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Framework-Only Call Flows: Inbound

Framework-Only Call Flows: Inbound

This page illustrates inbound call flows that Genesys Info Mart supports in deployments with a basic,
Framework-only solution.

Based on the dialed number, voice interactions that arrive at the switch are queued to an ACD queue
that represents a requested skill, service type, or customer segment. Agents who are logged into the
ACD queues handle the interactions.

The following inbound call flows are supported:

Inbound to agent via ACD queue

¢ Inbound to agent directly

e Mute transfer to ACD queue

¢ Mute transfer to agent

e Consult to agent via ACD queue, and then retrieve

* Consult to agent, and then retrieve

¢ Consult to agent via ACD queue, and then transfer

e Consult to agent directly, and then transfer

* Consult to agent via ACD queue, and then conference

¢ Consult to agent directly, and then conference

e Consult and transfer of a conference — Customer present throughout
* Consult and transfer of a conference — Customer leaves

¢ Consult and conference of a conference — Customer present throughout

e Consult and conference of a conference — Customer leaves

Introduced transfer

For other supported call flows, see Validated Voice Call Flows.

Important

Flows that start in a diagram under one of the other solutions can resume in another
diagram under this solution (for example, if a voice interaction in Universal Routing is
routed to an agent, and the agent performs a two-step transfer to another agent).
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Inbound to agent via ACD queue

In this call topology, an inbound call is delivered to an agent
via an ACD queue. The interaction arrives at the ACD queue,
and the ACD queue diverts it to an agent. DiveredTo
ACD Cuesue 1

This diagram and all other diagrams that include ACD queues
also illustrate how Genesys Info Mart represents the call flow
when the mediation resource is a SIP Server hunt group,
instead of a regular ACD queue. In the case of a hunt group
with parallel call distribution, Genesys Info Mart creates an IRF
for the hunt group member that answers the call; the hunt
group members that do not answer the call are not
represented in the interaction. For more information about
how Genesys Info Mart represents hunt group activity, see
Hunt groups.

Technical Descriptors illustrated:

* DivertedTo/Completed

Inbound to agent directly

Recaived

In this call topology, an inbound call is answered directly by
an agent.

Technical Descriptors illustrated:

* Received/Completed ka/

Complated

Mute transfer to ACD queue

In this call topology, an inbound call arrives at the ACD queue and is diverted to an agent. The agent
then mute-transfers the call to another ACD queue.

There are three possible outcomes of a call that is mute-transferred to an ACD queue:
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* The call is abandoned while it is in the second ACD queue.

* The call is abandoned while it is ringing at the second agent.

* The call is successfully transferred to the second agent.

Mute transfer to ACD queue — Abandoned in queue

For this outcome, the call is
abandoned while it is in the
second ACD queue.

Technical Descriptors illustrated:

e DivertedTo/Transferred

e ReceivedTransfer/
CustomerAbandoned
[AbandonedWhileQueued]

ACD Queue 1

DivestadTo

i

RecaivedTransfar

Dial
(Cons Init) ACD Queue 2
Customer
Transferred Abandoned
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Mute transfer to ACD queue — Abandoned while ringing

For this outcome, the call is
diverted to the second agent,
but it is abandoned while
ringing.

If ACD Queue 2 is a parallel hunt
group, the resulting IRF (identified in

the diagram as the IRF for Agent 2) is
for the hunt group.

Technical Descriptors illustrated:

e DivertedTo/Transferred

e InitiatedConsult/
Transferred

e ReceivedTransfer/
CustomerAbandoned
[AbandonedWhileRinging]

ACD Queaue 1

: Mediation’

DivertedTo

InitiatedCorsult

ReceivedTransfer

CD Chuaues 2

i

Dial
(Cons Init)

Transfarrad

Transferred

.

A 4

Customer
Abandonad
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Framework-Only Call Flows: Inbound

Mute transfer to ACD queue — Completed

For this outcome, the call is
successfully diverted to
another agent.

