— R PR B TR AR 2 FR Y AE A

gl PRATRERY 5125 R HE K S L AR RN B3 ) AR (] AR ERAATT. 5000, 44T
TR RAEREENTIRN, REB IRk E R E ST .

F— ML E ] GotolfTime()7E I T HERT [ I 44 IR MY #4422 2155 (5 46
83 dialplan FILE A& A

o, FATE ringinuse % BN no, ‘B 15 1F Asterisk NEIRE LA TIREIIRSHIALRE
# ringinuse 13 &N no 111 H /& k00 2 NP AU L B2 Ik B — AN B2 AN BAAI I [R] — AN A4 7%

i a
" YRATREVE B joinempty F1 leavewhenempty #& A48 EE A A £ 4 %%
L) BB FALRE, B8 A AR A TFHRE (Ringing) BYfHH

%
| M e nuse) ARASIOASTEAHA IR R ALY, LI joinempty-no F1I/5
leavewhenempty=yes I 4~2 FH 1 FEAY T N BA F1) 55 S 3504t A T 28 - BA A7
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— HARTERL 7RI queues.conf SCIFIIELE, /RAT LLERAE & IRl Asterisk CLI B2k
app_queue.so TR
$ asterisk -r
*CLI> module reload app_queue.so
-- Reloading module 'app_queue.so' (True Call Queueing)
SRIGHTE — N ARBIBA A2 5 BB B A AF T
localhost*CLI> queue show
support has 0 calls (max unlimited) in 'rrmemory' strategy
(0s holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
No Members
No Callers
sales has 0 calls (max unlimited) in 'rrmemory’' strategy
(Os holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
No Members

No Callers

BUAE, ROLEIEL 7B, T PR EECE /R dialplan EASSVFRFIUEEAAR I EAS .

1E extensions.conf SCAFH MU dialplan 245
[Queues]
exten =>7001,1,Verbose(2,${CALLERID(all)} entering the support queue)
same => n,Queue(support)

same => n,Hangup()

exten => 7002,1,Verbose(2,${CALLERID(all)} entering the sales queue)
same => n,Queue(sales)

same => n,Hangup()

[LocalSets]

include => Queues ; allow phones to call queues
FATH Queue context £L757E LocalSets context H, AT LAFRATTH FELIEHL AT LARE IY FAT T 6 2 11
AR AES 15 B, AR E L7 R I L A B ) SE I . R A7 X AR Ak B AR
extensions.conf A%, SRR dialplan reload 4 % dialplan.

U SR ARUEIT RT3 H1 7001 #7002, A4 LAASF T T FE (190 HH 17 285 R«

-- Executing [7001@LocalSets:1] Verbose("SIP/0000FFFF0003-00000001",

"2,"Leif Madsen" <100> entering the support queue") in new stack
== "Leif Madsen" <1--> entering the support queue

-- Executing [7001@LocalSets:2] Queue("SIP/0000FFFF0003-00000001",
"support") in new stack
[2011-02-14 08:59:39] WARNING[13981]: app_queue.c:5738 queue_exec:
Unable to join queue 'support’

-- Executing [7001@LocalSets:3]
Hangup("SIP/0000FFFF0003-00000001", ") in new stack
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== Spawn extension (LocalSets, 7001, 3) exited non-zero on
'SIP/0000FFFF0003-00000001"
PRIAEIE A BEIMANIZXANBAF,  BREAALE XA BB 3% A A4 R L2 EY . RORFRATT & AE
queues.conf T E joinempty=no #l leavewhenempty=yes, it LLIERY A2 A I BA A h, (GX
T MR 525 queues.conf T[] joinempty 1 leavewhenempty iET KM 2, iXEH BT
B0 R B AR R AN T BA B () 5 )

FETN — 5 o, JRATTRE 8 B A e 72 A5 e 5 AR FG ik B3 (LA K L8 AR MTBA B R 52 LT V%
Bl /D .

13.2 BAZFIALE BY 7

UWARBA NRIE BRI B, BASI B A A AR o i DAFRATT 75 22— P i fe v A
J#EN G BIAS A NI o A 2 5T DR — i, ST R T3 (R
Bo MEZN TERRRENGD FBFI RS INALR R . AT Asterisk CLI J5 {5045,
XA FCVFURIR R 55 1O AR/ dialplan B TSI ABSE IR AR R 53 FH Tk 1236 AT TR
JETT e, BARIFTIEIN dialplan IZARAE AL N 53 7] LGNS HBAA, PR AEABAT T8 5%
HIBAF i B B ARATE 2

13.2. 1383 LIz i BA 5 5% 7

FATT L@ Asterisk CLI @i % queue add [FATATA R HIBAFISEINAL I 2 - queue add
A kg g GE: MOZER—ATHAD:

*CLI> queue add member <channel> to <queue> [[[penalty <penalty>] as

<membername>] state_interface <interface>]
Hrf<channel>7& A1 175 2N BAF ) channel, #5401 SIP/0000FFFF0003, <queue>+2&1% support
5\ sales IXFERIBAII) 44 F——ALA (£ 1E T Jetc/asterisk/queues.conf H HIBAFI 4 Fo FRAT]
H 2 g <penalty>iE T, (HRERANISIAEART “13.5 @mHBF]” —THITRE (penalty HT
P BAA h AL T B A R4S, IO T8 R B 2 A BB R AR SRR 2D . AT BUE X
<membername> KR AL AF B S AT . state_interface & 75 B IR A TAFLRBIT 7T F) — AL T
BRI IZANIETRAE Asterisk H0 T~ BAB K FL R G B oA 7 AR B2, DL TIRATEA LA
NIRRT . FTEL, ARATLAARESG B B A B “13.2.4 WA RS TIN 7 —75, AR5 i 2
X HL AR AL ) 5

WAE, PREZTLE sip.conf HIEIN T callcounter=yes ({EFATSGSRIH]FH, FRATERK A
F SIP channels), ibFATTEE WAET Asterisk CLI ZEVRIGBAZI PRGNS 52 . (& 5T
callcounter UL I EE S B AT G “B&RESE N7 —T).

1t support B\ H HHIEIIRAF % 72, W LLIEIE queue add member i 4553 :
*CLI> queue add member SIP/0000FFFF0001 to support
Added interface 'SIP/0000FFFF0001' to queue 'support’

ERlibuscet RIS QTN I AR RELL ) 21 IIF
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*CLI> queue show support
support has 0 calls (max unlimited) in 'rrmemory' strategy
(Os holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
Members:
SIP/0000FFFF0001 (dynamic) (Not in use) has taken no calls yet
No Callers
MRS BAF e 53, AR ] LA#E H queue remove member iy %
*CLI> queue remove member SIP/0000FFFF0001 from support
Removed interface 'SIP/0000FFFF0001' from queue 'support’'
28R, ARATLAEIR S queue show 1T & SRHIN H bR AR 03 2 MM B o
AL T LI Asterisk #2511 & BZHFE AR E A T, #1474 queue pause member Fl
queue unpause member 114 . EATMBEATZ ATERH I AENEARZ:
*CLI> queue pause member SIP/0000FFFF0001 queue support reason DoingCallbacks
paused interface 'SIP/0000FFFF0001" in queue 'support' for reason 'DoingCallBacks'

*CLI> queue show support
support has 0 calls (max unlimited) in 'rrmemory' strategy
(0s holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
Members:
SIP/0000FFFF0001 (dynamic) (paused) (Not in use) has taken no calls yet
No Callers
IR0 A S A BTSRRI lunchtime,  ARAT DURIE/R IS H B A — A fE
FIRIB IS S e T TR AR Pk S BB B 57 -
*CLI> queue unpause member SIP/0000FFFF0001 queue support reason off-break
unpaused interface 'SIP/0000FFFF0001" in queue 'support' for reason 'off-break’

*CLI> queue show support
support has 0 calls (max unlimited) in 'rrmemory' strategy
(Os holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
Members:
SIP/0000FFFF0001 (dynamic) (Not in use) has taken no calls yet
No Callers
FESERRBIFT R, CLl — M AN f b DA AR PR S et T K B4R, FATTRIA dialplan
R e VAR TR N GG R BA A E AT T T RS

13.2.2i@ i dialplani® %532 FA 51 B A

2 H AR TR N G ZE G RRIR AL rpts o 5 LI R LEAR TR N 0 B CAE EIEAR BER B
JOGHBAS (B A TR0, BT, B HE TR RIS e el F i s 5 R BAA)D
TR — 5, FATHEAMLHINIA dialplan 5 AR

e AddQueueMember()

e RemoveQueueMember()

HHENIINZ 5, 0T et ILALTE N e A GERlT g SO0 . T TR B F AR F T A4
HHJ:
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e PauseQueueMember()

e UnpauseQueueMember()
WVFIZRE R L S AR P SE NS 53 IO/ BSTT R T ARG, s/
TAR T RN AN AT e XORR AR TR, R RO R AE VA BRSO 0 T K 1 IR
SWERNAT AT X TAERRE A A R — A2 B, B R 2>
BRI CEEFBNG, BRGNS . WIRIRA R E ROz AN 2
Fo FATHERAREARATIE 0 T #6E FImA/ BT .

fEFEE (Pause) FIPRKE (Unpause)

A Y A5 R S RS — B iF . FERELEIAET T, XA I 176 B3I ) 5
AR A AT I ARATIE 3 (B /7 B 1) BRBEAT — 28 5 W sl JE R A AF ). 2R,
FER BR3P s, A RN ARJHE N SIANTE b (1) FL U 55 HE A5 30T F TR (I A, SR A
AR ENFRGE, R A2 ST b R AL LBt (i EPeT1a])D.

