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1
CLOUD AGENT REALIZING METHOD AND
SYSTEM, AND CLOUD AGENT SERVER

TECHNICAL FIELD

The disclosure relates to the field of communication, and in
particular to a cloud agent realizing method and system, and
a cloud agent server.

BACKGROUND

A Call Center (CC) system is a customer service system
established via telecommunication CC technology. A user
dials a unified access number of the CC through a phone
terminal device. An Interactive Voice Response (IVR) device
of'the CC provides a voice navigation service to the user. The
user selects service content as needed by pressing a key
according to a prompt of a voice menu. If an automatically-
played voice service fails to meet a requirement of the user,
the user may switch to a human service by pressing a key as
provided in a voice system. After the user switches to the
human service, the CC system will queue the user according
to the type of the service required by the user, find an idle
agent having a corresponding skill, and guide the call of the
user to the agent such that the agent may serve the user.

FIG. 1 is a diagram of a structure of an existing CC system.
As shown in FIG. 1, in a current Internet Protocol CC (IPCC)
or a Next Generation CC (NGCC), both a platform and an
agent are limited in capacity. An agent is connected to a CC
datanetwork directly, or crossing a network of agents through
a firewall, s0 as to be connected to a CC Computer Telephony
Integration (CTI device) device. A softphone or an IP phone
used by an agent accesses the CC data network across the
network of agents through a Session Border Controller
(SBC), so as to be connected to a CC Automatic Calling
Distributor (ACD) device. In the current IPCC or NGCC, an
agent software configuration is local to the agent, and
includes information such as an address port of a server, a
recording parameter and a playing parameter.

Ina Next Generation CC cloud (NGC3), the requirement of
dynamic scheduling of NGC3 resources is met thanks to use
of a virtual machine and a resource pool, and a CTI&ACD
device (integrating CTI device and ACD functioning simul-
taneously) is deployed for dynamic device deployment and
resource resizing.

In NGC3, in order to meet requirements of linear capacity
increase and dynamic resizing, instead of using a small-size
machine or a Personal Computer (PC) server with a single
node, a CTI&ACD device is deployed using virtual machines
each with a small capacity and using a resource pool, and the
overall capacity of the NGC3 is extended with multiple
devices or resources. When the capacity of the NGC3 system
is insufficient, devices or resources may be added. When the
capacity of the NGC3 system is more than enough, the system
may release part of the devices or resources dynamically. At
the same time, an NGC3 cloud CC has to meet the support of
a cloud desktop by cloud computation and support agent
access at multiple locations.

The following issues may exist in applying a conventional
NGCC agent system and a logging method thereof to the
NGC3:

1) in a conventional NGCC, an agent parameter is config-
ured locally; while in the NGC3, it is very difficult for a
system administrator to configure a parameter of the agent on
site at each location due to widely-distributed cloud agents;
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2) in a conventional NGCC, a single CTI device and a
single ACD device fail to meet requirements on a cloud CC in
the NGC3, such as linear capacity increase and dynamic
resizing;

3) in the NGC3, as there are multiple CTI&ACD devices
with dynamic resizing, an agent cannot determine which
CTI&ACD device should be used at present;

4) due to limitation of capacity of an SBC and a firewall, as
well as requirements of access network routing, each
CTI&ACD device in the NGC3 may be mapped to different
addresses on each SBC and firewall, and thus an agent cannot
determine which mapped address should be used at present.

Therefore, a conventional way of connecting an agent and
an agent phone to a single device node fails to meet a require-
ment of the NGC3, which requires a new way of realizing a
cloud agent.

SUMMARY

In view of this, it is desired that embodiments of the dis-
closure provide a cloud agent realizing method and system,
and a cloud agent server, capable of realizing cloud agent
registration and management in an NGC3.

To this end, a technical solution of an embodiment of the
disclosure is realized as follows.

A cloud agent realizing method includes steps of:

communicatively connecting an agent to a cloud agent
server, and acquiring, by the agent, a parameter of the agent
and a parameter of the cloud agent server from the cloud agent
server; and

logging, by the agent, into the cloud agent server according
to the acquired parameters.

In an embodiment, the step of acquiring, by the agent, a
parameter of the agent and a parameter of the cloud agent
server from the cloud agent server may be implemented by:

connecting the agent to an AgentProxy of the cloud agent
server through a distributing device; and sending, by the
agent, the AgentProxy an operator identifier and login infor-
mation, or an agent identifier and login information, and
applying for the parameter of the agent and the parameter of
the cloud agent server; and

acquiring, by the AgentProxy, the parameter of the agent
and the parameter of the cloud agent server and forwarding
the acquired parameters to the agent.

In an embodiment, the step of acquiring, by the Agent-
Proxy, the parameter of the agent and the parameter of the
cloud agent server may be implemented by:

acquiring, by the AgentProxy, the parameter of the agent by
accessing a database or a configuring server, accessing a Core
Distribute Module (CDM) to acquire information on a Call
Control Block (CCB) to which the agent is to log in, and then
acquiring the parameter of the cloud agent server from the
database or the configuring server according to the acquired
information on the CCB to which the agent is to log in and the
login information.

In an embodiment, the information on the CCB may be one
or more of a device number, an Internet Protocol (IP) address
and a Media Access Control (MAC) address.

In an embodiment, the parameter of the cloud agent server
may include information on a communication address of a
firewall of a Computer Telephony Integration (CTI device)
device and a communication address of a Session Border
Controller (SBC) of an Automatic Calling Distributor (ACD)
of'a Call Control Block (CCB); and

the step oflogging, by the agent, in to the cloud agent server
according to the acquired parameters may be implemented
by:
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logging, by the agent, in to the CTI device in the CCB
through the firewall according to information on the commu-
nication address of the firewall of the CTI device, and logging
in to the ACD in the CCB through the SBC according to the
information on the communication address of the SBC.