Technical Descriptors illustrated:

e DivertedTo/Transferred

e |nitiatedConsult/
Transferred

e ReceivedTransfer/
Completed

ACD Queue 1

DivertedTo

InitiatedConsult

ReceivedTransfer

ACD Queue 2

Dial
(Cons Init)

Transferred

Transferred

A &

Agent 2

Talh)

Completed
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Mute transfer to agent

Received InitiatedConsult | ReceivedTransfar

This call topology shows the outcome of a call that arrives at :
an agent, who answers the call and then mute transfers it to / ;
another agent. /Talk/

Technical Descriptors illustrated: ,L A9

Dial Ring

* Received/Transferred {Cons Init) {Cons Rov)

e |nitiatedConsult/Transferred = — SEORSES

* ReceivedTransfer/Completed D Xfer)

Talk
Post Consg
Xfier)

Transferred Transfered Completed

Consult to agent via ACD queue, and then retrieve

In this call topology, an inbound call arrives at the ACD queue and is diverted to an agent. The agent
consults to another ACD queue, and the call is diverted to another agent. The consultation ends when
the first agent retrieves the call.

There are three possible outcomes of a call that is retrieved after a consultation has been initiated:
* The call is retrieved while it is in the second queue.

e The call is retrieved while it is ringing at the second agent.

* The call is retrieved after the consultation is completed.
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Consult to ACD queue — Abandoned in queue

For this outcome, the call is
retrieved while it is in the
second ACD queue. Note that
from the IRF perspective, the
call is abandoned from the
queue because no new
handling resource receives
the call from the queue.

Technical Descriptors illustrated:
* DivertedTo/Completed

e |nitiatedConsult/
Abandoned

e ReceivedConsult/
Abandoned

ACD Cueue 1

 Mediation:

DivertedTo

Initiated Consult

RecaivedConsult

Consult to ACD queue — Abandoned while ringing

For this outcome, the call is
retrieved while it is ringing at
the second agent. Note that
from the IRF perspective, the
call is abandoned from the
queue because the new
handling resource, Agent 2,
never receives the call.

If ACD Queue 2 is a parallel
hunt group, the resulting IRF
(identified in the diagram as
the IRF for Agent 2) is for the
hunt group.

Technical Descriptors illustrated:
* DivertedTo/Completed

 InitiatedConsult/
Abandoned

» ReceivedConsult/
Abandoned

ACD Queue 2
Dial :
(Cons Init)
Completed Abandoned Abandoned
Diverted To InitiatedCorsult ReceivedConsult
ACD Queue 1
ACD Quieue 2
Mediation
Dial . Agent 2
(Cons Init) i
Ring
(Cons Rev)
Talk/
Completed Abandoned Abandoned
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Consult to ACD queue — Completed

For this outcome, the call is
retrieved after the
consultation is completed.

Technical Descriptors illustrated:

* DivertedTo/Completed

 InitiatedConsult/
Completed

e ReceivedConsult/
Completed

Consult to agent, and then retrieve

This call topology shows the outcome of a call that arrives at
an agent, who consults to another agent. The consultation
ends when the first agent retrieves the call.

Technical Descriptors illustrated:
* Received/Completed
* InitiatedConsult/Completed

* ReceivedConsult/Completed

Agent 1

DivertedTo InitiatedCorsult ReceivedConsult
ACD Queue 1
ACD Quiaue 2
Mediation
Dial X Agent 2
(Cons Init) o
Ring
(Cons Rev)
Talk Talk
(Cons Init) (Cons Rov)
Comgpleted Completed Completed
Received InitiatedConsult | ReceivedConsult

Dial Rirg
{Cons Init) {Cons Rov)
Talk Talk
{Cons Init) (Cons Row)
Completed Completed Completed
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Consult to agent via ACD queue, and then transfer

Diverted To InitiatedCorsult RecaivedTransfar
) ACD Queue 1
This call topology shows the ; =
outcome of a call that is
transferred after a
consultation. The call arrives
at the ACD queue and is
diverted to an agent. The
agent consults to another
ACD queue, and the call is
diverted to another agent. -
The consultation ends when ,. ACD Queue 2
the first agent transfers the " |
call. Mediation
. . . Dial Agent 2
Technical Descriptors illustrated: (Cons Init) »
Ring
» DivertedTo/Transferred (Cons Rov)
 InitiatedConsult/ Talk Talk
4 ai
1LEL S (Cons Init) (Cons Rev)
e ReceivedTransfer/ 7
ai
Completed Post Cons'
Xfiar)
Transferrad Transfered Completed
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Consult to agent directly, and then transfer

This call topology shows the outcome of a call that is
transferred after a consultation. The call arrives at an agent,
who consults to another agent, and then transfers the call.