A L T BN I/ BT R 5 /R S BAE AT R 8, IR ATTRT DASR 5 fth
KI5 AR B 2R 46 TAR AT 855 ARSI, DLLAMATAE BEGL B Ay T 2 A IR AN A,
TZREHE . FADEANNK R —FE BRI S, UYL R AR A H 2 8 & A
ARTE AT HPIRZS s AN BRI A LT 30

FEX PEARR EALK —F 2 queues.conf ' joinempty (I E, FATZATI RIX
AR URRAATE R R, AT B 2 SR BIS o kIR BRI T HER
e, SEASAARELE TSN FIRRE B CBCE N IRAS . IirA FLAL A A5 ) R G094 1]
Ko RIR TR AIIEERIIRA — DA GBI, AR5 R AN K
HUIA BN, R S se B L B0A NAEALBIXANAS 1 45 R XA SR L 2K
T PR B AE XA TN AL B B S

T E s VAT ARAE PR 55 1 AE A W FTR B AR T N8 HH RGBS/ KB N %A
S TR AT RS R ER RS . WRRA BRI R G R
Bl 7 Asterisk FFATIR 2 BRI FNE, (B BABI R 532 FH R PP 4B R AN R AT THERZ 1) 7 3

LEFRATT O — L 18] FL 11 dialplan B2 AL FRATT AL 5 AT LAFRZR BAZIMBAT TR ZS o A1
{#H cuT() dialplan BRI channel 44, XFERAFI kAT LLANTE RS channel &\
T BAF

TATCL S 7 —A dialplan RIEZREN KBS, PLLCE 15 MK S B R 1 i
B R . IRATA K AT Z BT 7E queues.conf SCHEH E LI support A 51 1
AddQueueMember() , RemoveQueueMember() , PauseQueueMember() , LI K
UnpauseQueueMember() & ] 2 /5> 1% & ) channel 25 & % 7£ A 51 5% 52 56 A #8 4F Ji5 dE i
Playback()#&/BC LR, LB AIBA A e s AL ARA T RITE AR T2 5 BTN AT T BN, B
15 VR ARAE

[QueueMemberFunctions]

exten => *54,1 Verbose(2,Logging In Queue Member)

same => n,Set(MemberChannel=${CHANNEL(channeltype)}/${CHANNEL (peername)})
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same => n,AddQueueMember(support,${MemberChannel})

; ${AQMSTATUS}
; ADDED
; MEMBERALREADY
; NOSUCHQUEUE
exten => *56,1,Verbose(2,Logging Out Queue Member)
same => n,Set(MemberChannel=${CHANNEL(channeltype)}/${CHANNEL (peername)})

same => n,RemoveQueueMember(support,5{MemberChannel})

; ${RQMSTATUS}:
; REMOVED
; NOTINQUEUE
; NOSUCHQUEUE
exten => *72,1,Verbose(2,Pause Queue Member)
same => n,Set(MemberChannel=${CHANNEL(channeltype)}/${CHANNEL (peername)})

same => n,PauseQueueMember(support,${MemberChannel})

; ${PQMSTATUS}:
; PAUSED
; NOTFOUND
exten => *87,1,Verbose(2,Unpause Queue Member)
same => n,Set(MemberChannel=${CHANNEL(channeltype)}/${CHANNEL (peername)})

same => n,UnpauseQueueMember(support,${MemberChannel})

: ${UPQMSTATUS}:
: UNPAUSED
: NOTFOUND

13.2.3 HEIBE ARG H L B\F

— NS BT 2 AN S B LR AR WL o 5 H O 8 SN R A SIEE B 2 AN T
extension (B 1 ) ALJE N RADAT T B2 8 S AN BA A, ANUNFIF Asterisk 24 % (astdb)
KNG FEAAEA TR T A SIE S, 285 B Asterisk AR CKEARFE H 3158 5 EARATTFT 8 11
A1

RN T AR BARESGRE TAE, 75 EHEIT Asterisk CLI X AstDB HEAT 280 R i 91 HI R 1 .
B0, I AIBIF-¥ A7 0% K 7 0000FFFF0001 J& - support il sales ¥/~ BABIfI15 .

*CLI> database put queue_agent 0000FFFF0001/available_queues support*sales
NI dialplan AR F T Wifer R A R 51 5 B F support Fil sales pA%1H . A1 L4
TN T — MR, IR T #3572 7 =4 channel 28 & (MemberChannel, MemberChanType,
AvailableQueues). %AJ5iX%E channel &AW H T EHEAN (*54), Fi (*56), #HiF (*72),
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FRE (*87). IXLL extensions & HIEENER# ] subSetupAvailableQueies 51| F2 5K # B 1X 4t
channel ZZ & F13&1E AstDB F 41 & I BA A %1 3 «

[subSetupAvailableQueues]
; This subroutine is used by the various login/logout/pausing/unpausing routines
; in the [ACD] context. The purpose of the subroutine is centralize the retrieval

; of information easier.

exten => start,1,Verbose(2,Checking for available queues)
; Get the current channel's peer name (0000FFFF0001)
same => n,Set(MemberChannel=${CHANNEL (peername)})
; Get the current channel's technology type (SIP, IAX, etc)
same => n,Set(MemberChanType=${CHANNEL (channeltype)})
; Get the list of queues available for this agent
same => n,Set(AvailableQueues=${DB(queue_agent/${MemberChannel}/available_queues)})
; if there are no queues assigned to this agent we'll handle it in the
; No_queues_available extension
same => n,Gotolf($[${ISNULL(${AvailableQueues})}]?no_queues_available,1)
same => n,Return()
exten => no_queues_available,1,Verbose(2,No queues available for agent${MemberChannel})
; playback a message stating the channel has not yet been assigned
same => n,Playback(silence/1&channel&not-yet-assigned)
same => n,Hangup()
[ACD]
; Used for logging agents into all configured queues per the AstDB
; Logging into multiple queues via the AstDB system
exten => *54,1,Verbose(2,Logging into multiple queues per the database values)
; get the available queues for this channel
same => n,GoSub(subSetupAvailableQueues,start,1())
same => n,Set(QueueCounter=1) ; setup a counter variable
; using CUT(), get the first listed queue returned from the AstDB
same => n,Set(WorkingQueue=${CUT(AvailableQueues,*,${QueueCounter})})
; While the WorkingQueue channel variable contains a value, loop
same => n,While($[${EXISTS(${WorkingQueue})}])
; AddQueueMember(queuenamel,interface[,penalty[,options[,membername[,stateinterface]]]]])
; Add the channel to a queue, setting the interface for calling
; and the interface for monitoring of device state
; *** This should all be on a single line

same => n,AddQueueMember(${WorkingQueue},${MemberChanType}/

Asterisk On MIPS 1£1% , www.asterisk-mips.org  www.asterisk.cn 10
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${MemberChannel},,,${MemberChanType}/${MemberChannel})

same => n,Set(QueueCounter=$[${QueueCounter} + 1]) ; increase our counter
; get the next available queue; if it is null our loop will end
same => n,Set(WorkingQueue=${CUT (AvailableQueues,*,${QueueCounter})})
same => n,EndWhile()
; let the agent know they were logged in okay
same => n,Playback(silence/1&agent-loginok)
same => n,Hangup()

exten => no_queues_available,1,Verbose(2,No queues available for ${MemberChannel})

same => n,Playback(silence/1&channel&not-yet-assigned)
same => n,Hangup()
; Used for logging agents out of all configured queues per the AstDB
exten => *56,1,Verbose(2,Logging out of multiple queues)
; Because we reused some code, we've placed the duplicate code into a subroutine
same => n,GoSub(subSetupAvailableQueues,start,1())
same => n,Set(QueueCounter=1)
same => n,Set(WorkingQueue=${CUT (AvailableQueues,*,${QueueCounter})})
same => n,While($[${EXISTS(${WorkingQueue})}])
same => n,RemoveQueueMember(${WorkingQueue},${MemberChanType}/${MemberChannel})
same => n,Set(QueueCounter=$[${QueueCounter} + 1])
same => n,Set(WorkingQueue=${CUT (AvailableQueues,*,${QueueCounter})})
same => n,EndWhile()
same => n,Playback(silence/1&agent-loggedoff)
same => n,Hangup()

; Used for pausing agents in all available queues
exten => *72,1,Verbose(2,Pausing member in all queues)
same => n,GoSub(subSetupAvailableQueues,start,1())
; if we don't define a queue, the member is paused in all queues
same => n,PauseQueueMember(,${MemberChanType}/${MemberChannel})
same => n,Gotolf($[${PQMSTATUS} = PAUSED]?agent_paused,1:agent_not_found,1)
exten => agent_paused, 1,Verbose(2,Agent paused successfully)
same => n,Playback(silence/1&unavailable)
same => n,Hangup()
; Used for unpausing agents in all available queues
exten => *87,1,Verbose(2,UnPausing member in all queues)
same => n,GoSub(subSetupAvailableQueues,start,1())
; if we don't define a queue, then the member is unpaused from all queues

same => n,UnPauseQueueMember(,${MemberChanType}/${MemberChannel})
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same => n,Gotolf($[${PQMSTATUS} = PAUSED]?agent_unpaused,1:agent_not_found,1)
exten => agent_unpaused,1,Verbose(2,Agent paused successfully)

same => n,Playback(silence/1&available)

same => n,Hangup()

;Used by both pausing and unpausing dialplan functionality
exten => agent_not_found,1,Verbose(2,Agent was not found)

same => n,Playback(silence/1&cannot-complete-as-dialed)

PRAT DAgE— 30 o X 6 5 N FN G 491 2 DL SE LR 2 H 21 AddQueueMember() £
RemoveQueueMember()ii] % & AQMSTATUS Fll RQMSTATUS channel 8. 284515k, RAT
DA ST —AMFRid, it 5 B X AR R A BB R T ff BRI B, B33 38 s &
B U IS TE S R GORFE G LR @ A FIE B . B, IR ARE L Asterisk Manager Interface
RELHUS PTG, R] AEH — A5, 5358 H JobberSend ()it it — /N A5 KL id@ KIBA B K

o

13.2.4 B 2RSSR

£ Asterisk B AR H T80 24N R AR 7 O TR BB 4 Al S IEAEEH o 3X
XTTBAFISR R L, RN IRATA 2oy A IR Y R e 2h — A L AR T H Al () AR TS o 1045
IRASFEH channel BEHEHI), 1M1 HAE Asterisk §1 R4 chan_sip AEfH S ERIALEE . 24P\ %)
B BERSES, EH 5 channel K5 (51411, chan_sip). WIHRHFAS channel A GEH#%
FRAFORSEE (B chan_iax2), BAFIEL ) Asterisk PNRZ R € B #20IRE, XEIH R
HHTELL R FTA channels SKRSEHE .