In an embodiment, the CDM may be communicatively
connected to a cloud scheduling module; the cloud schedul-
ing module may apply for or release a cloud resource device
in a cloud resource pool; and the method may further include
a step of requesting, by the CDM, the cloud scheduling mod-
ule to apply for or release a cloud resource device according
to a load condition of a CCB at present.

In an embodiment, the method may further include steps
of: after the step of requesting, by the CDM, the cloud sched-
uling module to apply for a cloud resource device, dynami-
cally deploying, by the CDM or the cloud scheduling module,
a CCB on the cloud resource device; and reporting, by a
newly deployed CCB, a status and a number of online agents
on the CCB to the CDM.

In an embodiment, the agent may be connected to an
AgentProxy through a short connection protocol.

A cloud agent server, includes an AgentProxy, wherein the
AgentProxy specifically includes:

an interface unit configured for being communicatively
connected to an agent and receiving an operator identifier and
login information or an agent identifier and login information
sent by the agent; and

an acquiring unit configured for acquiring, according to the
operator identifier and login information or the agent identi-
fier and login information sent by the agent and received by
the interface unit, a parameter of the agent and a parameter of
the cloud agent server, and forwarding the acquired param-
eters to the agent through the interface unit.

In an embodiment, the cloud agent server may further
include a Core Distribute Module (CDM) communicatively
connected to the acquiring unit, wherein

the acquiring unit may be further configured for accessing
the CDM to acquire information on a Call Control Block
(CCB) to which the agent is to log in, and then acquiring the
parameter of the cloud agent server according to the acquired
information on the CCB to which the agent is to log in and the
login information.

In an embodiment, the cloud agent server may further
include a cloud scheduling module communicatively con-
nected to the CDM, wherein

the CDM may be further configured for requesting the
cloud scheduling module to apply for or release a cloud
resource device in a cloud resource pool according to a load
condition of a CCB at present.

In an embodiment, the CDM or the cloud scheduling mod-
ule may be further configured for dynamically deploying,
after the cloud scheduling module applies for a cloud
resource device, a CCB on the cloud resource device, and
having a newly deployed CCB to report a status and a number
of online agents on the CCB to the CDM.

A cloud agent realizing system, includes an agent and a
cloud agent server as aforementioned.

According to a cloud agent realizing method and system as
well as a cloud agent server according to embodiments of the
disclosure, an agent is communicatively connected to a cloud
agent server, acquires a parameter of the agent and a param-
eter of the cloud agent server from the cloud agent server, and
logs in to the cloud agent server according to the acquired
parameters. It can be learned that with embodiments of the
disclosure, an agent side may access a system flexibly at
multiple locations in a cloud CC, with the following benefi-
cial effect:
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1) difficulty in agent deployment and usage is reduced; the
agent side does not have to configure a local parameter; and a
user may acquire an agent just by accessing the system, thus
meeting the requirement to access the system at any location
of the cloud CC;

2) in an NGC3 cloud CC, when there are more agents to be
logged in than capacity of CCBs running at present, a CDM
may request a resource pool for a resource and deploy a CCB
dynamically; when logged-in agents decrease far below the
capacity of CCBs running at present, the CDM may release a
CCB resource dynamically to the resource pool to save
energy;

3) any cloud agent can acquire a correct CCB address
during agent CCB dynamic resizing and disaster tolerant
switching; and

4) when an agent may log in at different locations, and a
CCB may be mapped to different firewall and SBC addresses,
the system is able to select an address from the different
addresses automatically according to a location where the
agent logs in.

In short, with the embodiments of the disclosure, cloud
agent registration and management are realized in an NGC3.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 11s a diagram of a structure of an existing CC system;

FIG. 2 is a flowchart of a cloud agent realizing method
according to an embodiment of the disclosure;

FIG. 3 is a detailed flowchart of a cloud agent realizing
method according to an embodiment of the disclosure;

FIG. 4 is a diagram of a structure of a cloud agent realizing
system according to an embodiment of the disclosure; and

FIG. 5 is a flowchart according to an embodiment of the
disclosure.

DETAILED DESCRIPTION

According to embodiments of the disclosure, an agent is
communicatively connected to a cloud agent server, acquires
a parameter of the agent and a parameter of the cloud agent
server from the cloud agent server, and logs in to the cloud
agent server according to the acquired parameters.

FIG. 2 is a flowchart of a cloud agent realizing method
according to an embodiment of the disclosure. As shown in
FIG. 2, the method includes steps as follows.

In step 201, an agent acquires a parameter of the agent and
a parameter of a cloud agent server from the cloud agent
server;

here, the agent is communicatively connected to the cloud
agent server, and the step specifically includes that: the agent
is connected to an AgentProxy of the cloud agent server
through a distributing device, and sends the AgentProxy an
operator identifier and login information, or sends the Agent-
Proxy an agent identifier and login information; and applies
for the parameter of the agent and the parameter of the cloud
agent server; and

the AgentProxy acquires the parameter of the agent and the
parameter of the cloud agent server and forwards the acquired
parameters to the agent.

Further, the AgentProxy may acquire the parameter of the
agent and the parameter of the cloud agent server by acquiring
the parameter of the agent by accessing a database or a con-
figuring server, accessing a CDM to acquire information on a
CCB to which the agent is to log in, and then acquiring the
parameter of the cloud agent server from the database or the
configuring server according to the acquired information on
the CCB to which the agent is to log in and the login infor-