The consultation ends when the first agent transfers the call.

Technical Descriptors illustrated:
e Received/Transferred
 I|nitiatedConsult/Transferred

e ReceivedTransfer/Completed

Received

7

InitiatedConsult

ReceivedTransfer

Dial Ring
(Cons Init) (Cons Rov)
Talk Talk
(Cons Init) (Cons Rov)
Talk
Post Cons/
Xifer)
Transferred Transferred Completed
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Consult to agent via ACD queue, and then conference

This call topology shows the
outcome of a call that is
conferenced after a
consultation. The call arrives
at the ACD queue and is
diverted to an agent. The
agent consults to another
ACD queue, and the call is
diverted to another agent.
The consultation ends when
the first agent conferences
the call.

Technical Descriptors illustrated:

e DivertedTo/Conferenced

e |nitiatedConsult/
Conferenced

* InConference/Completed

ACD Queue 1

DivertadTo InitiatedConsult InConferance
ACD Quieue 2
Mediation
Dial Agent 2
(Cons Init) o
Ring
(Cons Rev)
Talk Talk
(Cons Init) (Cons Rov)
Talk Talk
L Conf Init)] CiConf Join)
Conferenced Conferenced Completed
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Consult to agent directly, and then conference

This call topology shows the outcome of a call that is
conferenced after a consultation. The call arrives at an agent,
who consults to another agent. The consultation ends when
the first agent conferences the call.

Technical Descriptors illustrated:
e Received/Conferenced
e |nitiatedConsult/Conferenced

* InConference/Completed

Received

7

-

InitiatedConsult

InConferance

Dial Ring
[Cons Init) [Cons Rowv)

Talk Talk
[Cons Init) {Cons Rov)

Talk Talk
(Conf Inity) L(Conf Join)]
Conferenced Conferenced Completed
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Consult and transfer of a conference — Customer present

throughout

This call topology shows the
outcome of the transfer of a
conference. The call arrives
at an agent, who consults to
another agent and then
conferences the call. The
second agent then consults
to a third agent. The
consultation ends when the
second agent transfers the

conference to the third agent.

The customer is present for

the entire duration of the call.

Technical Descriptors illustrated:

e Received/Conferenced

 InitiatedConsult/
Conferenced

e |InConference/Transferred

* |nitiatedConsult/
Transferred

* ReceivedTransfer/
Completed

InitConsult

InConference

G

InitConsult

RecaivedTransfer

Diial Ring
[Cons Init) [(Cons Rev)
Talk Talk
(Cons Init) (Cons Row)
Talk
oo o)
Dvial Ring
(Cons Init) [Cons Rov)
Talk
[ACenf Init)
Talk Talk
{Cons Init) (Cons Rev)
Talk
[Post Cons
Hler)
Conferenced Conferenced Transferred Transfemred Completed
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Consult and transfer of a conference — Customer leaves

This call topology shows the
outcome of the transfer of a

conference. The call arrives Received InitConsult InConfersnce InitConsult ReceivedTransfer
at an agent, who consults to
! Agent 1
another agent and then -
conferences the call. The
second agent then consults
to a third agent. The
consultation ends when the alk
p
second agent transfers the % . ;@ '@
conference to the third agent. Dial Ring
The customer leaves the call (Cens Init) (Cons Rev)
before the second agent
H Talk Talk
consults the third agent. (Corm it (Cons Rov)
Technical Descriptors illustrated: ' a”/"' (A,
- —-——————— — - = = ——— = — — - Customer releases
» Received/Conferenced (Cont Init) (Conf Join} Agent 2
* InitiatedConsult/ [Gﬂﬁif',nm ,;C;i;‘gw
Conferenced Haold
(Gont doin) Talk Talk
=1 =1
e InConference/Transferred (Cons Init) {Cons Rev)
 InitiatedConsult/ [P;?gm
5
Transferred Xen
* ReceivedTransfer/ Conferenced Conferencad Transferred Transferrad Completed

Completed
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Consult and conference of a conference — Customer present

throughout

This call topology shows the
outcome of the conference of
a conference. The call arrives
at an agent, who consults to
another agent and then
conferences the call. The
second agent then consults
to a third agent. The
consultation ends when the
second agent conferences
the third agent. The customer
is present for the entire
duration of the call.