AEHE, BRI TR SHEITERY channels KA, FTLLR I,
M chan_sip LUSMI TR B AR 0 T REAE T2, R AEA T * Lk
BB iR S channels BN ITiE, (L RBLERIEET G i
channels, &R B A A RA IR . T B RAS I I — 5 (5 8, 20050 I35,

N T HE Asterisk FFIERA 84 52 A IARAS . BATTE ZAE sip.conf FRASERERT MY T AR (call
counters). LA REIFIYTHELES, FRATE VR Asterisk 2 ERER R & VEERITAY, A DLIXLEAE B
KPR L channel BLERE, AT B ARAES T AR # R SR Es BASI . %G, AEIRATR — ik
HHLE callcounter % I (1) 15150«

*CLI> queue show support

support has 0 calls (max unlimited) in 'rrmemory’ strategy

(Os holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os

Members:
SIP/0000FFFF0001 (dynamic) (Not in use) has taken no calls yet
No Callers
DL IRATTRY dialplan FFACE T 701 555 1] MusicOnHold(). W1IRIATAEB AT (ERE call
counters [IE ML FHRFTIX 401, I Asterisk CLI 25 support FA%1 (SIP/OOOOFFFFO001 ;2
ARG R BRI A
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-- Executing [555@LocalSets: 1] MusicOnHold("SIP/0000FFFF0001-00000000",
") in new stack
-- Started music on hold, class 'default’, on SIP/0000FFFF0001-00000000
*CLI> queue show support
support has 0 calls (max unlimited) in 'rrmemory' strategy
(0s holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
Members:
SIP/0000FFFF0001 (dynamic) (Not in use) has taken no calls yet
No Callers
THERJRE /0L 555 BN IEAEE TS TP RAZ AR IC A In Use, {H2 HIATE WX DMBASIIRES
I E IR IX AR RARBR AN, XA SISO RS TR, REE
bR EC AT AN T .

N1 EEXAN W, FRATTRZEAE sip.conf {4 [general B335 11 callcounter=yes. X
AT AT DA X N IE B A T 2o (RO B — AN &m0 IMBC BE DD JRTM0, XS/ 2
— AMRRLIZAC B 45 BT AT BRI — AN BAF IR £ By (R 3GE T, By DA 3@ 5 e () A2 A2 o X A 1 10
fic B 7E [general |5 73 (o m] ARG B 7L — M AT DO BAZI I 2835 5| FH SRR D o

& T XL BRI sip.conf SCAF:

[general]
context=unauthenticated ; default context for incoming calls
allowguest=no ; disable unauthenticated calls
srvlookup=yes ; enabled DNS SRV record lookup on outbound calls
udpbindaddr=0.0.0.0 ; listen for UDP request on all interfaces
tcpenable=no ; disable TCP support

callcounter=yes ; enable device states for SIP devices

SRJG HE B chan_sip AEHIE OG-
*CLI> sip reload
Reloading SIP
= Parsing '/etc/asterisk/sip.conf': == Found
AL, BRERADBEATEE TR, EREIR In Use IR
= Parsing '/etc/asterisk/sip.conf': == Found
= Using SIP RTP CoS mark 5
-- Executing [555@LocalSets: 1] MusicOnHold("SIP/0000FFFF0001-00000001",
") in new stack
-- Started music on hold, class 'default', on SIP/0000FFFF0001-00000001
*CLI> queue show support
support has 0 calls (max unlimited) in 'rrmemory' strategy
(0s holdtime, Os talktime), W:0, C:0, A:0, SL:0.0% within Os
Members:
SIP/0000FFFF0001 (dynamic) (In use) has taken no calls yet
No Callers
fETEL ), Queue() T B ANIE B & IRPIRAS UG 24 )& BLIFAY 73 BiC . 7E sip.conf 11 callcounter
MR e — N IERRIZ AT IR BA A IR 220 138 7 o
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13.3 queues.conf Bt &4

A2 C2HRFNTE queues.conf ST, AERIXAN ST A R 2 FIL I, FA 15 R BEHLANF -
Table 13-1. Available options for [general] section of queues.conf

Options Available values Description

persistentmembers yes, no Set this to yes to store dynamically added members to queues in the
AstDB so that they can be re-added upon Asterisk restart.

autofill yes, no With autofill disabled, the queue application will attempt to deliver
calls to agents in a serial manner. This means only one call is attempted
to be distributed to agentsat a time. Additional callers are not distributed
to agents until that caller is connected to an agent. With autofill
enabled, callers are distributed to available agents simultaneously.

monitor-type MixMonitor, If you specify the value MixMonitor theMixMonitor () application
<unspecified>  will be used for recording calls within the queue. If you do not specify a
value or comment the option out, the Monitor () application will be
used instead.

updatecdr yes, no Set this to yes to populate the dstchannel field of the (DR records
with the name of a dynamically added member on answer. The value is
set with the AddQueueMembex () application. This option is used to
mimic the behavior of chan_agent channels.

shared lastcall yes, no This value is used for members logged into more than one queue to have
their last call be the same across all queues, in order for the queues to
respect the wrap up time of other queues.

Table 13-2. Available options for defined queues in queues.conf

Options Available values Description

musicclass Music class as de- Sets the music class to be used by a particular queue. You
fined by musicon- can also override this value with the
hold.conf CHANNEL (musicclass) channel variable.

announce Filename of thean-  Used for playing an announcement to the agent that an-
nouncement swered the call, typically to let him know what queue the

caller is coming from. Useful when the agent is in multiple
queues, especially when set to auto-answer the queue.

strategy ringall, « ringall:rings all available callers (default)
leastrecent, - leastrecent:rings the interface that least
fewestcalls, recently received a all
random, rrme

« fewestcalls:rings the interface that has

mory, linear, .,
A completed the fewest calls in this queue

wrandom
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Options

servicelevel

context

penaltymemberslimit

timeout

retry

timeoutpriority

weight

wrapuptime

autofill

autopause

maxlen

Available values

Value in seconds

Dialplan context

Value of 0 or greater

Value in seconds

Value in seconds

app, conf

Value of 0 or higher

Value in seconds

yes,no

yes,no,all

Value of 0 or higher

Description
- random:rings a random interface

+  rrmemoxy:ringsmembersinaround-robinfashion,
remembering where we left offlast for the next caller

« linear:rings members in the order specified,
always starting at the beginning of the list

« wrandom: rings a random member, but uses the
members’ penalties as a weight.

Used in statistics to determine the service level of the queue
(calls answered within the service level time frame).

Allows a caller to exit the queue by pressing a single DTMF
digit. Ifa contextis specified and the caller entersa number,
that digit will attempt to be matched in the context speci-
fied, and dialplan execution will continue there,

Used to disregard penalty values if the number of members
in the queue is lower than the value specified.

Specifies the number of seconds to ring a member’s device.
Also see timeoutpriority.

Specifies the number of seconds to wait before attempting
the next member in the queue if the timeout value is
exhausted whileattempting toringamember of the queue.

Used to control the priority of the two possible timeout
optionsspecified fora queue. TheQueue () application has
atimeoutvalue that can be specified to control the absolute
time a caller can be in the queue. The timeout valuein
queues.conf controls the amount of time (along with
retry) toring amember for. Sometime these values con-
flict, so you can control which value takes precedence. The
defaultis app, asthisis the wayitworksin previous versions.

Definestheweightofa queue. Aqueuewithahigherweight
defined will get first priority when members are associated
with multiple queues.

The number of seconds to keep a member unavailable in a
queue after completing a all.

Same as defined in the [ general] section. This value can
be defined per queue.

Enables/disables the automatic pausing of members who
fail to answer a call. A value of a11 causes this member to
be paused in all queues she is a member of.

Specifies the maximum number of callers allowed to be
waiting in a queue. A value of zero means an unlimited
number of callers are allowed in the queue.
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Options Available values Description

setinterfacevar yes, no If set to yes, the following channel variables will be set just
prior to connecting the caller with the queue member:

*

MEMBERINTERFACE: the member'sinterface, such
ashgent/1234

MEMBERNAME: the name of the member
MEMBERCALLS: the number of calls the interface
has taken

MEMBERLASTCALL: the last time the member took
acall

MEMBERPENALTY: the penalty value of the
member

MEMBERDYNAMIC: indicates whether the member
was dynamically added to the queue or not

MEMBERREALTIME:indicateswhetherthe member
is included from real time or not

setqueueentryvar yes, no If setto yes, the following channel variables will be set just
prior to the call being bridged:

-

-

QEHOLDTIME: the amount of time the caller was
held in the queue

QEORIGINALPOS: the position the caller originally
entered the queue at

setqueuevar yes, no If set to yes, the following channel variables will be set just
prior to the call being bridged:

-

*

QUEUENAME: the name of the queue

QUEUEMAX: the maximum number of calls allowed
in this queue

QUEUESTRATEGY: thestrategy method defined for
the queue

QUEUECALLS: the number of calls currently in the

queue

QUEUEHOLDTIME:the current average hold time of
callers in the queue

QUEUECOMPLETED: the number of completed calls
in this queue

QUEUEABANDONED: the number ofabandoned calls
QUEUESRVLEVEL: the queue service level

QUEUESRVLEVELPERF: the queue's service level
performance
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Options

membermacro

announce-frequency

min-announce-frequency

periodic-announce-frequency

random-periodic-announce

relative-periodic-announce

announce-holdtime

announce-position

announce-position-limit
announce-round-seconds

queue-thankyou

queue-youarenext

queue-thereare

Available values

Nameofamacrode-
fined in the
dialplan

Value in seconds

Value in seconds

Value in seconds

yes, no

yes, no

yes, no, once

yes, no, limit,
more

Number of zero or
greater

Value in seconds

Filename of prompt
to play

Filename of prompt
to play

Filename of prompt
to play

Description

Defines a macro to be executed just prior to bridging the
caller and the queue member.

Defines how often we should announce the caller's position
and/or estimated hold time in the queue. Set this value to
zero to disable.

Specifies the minimum amount of time that must pass be-
fore we announce the caller’s position in the queue again.
This is used when the caller's position may change fre-
quently, to prevent the caller hearing multiple updates in
a short period of time.

Indicates how often we should make periodic announce-
ments to the caller.

If set to yes, will play the defined periodic announcements
ina random order. See periodic-announce.

If set to yes, the periodic-announce-frequency
timer will start from when the end of the file being played
back is reached, instead of from the beginning. Defaults to
no.

Defines whether the estimated hold time should be played
along with the periodicannouncements. (an be set to yes,
no, or only once.

Defines whether the caller’s position in the queue should
be announced to her. If set to no, the position will never be
announced. If set to yes, the caller's position will always
be announced. If the value is set to 1imit, the caller will
hear her position in the queue only if it is within the limit
defined by announce-position-1imit. If the value
isset tomore, the caller will hear her position ifitis beyond
the number defined by announce-position-limit.

Used if you've defined announce-position as either
limitormore.

If this value is nonzero, we'll announce the number of sec-
onds as well, and round them to the value defined.

