3 GENESYS

This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Genesys Mobile Services API
Reference

Call Flows

4/13/2025



www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


Contents

e 1 Call Flows
e 1.1 request-interaction - No Delay
* 1.2 request-inbound-immediate - No Delay
* 1.3 request-inbound-delay - Delay
e 1.4 request-inbound-delay-location
* 1.5 request-inbound-poll

1.6 Advanced Outbound Requests

e 1.7 Access Number Allocation

Genesys Mobile Services APl Reference



Call Flows

Call Flows

request-interaction - No Delay
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Call Flows

request-inbound-immediate - No Delay
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Call Flows

request-inbound-delay - Delay

Customer originated, push notification, separate call for access code
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Call Flows

Customer originated, push notification with Access Number/Access Code
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Call Flows

request-inbound-delay-location

Customer originated, push notification, separate call for access code
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Call Flows

Customer originated, push notification with Access Number/Access Code
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Call Flows

request-inbound-poll

Basic Allocation
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Call Flows

Location based Allocation

Customar Appl ication

TP POBT. gy watipras Usardcarqmt-rtcaret el
(801 BT, g RN | UITRAT
spprinirerse Janguage Freect’, )

Ul e GORUAEBOR 0 1o 11 BANWIE A0 50 1

s )

o=

HTTP POST iscemiismmicniint 7. imoseat it
R, _prone TN, _escure_geo.
i

O —

BRI b= o AR

HTTE PosT

HITTE, Famprme 200 Co - maton 1“1 23134123

HITE B 00K - [0 T

HTTP POBT g wetigns

T Rspaorse 200 080
ko " swalirg r st W]

HTTE POST gngwetigra

stntn o
g i home
HITE PoaT
TR At pores 56006
Lok, gt Sty S, et i

HITR R 200 0
L B L

" Lsmhs
AT Unan a1 21T M s
L provise_coxde - "
s T P

HITE FOET Soambession 1201241 Z0smmsern

St T 4. jeltute AII")

g FTT® GET ity [ {433 o 3045

arsiatn Cooirades i e closes] oy

HTTF Rusponss 200 0K - ity T

S A PSS VDY T SO S,
romion

e,

HTTR POST: o s
IS I PMBNIMT parnise cote | Wer', WANEES e Chickge’, [ et | TN |

HTTF Fasporss 200 08 «

“3o0msssaser acomes cote TWTN, sspieton tie T
¥

HTTF Fmprrms 200 0 -
oo cote: AT s prulion live 73T

T Response 200 0 -

Bcoaen e “OOGGEIONNT scoesn oo “1SMEr mpiéion fe "3 |

mmwnwnosmul

s vty “acmsemnar

B e TE

[T

¥ ruech e then redsoms e o sbad ncoas i

e b -

HTTR ERT POET
s e “OORSAMMY, s cots | NI, phoas maresr | SIS IR0MAT"

HTTF Rosgurma 20 04
pervicn e TITVANTYE e i - TTaRAET

e v I ot e o

Tramiany DAES 10 300888 i ghvon 1o ppiication

HTTP REST CET
HTTF Rmprma 200 06
A | JaTensT Lo “Frunir, _orgiu | S5 T |

p—————

roaesi Flosbectal <hgent Dhi
. h el ol S BN

ot g

Agant Deskiog

e wehsequencediagramns.com

a2c-advanced-sync-enterprise-initiated request-outbound-immediate a2c-advanced-async-enterprise-
initiated request-outbound-delay a2c-advanced-poll-enterprise-initiated request-outbound-poll

Genesys Mobile Services APl Reference

10



Call Flows

Advanced Qutbound Requests

No Delay - request-outbound-immediate
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Call Flows

Delay with Notification - request-outbound-delay
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Call Flows

Delay-Polling - request-outbound-poll
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Call Flows

Access Number Allocation

No Locking

DNIS only - no match is done here

Customer Application URS (Routing Strategy) g Media Gateway Agent Desktop

HTTP POST: /gsg-webjgms/1/service/request-interaction
{userid : “jamesbond”, _phone_number : "9196760887", provide_code: "false”,
a me <"Frendh’” 12,454 ..

Pull the configuration data for this service and use It
&% the default If the data was not supplied on the AP request.

HTTP POST /gsg-web/gms/1/service/request-access
{_service_id: "1231241234", _provide_code: "false”,
_resource_group: "sales”, _phone_number: 9196760887}
HTTP Respanse 200 OK -
< {1d:"123456", _ access_number: "BO0G33H44T)

- AL e n ——

Application Instructs phone O to mal.nl

A J

SIP INVITE

[l o e

Sirategy makes a routing decision based on DNIS {_meu},‘]

e.g. send call o sales or support queue depending on DNIS

T

™
Apply classification/segmentation logic and wait
for resource with SKILL=... to become available,
Apply call treatment.