Technical Descriptors illustrated:

* Received/Conferenced

e |nitiatedConsult/
Conferenced

¢ |InConference/Conferenced

 |nitiatedConsult/
Conferenced

* InConference/Completed

InitConsult

InConference

G

InitConsult

InConferance

Diial Ring
[Cons Init) [Cons Rev)
Talk Talk
[Cons Init) [(Cons Rev)
Talk
o o]
Dvial Ring
(Cons Init) [Cons Rov)
Talk Hold
{Canf Init) {Conf Jain)
i Talk Talk
{Cons Init) {Cons Rev)
Talk Talk
CiGonf Init)’] Canf Join]
Conferenced Conferenced Conferenced Conferenced Completed
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Consult and conference of a conference — Customer leaves

This call topology shows the
outcome of the conference of
a conference. The call arrives
at an agent, who consults to
another agent and then
conferences the call. The
second agent then consults
to a third agent. The
consultation ends when the
second agent conferences
the third agent. The customer
leaves the call before the
second agent consults the
third agent.

Technical Descriptors illustrated:
* Received/Conferenced

* |nitiatedConsult/
Conferenced

¢ |InConference/Conferenced

 |nitiatedConsult/
Conferenced

* InConference/Completed

Introduced transfer

Received ImitConsult InConference InitConsult InConference
Poe
/T alk:
Dial Ring
(Cons Init) (Cons Rev)
Talk Talk
(Cons Init) (Cons Rov)
Ak
(Gont o)
Dial Ring
(Cons Init) {Cons Rcv)
Hold
(Canf Init) (Conf Join) Talk Talk
(Cons Init) (Cons Rov)
Talk Talk
{Conf Init) {Conf Join)
Conferenced Confarenced Caonferenced Conferenced Completed

- Customer releases

This call topology shows the reporting results for a short conference that is treated as an introduced
transfer, instead of as a regular conference. An introduced transfer occurs when an agent
conferences in another agent and then leaves the call before the threshold specified by the
introduced-transfer-threshold configuration option is reached. The transfer is achieved through either
a two-step or a single-step conference.
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Two-step introduced transfer

Received InitiatedConsult | RecaivedTransher
Introduced
Transfer
Agent 1 transfers the call to Agent 1
Agent 2 via a two-step
conference. Agent 1 leaves :
the conference before the Ring
introduced-transfer-threshold
is reached, while Agent 2 %;ﬁz/
remains on the call with the / -H L2
customer. /’// A = * =
i . . Dial Ring
Technical Descriptors illustrated: (Cons Init) (Cons Rev)
Hold
* Received/Transferred Talk Talk
[IntroducedTransfer] [Cons Init) (Cons Rov)
e InitiatedConsult/y TR -"//
Transferred Duauunﬂh.Lsrm / / 7 4%
a
[IntroducedTransfer] 1 (Post Cons
. Xer)
* ReceivedTransfer b
[IntroducedTransfer]/Complet %/%
Transferred Transferred Completed
Introguced Introdiced
Transfer Transfer
Single-step introduced transfer
Received
Agent 1 transfers the call to Agent 2 via a single-step
conference. Agent 1 leaves the conference before the
introduced-transfer-threshold is reached, while Agent 2
remains on the call with the customer.
Support for single-step introduced transfers is limited to
deployments in which ICON 8.1.500.04 or higher supports
single-step conference (see the Interaction Concentrator 8.1.x
Release Note).
Technical Descriptors illustrated: %
............. - i
» Received/Transferred [IntroducedTransfer] Duration < Iﬁm?'f?ﬁ.%/////v
» ReceivedTransfer [IntroducedTransfer]/Completed
Transferred
Introduced
Transfer

ReceivedTransfer
Introduced
Transfer

Talk

Completed
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