If not defined, will play the default value (“Thank you for
your patience”). If set to an empty value, the prompt will
not be played at all.

If not defined, will play the defaultvalue ("You are nowfirst
in line”). If set to an empty value, the prompt will not be
played atall.

If not defined, will play the default value ("There are”). If
set to an empty value, the prompt will not be played at all.
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Options

queue-callswaiting

queue-holdtime

queue-minutes

queue-seconds

queue-reporthold

periodic-announce

monitor-format

monitor-type

joinempty

Available values

Filename of prompt
to play

Filename of prompt
to play

Filename of prompt
to play

Filename of prompt
to play

Filename of prompt
to play

A set of periodican-
nouncements to be
played, separated
by commas

gsm, wav, wav4g,
<any valid
file format>

MixMonitor,
<unspeci
fied>

paused, pen
alty, inuse,
ringing,
unavailable,
invalid,
unknown,
wrapup

Description

If not defined, will play the default value (“calls waiting”).
Ifset to anemptyvalue, the prompt will not be played atall.

If not defined, will play the default value (“The current es-
timated hold time is"). If set to an empty value, the prompt
will not be played at all.

If not defined, will play the default value (“minutes”). If set
to an empty value, the prompt will not be played at all.

If not defined, will play the default value (“seconds”). If set
to an empty value, the prompt will not be played at all.

If not defined, will play the default value (“Hold time"). If
sef to an empty value, the prompt will not be played at all.

Prompts are played in the order they are defined. Defaults
to queue-periodic-announce (“All representatives
are currently busy assisting other callers. Please wait for the
next available representative”).

Specifies the file format to use when recording. If
monitor-format is commented out, calls will not be
recorded.

Same as monitor-type as defined in the [general]
section, but on a per-queue basis.

Controls whether a caller is added to the queue when no
members are available. Comma-separated options can be
included to define how this option determines whether
members are available. The definitions for the values are:

«  paused: members are considered unavailable if
they are paused.

«  penalty: members are considered unavailable if
their penalties are less than
QUEUE_MAX_PENALTY.

+ inuse:members are considered unavailable if their
device status is In Use.

- ringing: members are considered unavailable if
their device status is Ringing.

- unavailable:appliesprimarilytoagentchannels;
if the agent is not logged in but is a member of the
queue, it is considered unavailable.

« invalid: members are considered unavailable if
their device status is Invalid. This is typically an
error condition.

«  unknown: members are considered unavailable if
device status is unknown.
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Options

leavewhenempty

eventwhencalled

eventmemberstatus

reportholdtime

ringinuse

memberdelay

timeoutrestart

defaultrule

member

Available values

paused, pen
alty, inuse,
ringing,
unavailable,
invalid,
unknown,
Wrapup

yes, no, vars

yes, no

yes, no

yes, no

Value in seconds

yes, no

Rule as defined in
queuerules.conf

Device

Description
+  wrapup: members are considered unavailable if
theyare currently in the wrapup time after the com-
pletion of a call.

Used to control whether callers are kicked out of the queue
when members are no longer available to take calls. See
joinempty for more information on the assignable
values.

If set to yes, the following manager events will be sent to
the Asterisk Manager Interface (AMI):

« AgentCalled

+  AgentDump

+ AgentConnect
» AgentComplete

If set to vars, all channel variables associated with the
agent will also be sent to the AMI.

If set to yes, the QueueMemberStatus event will be
sent to AMI. Note that this may generate a lot of manager
events.

Enables reporting of the caller’s hold time to the queue
member prior to bridging.

Used to avoid sending calls to members whose status is In
Use. Recall from our discussion in the preceding section
thatonlytheSIP channel driveris currentlyableto accurately
report this status.

Used if you want there to be a delay prior to the caller and
queue member being connected to each other.

If set to yes, resets the timeout for an agent to answer if
either a BUSY or CONGESTION status is received from the
channel. This can be useful if the agent is allowed to reject
or cancel a call.

Associates a queue rule as defined in queuerules.confto this
queue, which is used to dynamically change the minimum
and maximum penalties, which are then used to select an
available agent. See “Changing Penalties Dynamically
(queuerules.conf)” on page 285.

Used to define static members in a queue. To define a static
member, you supplyits Technology/Device ID(eq.,
Agent/1234, SIP/0000FFFFo001, DAHDI/
£0/14165551212).
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13.4 agents.conffit B 4

T B AR WY T ~/src/asterisk-complete/1.8/configs/ H 3% T W, FRA] BE O 4 7F & 3
agents.conf U BEBEERLITZWII AR, 1 HEAERHL, HEE ﬁiﬁ‘ﬁn, SEILRAF)
H i A A2 sip channels. XA AR . 55— AR SIP channels /& ME—REFEfiE F
SERAIRESE B 1 channel 2880, 55— AN R K2 WHERAEH agent channel 11 agents & —H

BORAE, W BRI agents 16, X7 06 ) B SR AT RE LUARAE R I K, SR
1M, 7EZAT R shuca b, i) AL R S7 B4 BT T AN 2 SRR ARAT 14 T FROE b I B B 4
AR XIERE TS

fic & S agents.conf T 5€ X A# ] agents channel B4 A 7 . 1X 4> channel ZEAS i |
5 Asterisk F1 I H ' channel Clocal, SIP, 1AX2, 28) 25ul, (H'E& &Nk g 2R A&
‘B channel &3] 24 AL 11l channel (pseudo-channel). i, AR¥EFAME FHEAT]
1) SIP iEHLiE T AgentLogin() dialplan W/ Fﬁﬁﬁfﬁ %3] Asteriske — HE N, XA channel $7E
BN G T RRFREE LIRS, SRE FEAYIE LS agent channel #4845 .

FHAEFRATRE —F agents.conf I FIANFEIEIT, LA GF EEAEE MAEH - Table 13-3 &
7~ 1 agents.conf H [general 343 I ME—— i i . Table13-4 JE /R T [agents] B4 (A ZGE T

Table 13-3. Options available under the [general] header in agents.conf

Options Available values  Description

multiplelogin  yes,no If settoyes, asingleline on a device can login as multiple agents. Defaults to yes.

Table 13-4. Options available under the [agents] header in agents.conf

Options Available values Description

maxloginretries Integer value Specifies the maximum number of tries an agent has to log in before the
system considers it a failed attempt and ends the call. Defaults to 3.

autologoff Value in seconds Specifies the number of seconds for which an agent's device should ring
before the agent is automatically logged off.

autologoffunavail yes,no If set to yes, the agent is automatically logged off when the device being
called retums a status of CHANUNAVAIL.

ackcall yes, no If set to yes, the agent must enter a single DTMF digit to accept the call.
To be used in conjunction with acceptdtmf. Defaults to no.

acceptdtmf Single DTMF Used in conjunction with ackcall, this option defines the DTMF char-

character acter to be used to accept a call. Defaults to 4.
endcall yes, no If set to yes, allows an agent to end a call with a single DTMF digit. To

be used in conjunction with enddtmf. Defaults to yes.
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Options Available values Description
enddtmf Single DTMF Used in conjunction with endcall, this option defines the DTMF char-
character acter to be used to end a call. Defaults to *.
wrapuptime Value in milliseconds  Specifies the amount of time after disconnection of a caller froman agent
for which the agent will not be available to accept another call. Used in
situations where agents must perform a function after each call (such as
entering call details into a log).
musiconhold Musicdassasdefined  Defines the default music dlass agents listen to when logged in.
in musiconhald.conf
goodbye Name of file (relative  Defines the default goodbye sound played to agents. Defaults to vm-
to /var/lib/asterisk/  goodbye.
sounds/<lang=/)
updatecdr yes, no Used in call detail records to change the source channel field to the agent/
agent_id.
group Integer value Allows you to define groups for sets of agents. The use af agent groups is
essentially deprecated functionality that we do not recommend you use. If
you define group1, you can use Agent /@1 in queues.conf to call that
group of agents. The call will be connected arbitrarily to one of those
agents. lfno agents are available, it will return back to the queue like any
other unanswered call. If you use Agent/ : 1, it will wait for a member
of the group to become available. The use of strategies has no effect on
agent groups. Do not use these.
recordagentcalls yes, no Enables/disables the recording of agent calls. Disabled by default.
recordformat File format (gsm, Defines the format to be used when recording agent calls. Defaultiswav.
wav, efc)
urlprefix String (URL) Accepts astring as its argument. The string can be formed as a URL and
isappendedtothestartofthe text tobeadded tothenameoftherecording.
savecallsin Filesystem path Accepts afilesystem path as its argument. Allows you to override the

custom_beep

(e.g., var/calls/)

Name of file (relative

default path of /var/spool/asterisk/manitor/ with one of your choosing.?

Accepts afilename as its argument. Can be used to define a custom

to /var/lib/asterisk/  notification tone to signal to an always-connected agent that there isan
sounds/<lang=/) incoming call.

agent Agent definition (see  Defines an agent for use by Queue( ) and AgentLogin(). These are
description) agents that will log in and stay connected to the system, waiting for calls

tobe delivered by the Queue () dialplan application. Agents are defined
like so:
agent => agent_1d,agent_password ,name

An example of a defined agent would be:
agent => 1000,1234,Danielle Roberts

# Sine the storage of calls will require a large amount of hard drive space, you will want to define a strategy to handle storing and managing
these recordings. This location should probably reside on a separate volume, one with very high performance characteristics.

13.5 E%&IAF

FEATTEATR T 18— LORE AR I NS 2], 9] and2s i 8 A5 RR BRI T, DA S A2 | W
Rzl N (BT BABIRE T BATEAR R IR AMEA I e, R Wizl A5 &
(A8 R LS I AL — 2L A6 D18 5 2 5 P 3% LA AR AR oK P 7 BA A7) m (1 S5 A B 1) 3 285 4 B L A 5
iz b, BJE, FATK IS Local channels 1E BRI BTG SL, IR 2 FRATTAT EALER Y
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Fep s HATR Z HTHRAT dialplan ZIfE.

