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Last Called Agent Routing

Last Called Agent Routing

This topic summarizes how to use Composer to create a routing strategy that gives the calling
customer the option to speak to the agent who handled their previous call or to wait for a
callback from that agent.
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Last Called Agent (LCA) Routing

You can use Composer to create an Integrated Voice and Route application that routes a customer
call to the agent who last spoke with that customer (last called agent or LCA routing). The sample
below summarizes one way to configure LCA routing. In this sample, an Interaction Workspace

custom extension retrieves the last called agent information from the Universal Contact Server (UCS)
Database.

Note: You can set the Contact Server Interaction Workspace option contact.last-called-agent.enable
to save the last called agent ID to the Universal Contact Server database. To use the agent ID in a
routing workflow, you can use Expression Builder to create a custom extension (such as that shown in
the sample below) that retrieves the agent ID from the UCS Database. Interaction Workspace
installed "out-of-the-box" does not supply the extension used in the sample below.

Scenario Summary

e A customer calls the contact center and the call is routed to an agent.

¢ The agent ID and the call time is saved to the customer contact information in the UCS database. As a
result, a future call from the customer can be routed to the same agent.

 If the customer calls again and requests the last called agent, the call is routed to that agent. If that

agent is unavailable, the voice treatment offers three options: Request a callback, Wait, or Leave a
voicemail.

Interaction Process Diagram

All Composer routing applications start with an interaction process diagram (IPD). For a routing
application used for voice only interactions, an IPD Workflow block points to a workflow resource
(diagram). In the Workflow block shown in the figure below, the resource is the
LastAgentAndVoiceMail.workflow diagram.
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The sample workflow diagram that demonstrates LCA routing is shown below.
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Each block in the workflow diagram is labeled with text that summarizes its function. This text
appears below the block name. The next section discusses key blocks in the diagram.

o
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Play Application Blocks

The above workflow diagram contain various Play Application blocks. These are numbered in the
figure below.
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Reviewing the various voice prompts associated with these Play Application blocks helps you
understand the flow.
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last _agent 001.vox
last _agent 002.vox
last agent 003.vox
last _agent 004.vox

next available agent.

last _agent 005.vox
previously?

last _agent 006.vox

last _agent 007.vox
agent call you back,

last agent 008.vox
will call you

last agent 009.vox
tone.

last agent 010.vox
agent.

last agent 011.vox

Welcome. Please enter your four digit account number

Ok, got it.

Please hold while I transfer your call to an agent ....

Sorry, all of our agents are currently busy. Please hold for the

Would you like to be connected to the agent that you spoke with

For yes, press 1. For no, press 2.

Ok, checking agent availability

Sorry, your agent is not available at the moment. To have the
press 1. To leave a voicemail for the agent, press 2.
Or just wait on the line for the agent.

Thank you, your callback request has been registered. The agent
back soon. Goodbye.

Ok, to leave a voicemail for the agent, being speaking at the

When you are finished, you can simply hang up or press pound.
Your voicemail has been recorded and will be delivered to the

Thank you for calling, goodbye.
Sorry, I didn't get that.

Blocks Used for LCA

This section summarizes the important blocks used for LCA routing in this particular sample. The
figure below numbers the LCA-related block with the numbers keyed to descriptions further ahead.
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1. The Identify Customer block (1) uses the account numbered entered by the customer to search for
contact information in the Universal Contact Server Database. A Branching block (1) causes the
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workflow to take different paths based on whether customer data is or is not found.

2. If found, an Assign block (2) assigns LCA information to variables.

.
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%a Assign Daka E

Assign data to the variables

Yariable Expression Add...
Customer[0].Firsthame

Lask_name Customer[0].Lastiame

LCA_VoiceEmpld Customer[0]['LCA_EmplID_wvoice'] ¥ (Customer[0].LCa_EmplID_voice, conskruckor
ariables

LCA_MoiceTimesStamp Cuskormer[0]['LCA_Timestamp_voice'] ¥ (Cuskamer[0].LCA_TimeStamp_voice. cor

a | i
@:‘ Ik I Carncel |

3. The ECMAScript block (3) calls a script created in Expression Builder to get the last called agent ID.
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= Expression Builder

Expression Builder

Build an expression in the Expression field by selecting the operator{s) and data element(s) from the categories and subcategories below,
¥ou may also bype an expression directly into the Expression field.

B oo B X N =)
Copy Cub Paste Delete Undo Redo alidate
Expression field tyvpe filker bext

1 wvar agenk_id =";
2 target = "7:Customer_Service =0@5tat_Server QA"
3

|»

Custameric ;I
Cusktomer_segment

First_narmne

Lask_name

Cuskomer_pw

4 if {Customer, construckor == Array)
5 contact = Customer[0];

6 else

7 contact = Customer;

9 var inputl = new Object(); Timeout
10

ApplicationTOPlay

&
&
&
&
&
4 donotrepeat
A
11 First_name = contact.FirstMame; 4
&
&
&

12 Last_name = contact.LastMame; CustomerPhoneCOffice
13 /LA _WoiceEmpld = contack, LCA_EmplID_woice; L AT—

14 //LCA_WoiceTimeStamp = contact. LCA_TimeSkamp_voice; .

15 ifLCA

16 inputl.FirstName = First_name;

17 inputl LastMame = Last_name; & LCA_YaiceTimeStamp

18 inputl.wrongdata = donotrepeat;

19 input1.Phonetumber = CustomerPhoneCffice;
i) p— & calflowParams LI
21 [ callFlow parameters —
2 inputl.p_first_name = First_nare; FrE— |
3 inputl.p_last_name = Last_name;

4 inputl.p_url = ‘http: fusns, google. com';

S input1.p_tier = 'tier 3;

76 input 1. p_viewname = 'some viewname';

27 inpukl.p_account_nurm = Customer_pin;

3 input1.PF3_id = Cuskomer_pin;

9 |} input 1. Contactld = contact. customer_id;

50

51 logText = 'TIMESTAMP - "+ LCA_VoiceTimeStamp +" + ', AGENT - "+ LCA_WoiceEmpId +'
el il

33/ UCS returns UTC IS0 8601 format - = 2009-09-25T19:03:122

54 if (LCA_VoiceTimeStamp & LCA_VoiceEmpld)

& target

Enter Description
nitial value:'Enter Yalus'

b5 {

B6 war v_vear = parselnb{LCA_VWoiceTimeStamp. substring(0,4),10); NUCS returns L

37 i/ar ¥ month = DarseIntt’LCIA YoiceTimeStamo,substrinal’s, 71,100 _l;l
4 3

Foow:54 Column: 30

|
@ oK I Cancel |

4. If the last called agent is found, a Branching block (4) sends the interaction to another Play Application
block.

5. This Play Application block (5) prompts the customer: "Would you like to be connected to the agent that
you spoke with previously? For yes, press 1. For no, press 2."

6. If the customer presses 1, another Branching block (6) directs the interaction to a Target block (7),
which routes the call to the last called agent. If the agent is unavailable, the customer is given the
option of a callback or waiting for the agent.

For more information on this particular sample and last agent routing in general, please contact
Genesys Technical Marketing.
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