13.5.11E56B0 %] (BAFIALE)

AT IR VR 75 R BE L P I RO L E R Y S v (R S 22 A BA B » LA AT e IX 80y 22
FEIX AN BB SRy 1 — B T, B BN AR R AR T 5 R B 75 2R I I B3R B B BB
FEIXFPIEOL T, T B/ MR AR SE AR 18], BRI A3 21— AN S i S 2%
BUE RIS 2, XFEER AR

2R RAF W B S = AR e B weight JETIURSZEL. WA AN FIALE IBAS (il
support 1 support-priority), [F]F 1B AN BAF ) AL S8 AR 2 M Al e 2 BA#7 R SR By
TX G A TR E AL PR 58 RSB 2 A Z A (R B Y AN 22 MARAR S A F R B Y . CEHEHE, B
A AL H A BC A R S A B, DALRAEAR AR 56 2 A Z1 w1 I i ey DA 2 B A 2D
ZER UL, W RA TR BAFI R L James Shaw Z3FiC4: support I support-priority FA%1,
support-priority P\ 51| F1 [FIFFALKL LE support PA S IEIY AR 2615 21 James AR EE,

EFATE — N SR TR Ee, BATHECIEMANIS, BN T weight ik
Wiz Ah e AR o BAVE PR DRAEE P ASBA A DR FF— 2, RIMEDRE R 5 2B BB A X -

[support_template](!)

musicclass=default

strategy=rrmemory

joinempty=no

leavewhenempty=yes

ringinuse=no

[support](support_template)

weight=0

[support-priority](support_template)

weight=10
g TR JE (DL A B JEilid Asterisk #5115 #i74 moudule reload app_queue.so 34T | H
Wm#ED, FATIAE AT LIPS extensions HKFEHENEAY o 3X BACRY n] DURAEAE /T —MRTE
LY E dialplan A SEIFAR I T . AT LocalSets, IXREHATZ ATERA T &
REMIECLS context:

[LocalSets]

include => Queue ; allow direct transfer of calls to queues

[Queues]
exten => 7000,1,Verbose(2,Entering the support queue)
same => n,Queue(support) ; standard support queue available
; at extension 7000
same => n,VoiceMail(7000@queues,u) ; if there are no members in the queue,
; we exit and send the caller to voicemail
same => n,Hangup()
exten => 8000,1,Verbose(2,Entering the priority support queue)

same => n,Queue(support-priority) ; priority queue available at
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; extension 8000
same => n,VoiceMail(7000@queues,u) ; if there are no members in the queue,
; we exit and send the caller to voicemail

same => n,Hangup()

MAEARCEH T AR IBA S FRATE R #EB\FIBC B 7E extension 7000, fij =i
S B\FIELE AL 8000, FATTRT LA I &) BRI FE 7XXX FI 8XXX ¥ Rl X FR (1 E B R B 15 2 1 PA
B 245k, WRIRATECE sales BAFIZE 7004, 1| priority-sales B\ %1 AT DL JHCAE 8345 FA 1)
8004, ‘X HATFHmEIMALE.

Tl T P — Sl ) T LR R R R ) S 7 B A S AR TR AE AN BA B e B N T o IR ARAE
7XXX BAFIA EE LSRR, AR PT REAY BB 2 (R AR B BN A, (RIS — 5 BU A A 5
KB PEANBAF o e T ffy s E AR R BA A e T B AR AR 1L o

13.5.2 A B gl R AL S 4

E—ABAFIH, AT LLEE Z 77 (penalize ) A il 51 DARFAR A #2 WT FEAE BP0 S 22
2R, G PRA A R LA T R R DA S RS, AE R R X AN A B 1 T P e
S B AT IR I A A A, JRA Tt v LUt 77 (penalize ) PAFI R ARSI . X 7=
R RATTAT LA =ANBAF (40, support, sales, #1 billing), FFANIASER & [FIFER I =4
AL James Shaw, Kay Madsen, #1 Danielle Roberts.

B, L, FATAE James Shaw J& support A AEL R N, Kay Madsen J&
sales BAZIFIMLSCEC R A, T Danielle Roberts +2 billing FAFIFIRSEEER N . I TE support
FAZ17E 5] Kay Madsen F1 Danielle Roberts, FAT1A] LALRIE James Shaw L5 343X AN BA B [T
n, [FEFEHL, AT LLTE sales BAFIZE 1T James Shaw F Danielle Roberts KA1 Kay Madsen
TMAEE RN, PLIAE billing BAFFE T James Shaw Al Kay Madsen KA{#ilE Danielle Roberts
AR RN

TE T BAA B 52 ] PLIE T g% queues.conf SCAFSRRSEER, W SRR A48 & A S R R I
B % il id AddQueueMember() dialplan N F2 7 RSB . EIRATRE — F Wil i@ i
queues.conf TERANFIHF B B R o FAPEAE F 2 37 7E A2 2 I StandardQueue FRHR :

[support](StandardQueue)

member => SIP/0000FFFF0001,0,James Shaw ; preferred
member => SIP/0000FFFF0002,10,Kay Madsen ; second preferred
member => SIP/0000FFFF0003,20,Danielle Roberts ; least preferred

[sales](StandardQueue)

member => SIP/0000FFFF0002,0,Kay Madsen
member => SIP/0000FFFF0003,10,Danielle Roberts
member => SIP/0000FFFF0001,20,James Shaw
[billing](StandardQueue)

member => SIP/0000FFFF0003,0,Danielle Roberts
member => SIP/0000FFFF0001,10,James Shaw
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member => SIP/0000FFFF0002,20,Kay Madsen

LR BAB A 03 8 AR AR, o] DA BhBRAT 145 I RE U A S 23 e 25 e, (RIS AT 2R
PRAE 2400 2 f e AN vl B A L& BAA A Bt ] BAEET . & T LA AddQueueMember()
KR X W T T FoR

exten => *54,1, Verbose(2,Logging In Queue Member)
same => n,Set(MemberChannel=${CHANNEL(channeltype)}/${CHANNEL (peername)})

; *CLI> database put queue support/0000FFFF0001/penalty 0
same => n,Set(QueuePenalty=${DB(queue/support/${CHANNEL(peername)}/penalty)})

; *CLI> database put queue support/0000FFFF0001/membername "James Shaw"
same => n,Set(MemberName=${DB(queue/support/${CHANNEL (peername)}/membername)})

; AddQueueMember(queuenamel,interface[,penalty[,options[,membername[,stateinterface]]]]])

same => n,AddQueueMember(support,${MemberChannel},${QueuePenalty},,${MemberName})

1T AddQueueMember(), FATRER T 7E—ANBAF R arfe] i 3 B 3 44 3RAG A8 T04E, DA
UrAa] 7 i BN A (RS 4 8 IR AN STE - A T LR PP AE 2 A SIS DL A, 18 75 B
WHAMORES, #—PE EIESH “13.2.3 I BANE L LG —F,

13.5.3F AR B ETME (queuerules.conf)

Wit fF A queuerules.conf U, T LATE & — LI SK 44 QUEUE_MIN_PENALTY #i
QUEUE_MAX_PENALTY HJ{H. QUEUE_MIN_PENALTY I QUEUE_MAX_PENALTY channel 2% &
P42 I BA A P R 2L i 3 T LA T80T il o ARBERATA — A BAFI e 449 support, 1 H.
LATH 5 DBFIE R, MATH R SIE N 1 B 5. R A IRy 23k A AT,
QUEUE_MIN_PENALTY f{E X &N 2, 1l QUEUE_MAX_PENALTY [{{EXE N 4, RAETHE
WL EAE 2 3 4 Z 18] A BB B AT AR5 L A% -

[Queues]

exten =>7000,1,Verbose(2,Entering the support queue)

same => n,Set(QUEUE_MIN_PENALTY=2) ; set minimum queue member penalty to be used

same => n,Set(QUEUE_MAX_PENALTY=4) ; set maximum queue member penalty we'll use

same => n,Queue(support) ; entering the queue with minimum and maximum
; member penalties to be used

St fERHE AR A, RATAT LA 2 QUEUE_MIN_PENALTY Al
QUEUE_MAX_PENALTY [{J{E o JX A LA S VF B 2 BAS A A BB B R Al A T, B ARG TR HELAE
BABIASERT T 2 A Blan, fERTHIE]5m, JATRT BLEE RN ESHE DY 1 RN R E
5, ﬁu%ﬂ%%f BAF R Sy R 60 FD AR o

XEEHTE queuerules.conf HE X o 9 1 SEPLETE SRR o 0 2 AN RIS AR 4k, 7T R
QU 2 2. EIRATEF W) 2 L E— Bk A2 1 -
[more_members]

penaltychange => 60,5,1
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#F a
) ‘1" WRARIENR T queuerules.conf XA, FFEZE T app_queue.so, FrATHLN
ﬁ: y Xt BIA BAS T A= 50, A CLE A7 AE FIEnY
Y

PATEEAE queuerules.conf H5E ST T U more_members Jf: I f5 T FIE RS, T
penaltychange: 60 & ({722 7& T B R 75 2255 5 IR 2R, 5 /28711 QUEUE_MAX_PENALTY {H, 1M
1 /27H1) QUEUE_MIN_PENALTY {5 X F-FAT T3 E SR, FeAl T S E N2 app_queue.so
iA=L

*CLI> module reload app_queue.so

-- Reloading module 'app_queue.so' (True Call Queueing)

== Parsing '/etc/asterisk/queuerules.conf: == Found
AT LAFESE ] G ilit queue show rules AT 2 :

*CLI> queue show rules

Rule: more_members

After 60 seconds, adjust QUEUE_MAX_PENALTY to 5 and adjust QUEUE_MIN_PENALTY to 1

B A RGBT RN BN N AE, AR DME AT dialplan RAEH . R HEBE
Queue()IX—1T RAEHHM, HURIZF:
[Queues]
exten => 7000,1,Verbose(2,Entering the support queue)
same => n,Set(QUEUE_MIN_PENALTY=2) ; set minimum queue member penalty
same => n,Set(QUEUE_MAX_PENALTY=4) ; set maximum queue member penalty

; Queue(queuenamel,options[,URL[,announceoverride[,timeout[,AGI[,macro [,gosub[,rule[,position]]1]]111])
same => n,Queue(support,,,,,,,,more_members) ; entering queue with minimum and
; maximum member penalties
queuerules.conf SCAFAET R % FRATTAT U FHAH XHEL T AN & 48 0B R 8 SCERATTR AL,
MRS BLRE L2 25 M
[more_members]
penaltychange => 30,+1
penaltychange => 45, ,-1
penaltychange => 60,+1
penaltychange => 120,+2
XH, FAMEL T more_members ML FIAIXHE. 30 FV)5, AR HAETMEN 1
RATHIAT dialplan #F, HETHMERAE N 5). 45 PG, AT RN ETHMER 1, %%, 3K
fITA] PAFE Asterisk #%il] & B 5T IN#% module reload app_queue.so 2 JG 16 2 FATT B LN A8 4k, -
*CLI> queue show rules
Rule: more_members
After 30 seconds, adjust QUEUE_MAX_PENALTY by 1 and adjust QUEUE_MIN_PENALTY by 0
After 45 seconds, adjust QUEUE_MAX_PENALTY by 0 and adjust QUEUE_MIN_PENALTY by -1
After 60 seconds, adjust QUEUE_MAX_PENALTY by 1 and adjust QUEUE_MIN_PENALTY by 0
After 120 seconds, adjust QUEUE_MAX_PENALTY by 2 and adjust QUEUE_MIN_PENALTY by 0
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13.5.4 3@ 532 4

Asterisk A BE /1 [F BA B R 2545 (20 2 FR TR LR AT a4 AT RE AR IE KT 25 7 A A
AR, PSRRI A, B R S AR TSR R SR A S (BB R R AR E IR
SCAED o R RER (AT AN [ SR F P P RR TSR LI AN S H -y L, KD T A S A ]
MIAL B, BOBMATAEE, B S URABATAE A (] (18 FT B AT, S B AT B Helb e
W, B AR ARRE N B K

£ queues.conf ST AT JLANIETUH T o A2 P2 S AT AR 2 P SR oE A 7e 8
(1] queue EIFATEA T /T LT AN GIL T, (HREIA TR AR B > — TSR AL

Table13-5 1 1 F -J- 2l o] If 10 250 P ik 0 0 (12 10

Table 13-5. Options related to prompt control fiming within a queue

Options Available Description
values

announce-frequency Valuein Defines how often we should announce the caller's position and/
seconds orestimated hold ime in the quewe. Setthisvaluetozerotodisable.

min-announce-frequency Valuein Indicates the minimum amount of time that must pass before we
seconds announcethecaller's position in the queve zgain. Thisisused when

the caller's position may change frequently, to prevent the caller
hearing multiple updates in a short period of time.

periodic-announce- Valuein Specifies how often we should make periodic announcements to
frequency seconds the caller.
random-periodic-announce yes, no If set to yes, will play the defined periodic announcements in a

random order, See periodic-announce,

relative-periodic-announce  yes,no [fsettoyes, theperiodic-announce-frequency timerwil
start from when the end of the file being played back is reached,
instead of from the beginning. Defaults to no.

announce-holdtime yes, no, Defines whether the estimated hold time should be played along
once with the periodic announcements. Can be set to yes, no, or only
once.
announce-position yes, no, Defines whether the caller's position in the queue should be an-
limit, nounced to her, If set to no, the position will never be announced.
more If set to yes, the caller's position will always be announced. [f the

valueis setto 1imit, the callerwill hear her position in the queue
only if it is within the limit defined by announce-position-
1imit. Ifthe valueis set tomore, the caller will hear her position
only if it is beyond the number defined by announce-posi

tion-limit.
announce-position-1limit Number of Used if you've defined announce-position aseither1imit
Zer0 o ormoTe.
greater
announce-round-seconds Valuein If this value is nonzero, we'll announce the number of seconds as
seconds well, and round them to the value defined.

Table 13-6 f7R 1 2417 5 P 4% FSCHE S0 A 2 FH 2R LE S A
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Table 13-6. Options for controlling the playback of prompts within a queue

Options Available values Description

musicclass Music class as defined by Sets the music class to be used by a particular queve. You can also
musicanhold.conf override this value with the CHANNEL (musicclass) channel

variable.

gueue-thankyou Filename of prompt to If not defined, will play the default value {“Thank you for your pa-
play tience”). Ifset toan emptyvalue, the promptwill not be played atall.

Options Available values Description

queue-youarenaxt Filename of prompt to Ifnot defined, will play the defaultvalue [ "You arenow firstinline").
play If set toan empty value, the prompt will not be played at all.

gueue-thereare Filename of prompt to If not defined, will play the default value (“There are™). If set to an
play empty value, the prompt will not be played at all.

queue-callswaiting  Filename of prompt to If not defined, will play the default value ("calls waiting"). If st to
play an empty value, the prompt will not be played at all.

queue-holdtime Filename of prompt to If not defined, will play the default value (*The current estimated
play holdtimeis”). If set toan empty value, the promptwill not be played

atall.

queue-minutes Filename of prompt to If not defined, will play the default value ("minutes”). If set to an
play empty value, the prompt will not be played at all.

queue-seconds Filename of prompt to If not defined, will play the default value ("seconds™). If set to an
play empty value, the prompt will not be played at all.

queue-reporthold Filename of prompt to If not defined, will play the default value ("Hold time”). If set to an
play empty value, the prompt will not be played at all.

periodic-announce  Asetof periodican- Prompts are played in the order they are defined. Defaults to
nouncements to be queue-periodic-announce ("All representatives are cur-

played, separated by
Commas

rently busy assisting other callers. Please wait for the next available
representative”).

IR FRER L P T H G R0 R TR EHE R R, KEBA T B K B2 dn T A e

IR IR K )1 1E Table13-5 H I BY AT 52 SUATI $ETBGE AN, 1 Table13-6 HHIE
TGS B BA P AT B P U 4 o HRWADRAET, IEBATE —DBIIBT, XA
TP L2818 . FATRAIRATHIFEA BN IT45 -
[general]
autofill=yes ; distribute all waiting callers to available members
shared_lastcall=yes ; respect the wrapup time for members logged into more
; than one queue
[StandardQueue](!) ; template to provide common features
musicclass=default ; play [default] music
strategy=rrmemory ; use the Round Robin Memory strategy
joinempty=yes ; do not join the queue when no members available
leavewhenempty=no ; leave the queue when no members available

ringinuse=no ; don't ring members when already InUse (prevents
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; multiple calls to an agent)
[sales](StandardQueue) ; create the sales queue using the parameters in the
; StandardQueue template
[support](StandardQueue) ; create the support queue using the parameters in the

; StandardQueue template

HLAE1B 24 StandardQueue FHR 45 Hill B AT A %01«

[StandardQueue](!) ; template to provide common features

musicclass=default ; play [default] music

strategy=rrmemory ; use the Round Robin Memory strategy

joinempty=yes ; do not join the queue when no members available

leavewhenempty=no ; leave the queue when no members available

ringinuse=no ; don't ring members when already InUse (prevents multiple calls to an agent)

j mm—————— Announcement Control --------

announce-frequency=30 ; announces caller's hold time and position every 30
; seconds
min-announce-frequency=30 ; minimum amount of time that must pass before the

; caller's position is announced
periodic-announce-frequency=45 ; defines how often to play a periodic announcement to caller
random-periodic-announce=no ; defines whether to play periodic announcements in

; a random order, or serially
relative-periodic-announce=yes ; defines whether the timer starts at the end of

; file playback (yes) or the beginning (no)
announce-holdtime=once ; defines whether the estimated hold time should be

; played along with the periodic announcement

announce-position=limit ; defines if we should announce the caller's position
; in the queue
announce-position-limit=10 ; defines the limit value where we announce the

; caller's position (when announce-position is set to limit or more)

announce-round-seconds=30 ; rounds the hold time announcement to the nearest 30-second value

EFRA IR — FRIAFAIE StandardQueue BiAR F L E T4 .

BA KRR 30 #» (announce-frequency ) 38 1 — IR Y 35 S5 457 B[] A A 2 BA A1) AR A 7
B, IE BARE AT @ EN R BN ]2 30 72 (min-announce-frequency). %A1 TiE
XSS HCR BRI AT 3@ ) & P R e, DAOn s N R, JE P, AT 13— 2%
THRNZE 2 P AT TR O S5 A5 IR AT T BRIE B AR OB AR fEL S . GXAMIB RIS Sl
1 periodic-announce £ T E S . FRATE FH BRIA RIS, (H 2Rt A] LLf# A periodic-announce
E X —MERE S —AN B AN A

XA JE B i RN 2R 45 72 (periodic-announce-frequency) %—k, F2IEFiIJEE X
HING 4% i (random-period-announce). 4 T #fi 5 periodic-announce-frequency & i 25 fA] i
Jazl, FAEH relative-periodic-announce. XML BN yes, EIWE €N 25 7EE N
R84 1B S5 A B, T AR AE TR RETRUN 3 30 JEIX AN LT BN no [T VRoK-A8 21 (1) 1] B2,
WHRIREEAIR K (Bl 30 7)), X SECEAEER 15 BHE—K, AR SR
45 FREI— K
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[Fa] -] 35308 1 ) Lok S5 45 B[R] announce-holdtime Sk4% ], FATTH%IFBC B 9 once.
B XAMERCE N yes K ERHRHAGEFISFAF 1], 11750 E Y no K45 1E 18 1S5 45 I8 18] o

AT % A B 388 RO Y 25 ) 4k 119 A S5 5 ) [R) GBI announce-position 5 41],  FRATTI]F
B E N limit. & announce-position 4 limit K5 A3 FATAUN 24 FF 1Y 22 1L B 7E
announce-position-limit [l 2 WIS A8 A% . Kk, ERNIE T, %40 TRA
BT 10 44 (AL E I AT A T A AR OB AT . FRAT T AT LUB X AN IR TEC BN yes, IXFEEEIRE
PR SBTBUN AR 2@ P AE SR AL B, BCEA no MIASIE AR B A5 S . & v LK
HECE N more, GRIATA LAY E P HEBAL B KT announce-position-limit - 7 i &
e HINDA RIS

BATEN BN EE—/N LT, announce-round-seconds, JLAFE FH & 45| 2438 2012 F 2543
1) B B TEBL AT DY 8 N o CERRATTIOE 7, ANEIEI “1 208 23 B0 7, WHA{ES 8N
Pl 30 70, 45 BN SN “1 08 30 B2

13.5.5%3i 1 (Overflow)

PAF1) i HA K i AR A B S A B N N, B 43 A B BA B 2 B (2458 X T joinempty
2y, leavewhenempty B Do FEATT AT, FRATTPIE 1518 ey 42 il ] B 5 A 3 HY

13.5.5.1 =R

Queue() N FHFE T SCRE P MRERS . — @ P 35 78 A (9 B K S AR R, 55—l 2
Asterisk 12 FEIR T 25 2 e 2 A A TR IR 1 B KRBT TR) o FRATTHE 1S V8 P I 25 FE 3 AN P 34
HF dialplan FIILE A B (1 VoiceMail()) 2 BT 78 BAF1 v ) 5 K &4 I ) . — ELIXASIRny
B TIXANBAS, TR LUEHES] dialplan HATATIEAY A] DU 2 3 A7 B

FRIN A E SCAEP AT o BASI B0 1 B KR B4 I 8] 5 SUAE queues.conf SCAFH . 2%
SIS ] PP H 38 BA B v 1) e KA BRI 1)) 383 Queue()S FFE PR i) 20 B AL 25 7E A
B R KA B IR, EE R AE Queue() S HTFE T H ¥ queue name ZHLZ JE T E HL AT
U\:

[Queues]

exten => 7000,1,Verbose(2,Joining the support queue for a maximum of 2 minutes)

same => n,Queue(support,120)

same => n,VoiceMail(support@queues,u)

same => n,Hangup()
0K, BATATLUE SCAR] A 1% H g, {52 VoiceMail )N AR & 28 hy 1. Ao
5 AR 2R U 2 e B — AN 2 A BRIk S % ) R SR AE

DEBBA IR 24— N5t ATBCE LGN Ay 10 7, BAB RS 5 AR BB IS I 1)
N5, EIRALREREE A 4 72 XM T, ATHIRR SRR 5 7, SRIGTES
WIRAT 7 — A SRR TSRS 4 0o XL HI5 9 &b, T4 I I [R) /& 10 F. FEIXI 5,
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FATRAZAREE T —DBAIUE G 1 AVIR IR BAS, 30 A NEZAE IR H BABI AT SE B4R T — A
PABI A 5 702

FATiEL queues.conf STAFH ] timeoutpriority SEITUZ XA L. IXANIEI A R
8~ app 1 conf. UIHFRA 1A SE N AL FFHEI (HAXFHEIT) f02%, 10K 5 80Rpn 35 4 i
7E 10 AJF B B\, FAINZi%E timeoutpriority HI1E N app. WA 17 S B OB
IR 56 AT 58 BRAIR 2 — AN BA B s (7 —— 3 K 5 B L 35 7 BA A1) P 145 B s TR G, FRAT 1K 1
# timeoutpriority 115N conf. iX ML T ERIAE 2 app (X S [H A Asterisk [RIERINT A o

13.5.5.2  #EHIfAIB AR B B

Asterisk FEHE 7 PRI TS 1| WP 0L 225 AR AR BA B 8 O FRIAS [RLARAS AT By ] AN A ART R 455 58
Hill7% HBA S . 58— ML T, joinempty, F T3 #1275 SO FEAYE DN BAF . 7] leavewhenempty
36 TGP T 428 AT IS T 22 76 A Z1) b (10 W ] = s i O o (A0 2, =44 P PR BA 8108 53 0 T 250D
XN EIERA — R 5 HE 5 R B BE R R AT N . 2 Table13-7.

Table 13-7. Options that can be set for joinempty or leavewhenempty

Value Description

paused Members are considered unavailable if they are paused.

penalty Members are considered unavailable if their penalties are less than QUEUE_MAX_PENALTY.

inuse Members are considered unavailable if their device status is In Use.

ringing Members are considered unavailable if their device status isRinging.

unavailable  Appliesprimarilytoagent channels;iftheagentis not loggedin butisa member of the queue it is considered
unavailable.

invalid Members are considered unavailable if their device status is Invalid. This is typically an error condition.

unknown Members are considered unavailable if device status is unknown.

wrapup Members are considered unavailable if they are currently in the wrapup time after the completion of a call.

XTT joinempty EIUKUL, 7£ WERFAYSE N BAFURT, FrA 8BRS 08 #R AR HE VR
B2 A AR AR 2 AT R o a0 ST (1) A A B 3 # AN A2 To R, PRI gl o v
HINEBA%, dialplan $4HAT T —2%"%. %T leavewhempty EITR 3, KRR VR B 1261
JE A A 2 DAB B IR ZS s W2 CE B A RO G ] DT HLUE, R 2 2 RS X
ANBAF,  dialplan R 48 2EH0AT T —%% .

% — /M H joinempty 11145 7

joinempty=paused,inuse,invalid
FERXANBCE T, R HEN NI Z B i BT BASI B A BPRES, JF B Aot
VEMABS, BrAEZRDH —A B RS A AE paused, inuse, BY invalid.

% —> leaveehempty HIf ¥

leavewhenempty=inuse,ringing

FERXAMGI T, BRB AR B3 RSB IR RO R A, T I I S R 588 H BAS, G RAS ek 1R
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ANBAF R 1 IR ZS BEAS A2 inuse A4/ ringing.

AR Asterisk MA#E H yes, no, strict, DA loose 1F A ix A% T A RCHUAE - 5 1H B
B Z B XS IOk 522 D Table13-8.

Table 13-8. Mapping between old and new values for controlling when callers join and leave queues

Value Mapping (joinempty) Mapping (leavewhenempty)
yes (empty) penalty,paused,invalid
no penalty,paused,invalid (empty)

strict  penalty,paused,invalid,unavailable  penalty,paused,invalid,unavailable

loose  penalty,invalid penalty,invalid

13.5.6/% FLocal Channels

f§1FH Local channels 1F BAS1 03 A& — FRAE SEBRERAT AL JIE 2 BT AT 553 dialplan 124 5L
PATHRAERRAT T o 230k, e R RATSEIE B sk, &E channel &, 5
ANHECE, WEFPMEK (X 2T o k%), BB MR AR AT — B AniE 4 H i
ZJa A B .

HAERNF ] Local channels B, EATAT MEAE(THE channels —#EIIABNS. 7E
queues.conf CAEH, 311 Local channel FIS0ED R -
; queues.conf
[support](StandardQueue)
member => Local/SIP-0000FFFF0001@MemberConnector ; pass the technology to dial over
; and the device identifier,
; separated by a hyphen. We'll
; break it apart inside the

; MemberConnector context.

# =«

-ﬂs“—| VE T RFRA T A AT PR AR AT e & I AR R AN B hs A 1 25
S MemberConnector context ], FRA &7 F (A8 77 O IRATTAT LA

W II'E:?' HEANZAEBEFFRHENTBRA ERFBIR L. AT

~ %" MemberConnector context F{ ] CUT() BRI B — AT (SIP) %5
—7> channel &5, AL —ANFB (0000FFFF0001) %375 — channel
g, NEEANTEAEHIXBAS channel 22 &I 1Y 23 .

fEiE 5 S, SRJG1E context 4% Local channel “JEFF” BSZ & — i H
HAMBHEAR CGELT PHP H1H explode() %0 .

28R, AT E MemberConnector context S [7RiZE 42 Y 22 3| AL J& -
[MemberConnector]
exten => _[A-Za-z0-9].,1,Verbose(2,Connecting ${CALLERID(all)} to Agent at ${EXTENY})

; filter out any bad characters, allowing alphanumeric characters and the hyphen
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same => n,Set(QueueMember=${FILTER(A-Za-z0-9\-,${EXTEN})

; assign the first field of QueueMember to Technology using the hyphen separator
same => n,Set(Technology=${CUT(QueueMember,-,1)})
; assign the second field of QueueMember to Device using the hyphen separator

same => n,Set(Device=${CUT(QueueMember,-,2)})

; dial the agent
same => n,Dial(${Technology}/${Device})

same => n,Hangup()

XFE, PRECE AFI RO AR IBZE T context, SRJEFRA T AT LAHRFTIX AN % . S8, KA
FAME R Local channel 1£4 queue member, Queue() A 75 BL&1TE FEAY FEPRAS, KR Y Local
channel flitbid 2 J5 (1523 https://wiki.asterisk.org/wiki/display/AST/Local+Channel+Modifiers
SREPOET /n BRI 25, X% F3 Local channel ML) . BAFIKE ISR Local
channel [FRRES, AN FRAT T SEBRZE M AR IR £ HRARAS

g, FATATLLLE Queue() i ML SE BRI B & TFH HARZS 5 Local channel REGER, Fr
L Local channel FPRZS B2 B 1 FRATTERERIRAT I 5% IR o BRATT A BA B e bk £
queues.conf FAZLUNT

; queues.conf

[support](StandardQueue)

member => Local/SIP-0000FFFF0001@MemberConnector,,,SIP/0000FFFF0001

—
| WA SIP channels 7 8E /AT SEHUR FRRASAE S, B DAIRAT AR ZUAHE AR AE A
"’I@i' Fil Local channels {F 9BA1 A 5 it U SIP channels.

PR A LE ] AddQueueMember() A1 RemoveQueueMember()S T2 5 216 384 T a5 BA
B, AR A FRAE AT HE channel —#f. AddQueueMember()t 2 %1% BRSO (state
interface) MIGET, WUEFRAIAE queues.conf Hifta & SUIARRE . 25013 BN R -

[QueueMemberlLogin]

exten => 500,1,Verbose(2,Logging in device ${CHANNEL (peername)} into the support queue)

; Save the device's technology to the MemberTech channel variable

same => n,Set(MemberTech=${CHANNEL(channeltype)})

; Save the device's identifier to the Memberldent channel variable

same => n,Set(Memberldent=${CHANNEL (peername)})

; Build up the interface name and assign it to the Interface channel variable

same => n,Set(Interface=${MemberTech}/${Memberldent})

; Add the member to the support queue using a Local channel. We're using the same

; format as before, separating the technology and the device indentifier with
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; @ hyphen and passing that information to the MemberConnector context. We then
; use the IF() function to determine if the member's technology is SIP and, if so,
; to pass back the contents of the Interface channel variable as the value to the

; state interface field of the AddQueueMember() application.

; *** This line should not have any line breaks
same => n,AddQueueMember(support,Local/${MemberTech}-${Memberldent}
@MemberConnector,,,${IF($[${MemberTech} = SIP]?${Interface})})

same => n,Playback(silence/1)

; Play back either the agent-loginok or agent-incorrect file, depending on what
; the AQMSTATUS variable is set to.
same => n,Playback(${IF($[${AQMSTATUS} = ADDED]?agent-loginok:agent-incorrect)})

same => n,Hangup()

BAEFRATAT LS Local channels [ BAZI A8 N & 1, ib3RATE — T anfafd= il 25 10
Y ] 22 - —2E I 9E SIP channels B 25 K E H 1S & - FATTHT LLH GROUP()F! GROUP_COUNTY()
PR ER R B R ) — A i [P I Y -4 AT AT BAIE 2 MemberConnector context >R SE X — ki
[MemberConnector]

exten => _[A-Za-z0-9].,1,Verbose(2,Connecting ${CALLERID(all)} to Agent at ${EXTEN})

; filter out any bad characters, allowing alphanumeric characters and the hyphen

same => n,Set(QueueMember=${FILTER(A-Za-z0-9\-,${EXTEN})

; assign the first field of QueueMember to Technology using the hyphen separator

same => n,Set(Technology=${CUT(QueueMember,-,1)})

; assign the second field of QueueMember to Device using the hyphen separator

same => n,Set(Device=${CUT(QueueMember,-,2)})

; Increase the value of the group inside the queue_members category by one

same => n,Set(GROUP(queue_members)=${Technology}-${Device})

; Check if the group@category is greater than 1, and, if so, return Congestion()

; (too many channels)

; *** This line should not have any line breaks

same => n,Execlf($[${GROUP_COUNT(${Technology}-${Device}@queue_members)} > 1]

?Congestion())

; dial the agent

same => n,Dial(${Technology}/${Device})

same => n,Hangup()

AT Congestion ()i [A] 4> S EUIE I 3R [H] A4 CEARIX KA T, (HIEIE R S5 BEA]

BHRITR, FFORSENT B4R 5 IR BRI TRA SEPRIER B — ML) . BRI AR BRI
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ULy AR AN i 1 (Bl 20 LA S BRI IA T, KR T1RA 2 BAF1
FGAMUABATIRPRAS ), (EE b — AT [ I 45 21 22 AN Y 47

BATE AT LU X A7 vk G @ — P e i F2 o SRARAS S B B Y AN AL (g,
M%ﬁ%ﬁ%%%%£F>@JULﬂﬁ%Gmwmﬁmmw;mmmuﬁﬁk%%ﬁA
AL B BRI I 5 0% B 10 77 sOR TR X AL (PR XK LB 7+ Execlf
FANTRVEAR LI o IXX0] T AEEHEIT L 35 30 FEAN AL 2 Tl 7 BRI — 2SI 50, TR XA
R AN A G T 3 2R3 TS 403 R A e B LR U (I DR A

13.6 PAFIZit: queue_log>CfH

1£ /var/log/asterisk H 3% T HJ queue_log UL E 3 % TR R8¢ 5E LHIBASIHIME B (BA
FUATIINECR),  BABU B AT AN TR B, 8555 ),  BLACHE NI AN BA A I L 043 L (1§J
wr, EATRPRESAIIEIEERE R channel 2880, BAAI H EBVZFT R, HEW LL#E
logger.conf U K4E# . 5 queue_log SCAF AR IR TA =4
queue_log

Controls whether the queue log is enabled or not. Valid values are yes or no (defaults to

yes).
queue_log_to_file

Controls whether the queue log should be written to a file even when a real time

backend is present. Valid values are yes or no (defaults to no).
queue_log_name

Controls the name of the queue log. The default is queue_log.

FAF H & e H SRS B — R A EA . queue_log SCAFHIFBAUNTT -
* Epoch timestamp of the event
* Unique ID of the call
» Name of the queue
» Name of bridged channel
* Type of event
* Zero or more event parameters

BE TSP G BB T H2EM . 2441 queue_log SCAFUNTT
1292281046|psy1-1292281041.87|7100|]NONE[ENTERQUEUE||4165551212|1
1292281046|psy1-1292281041.87|7100|Local/9996@MemberConnector|RINGNOANSWER|0
1292281048|psy1-1292281041.87|7100|Local/9990@MemberConnector CONNECT|2
|psy1-1292281046.90|0
1292284121|psy1-1292281041.87|7100|Local/9990@MemberConnector COMPLETECALLER|2|3073|1
1292284222|MANAGER|7100|Local/9990@MemberConnector REMOVEMEMBER|
1292284222|MANAGER|7200|Local/9990@MemberConnector REMOVEMEMBER|
1292284491|]MANAGER|7100|Local/9990@MemberConnector ADDMEMBER]|
1292284491|MANAGER|7200|Local/9990@MemberConnector ADDMEMBER]|
1292284519|psy1-1292284515.93|7100|]NONE[ENTERQUEUE||4165551212|1
1292284519|psy1-1292284515.93|7100|Local/9996@MemberConnector|RINGNOANSWER|0
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1292284521 |psy1-1292284515.93|7100|Local/9990@MemberConnectorl CONNECT|2
Ipsy1-1292284519.96|0
1292284552]MANAGER|7100|Local/9990@MemberConnectorREMOVEMEMBER)|
1292284552]MANAGER|7200|Local/9990@MemberConnectorREMOVEMEMBER)|
1292284562|psy1-1292284515.93[7100|Local/9990@MemberConnector COMPLETECALLER|241|1

WFEFRATAEIZX A T W1, RN FEFFA LR AME— 1D, fERELEALT, il
Asterisk Manager Interface (AMD) IXFERIAMIT RS FET, 2% PAFIBATHRAE ;s fEX BT,
PR fEME— ID T BB BIZE B MANAGER XL 747

Table13-9 fifiid 1A RSt L e R AtiIfE S .
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Table 13-9. Events in the Asterisk queue log

Event

ABANDON

ADDMEMBER

AGENTDUMP

AGENTLOGIN

AGENTLOGOFF

COMPLETEAGENT

COMPLETECALLER

CONFIGRELOAD

CONNECT

ENTERQUEUE

EXITEMPTY

EXITWITHKEY

EXITWITHTIMEOUT

PAUSE
PAUSEALL
UNPAUSE
UNPAUSEALL

Information provided

Written when a caller in a queue hangs up before his call is answered by an agent. Three parameters
are provided for ABANDON: the position of the caller at hanqup, the original position of the callerwhen
entering the queue, and the amount of time the caller waited prior to hanging up.

Written when a member is added to the queue. The bridged channel name will be populated with the
name of the channel added to the queue.

Indicates that the agent hung up on the caller while the queue announcement was being played, prior
to them being bridged together.

Recorded when an agent logs in. The bridged channel field will contain something like Agent/
9994 if logging inwith chan_agent, and the first parameter field will contain the channel logging
in (e.g., SIP/0000FFFF0001).

Logged when an agent logs off, along with a parameter indicating how long the agent was logged in
for.

Recorded when a call is bridged to an agent and the agenthangs up, along with parameters indicating
the amount of time the caller was held in the queue, the length of the call with the agent, and the
original position at which the caller entered the queue.

Same as COMPLETEAGENT, except the caller hung up and not the agent.
Indicates that the queue configuration was reloaded (e.q., via module reload app_queue.so).

Written when the caller and the agent are bridged together. Three parameters are also written: the
amount of time the callerwaited in the queue, the unique 1D of the queue member’s channel to which
thecallerwasbridged, and theameuntoftimethe queuemember'sphonerangprior tobeinganswered.

Written when a caller enters the queue. Two parameters are also written: the URL (if specified) and
the caller ID of the caller.

Written when the caller is removed from the queue due to alack of agents available to answer the call
(as specified by the Leavewhenempty parameter). Three parameters are also written: the position
of the callerin the queue, the original position at which the caller entered the queue, and the amount
of time the caller was held in the queue.

Written when the caller exits the queue by pressing a single DTMF key on his phone to exit the queue
and continue in the dialplan (as enabled by the context parameterin queves.conf). Four parameters
are recorded: the key used to exit the queue, the pesition of the caller in the queue upon exit, the
original position the caller entered the queue at, and the amount of time the caller was waiting in the
queue.

Written when the caller is removed from the queue due to timeout (as specified by the timeout
parameter to Queue( )). Three parameters are also recorded: the position the caller was in when
exiting the queue, the original position of the caller when entering the queue, and the amount of time
the caller waited in the queue.

Written when a queue member is paused.
Written when all members of a queue are paused.
Written when a queue member is unpaused.

Written when all members of a queue are unpaused.
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Event
PENALTY

REMOVEMEMBER

RINGNOANSWER

TRANSFER

SYSCOMPAT

Information provided

Written when a member's penalty is modified. The penalty can be changed through several means,
such asthe QUEUE_MEMBER_PENALTY () function, through using Asterisk Manager Interface, or
the Asterisk CLI commands.

Written when a queue member is removed from the queue. The bridge channel field will contain the
name of the member removed from the queue.

Logged when a queue memberis rung for a period of time, and the timeout value for ringing the queue
member is exceeded. A single parameter will also be written indicating the amount of time the
member's extension rang.

Written when a caller is transferred to another extension. Additional parameters are also written,
which include: the extension and context the caller was transferred to, the hold time of the caller in
the queue, the amount of time the caller was speaking to a member of the queue, and the original
position of the caller when he entered the queue.®

Recorded if an agent attempts to answer a call, but the call cannot be set up due to incompatibilities
in the media setup.

? Please note that when the caller is transferred using SIP transfers (rather than the built-in transfers triggered by DTMF and configured in
features.conf), the TRANSFER event may not be reliable.

13.7 B4

ARBERATIABIEARIFIYEASN TG, He T et 4, eiEA T, PLAATR fRe
MEEAT. 18 7 — ARSI 5, TAORER T i A B B 775 & m s o (B
518 H Local channels, E$EMt T AERERA A AL T 2 BT AT — 28 dialplan #HEIHE /7).
I HRE T 1E queues.conf, agents.conf, F1 queuerules.conf X AFHHHIFTA &I, ST NIRAT
PRAE RS4RI RIS RE ). 28R, BATIETHF E R MIAN TR BAIIEM 4, Fr A 5 |AT0
HTRFIHE, CLECHAEIE LR AR B s & Fh A A 240

RIEAR RS AL ENR, IR Z RS AR I 1 AR 1) 7 SO URATT A 7] SEIR— 2R D (R BA A1
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R

TEL — A AR A D HE AL T CLLE VR A BE T 2 (R RFid o A% 0, SR, AR R A
EHRSS N il AR REEZ S~ #aEdl, mRIRAFESR, HPWEREA L B
SARFFEGINE SRS . — DEAR R HEABL el 2 2 PARAR AR, EO9 AT A LR
752 BT AN 2 NP LR BIRZS o

2. T A TUA S 2 R W Y v O F R BRI 25 R HEBA S 14, 91 41 James C.Abbott [¥] The Executive Guide
to Call Center Metrics ( Robert Houston Smith).

TE3. SR TH] (Wrapup time) 5209 1 45 AR N SR — B 18] 76 58 il e W Jm A B E S B e SR AR .
EIRAL T U T8 FRIYIZE AR SAAESIT R — > FL T AT A B 2 E 55

TE4. WU (i B AN SRR () AR BA B AT 22 T — NS A Tl R

7S, 05 Queue()H) R —%% dialplan 1B A E L, T ASIR IR 3k £ B o
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