T

Once an agent is found, the Interaction is sent to that agent. URS I:'l

can attach additional data based on the DNIS (such as prefered language)

e _tecbestRoueCal
| REFER/REDNITE

Customer Application URS (Routing Strategy) SIP Server Media Gateway Agent Desktop
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Call Flows

Match DNIS + ANI

Med|a Gat:

ﬂ L outing Strat
s

HTTP POST: weshyigre, 1jservics request-interaction
{userid : "Jamesbond’, _phane_number | “91967M0887, provide_code: "alse”,
{language: French”, longttude:"2,4544° . }}

Pull the configuration data for this service and us= it
5 the defauk If the data wass: not supphed on the AP request.

{Lservice_k: "1231241234", _provide_code: ¥abse”,

HTTF POST fgsg-wehfigme/1/senics/request-ascoess
_Fesource_group; “sales”, _phone_number; “91967606877)

HTTP Response 200 0K -
b e L2, pocsss pumber BRG]

[ ——

‘Volce media stream s established, o
- SIP INVITE

< evertRouteRquest
[mumwsmwmwemwmm"

HTTP REST POST _jservice/match-interaction
number: nunber: 9156,

Loekup for service; If match
s found then refease the associated access info.

HTTP Respanse 200 0K
- {userid: Jamesbond’, language; Trend, kongiude "2 4537, . Ly

Satup bmer i remove service from memony
or removed based on conflguration setting.

for Feseurce with SKILL=... 1o become available.
Mgy eal trastment.

Once an agent & found,
attach data to the interaction.

request RoulsCal userdate={userid: “Jamesbond,

m L outing Strat

Apply diassification/segmentation logic and walt ]
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Call Flows

Match DNIS + Access Code

{ustrid : "ameshion, _phere pumber

HTTP POST: fgug-webigms/1/service/request-interaction
: "1G6T60007, _provice cods: "rue”,
e

Pull the configuration data for this service and uss it
H

f the data was

e

HTTP POST g

nwlmmrwmwmuswml.l

Lfservie/reuest-aicess
{_service_id: "12312412347, _provide_code: "true”,
_resource_group: “sales”, _phone_number:; 31567608877}

HTTP Resporse 200 OK -
g {64:7123456", _nooess_number: "BO03II44YT, _acoess, oode: 153897} |

Generate urigue service 10,

smeappumm.

&

Wolce medla stream & established.

¢ CienfouteReguest

Run VXML o collect access code. I

|vm D15 to acoess_number mmwnlunm?'

HTTP REST POST . jservice/matchr interaction

o— [0cess number; 8006666555, _acoess code: "015385)

Lackup for service; if match
s fiound then refease the assodated acoess infa.

HTTP Resporse 200 0K
{ service_\d: "1231241234°, _data_d: "7BBRET") —

HTTPRI
HTTI Respersse 200 0K
| fussric; Jamasbond”, _Ianguspe: TFrench longibide: 3 TH, . 1]
Sefup timer I Femove service fram memony
or remoned hased on configuration setting.

Apply call treatment,

tion and wait

Apply dassification/segmerntal
for resource with SKILL=_. to become availsble.

rce an agent s found,
atach daka o the inkeraction,

request RouteCall userdata=userid: “jamesbend”,
L lerguage: “French’, LA

| _REFeR]

REINITE |
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Call Flows

No Match

ner Application GMS UR uting Strategy) SIP Server Media Gateway Agent Desktop

HTTP POST: [gsg- quest-Interaction
{userid : “jamesbond”, _phone_number : "9196760887", provide_code: “false”,
appdataname [language: "French”, longitude:"2 45447 . 1}

Pull the configuration data for this service and use it
&5 the default If the data was not supplied on the APT request,

Generate: unique service 10,

Swre application data.

{servies_id; "1231241234°, _provide_code:"nue”,

HTTP POST [gsg-webygms/ Liservioe/request-acoess
_resource_group: “sakes”, _phone_number: 'Elgﬁm?‘}

HTTP Resporse 200 OK -
o= 107123456, acess codes NOLEN) |

al falls for some reason.

The resarved access number and access code &mamaremj

|wmmmmmu&agam‘]

Noice media stream is estabiished. >
SIP INVITE

|gtertouteRequest |

Fun VXML to oollect access code.

|Traaam DNIS o access_number given to ap.tamnl

HTTP REST POST | fservice/match-interaction -
access numiber: "BOOGEEBARR" _access code: 1153897

R 11 s e R
Apply customer suthenticaticn. I

if d, apply ¢ 1 logic
and wait for a resource with SKILL=... to become
avallabile, Apply call treatment.

request RouteCall o

| REFER/REINVITE <agent URI>

Customer Application m URS (Routing Strategy) SIP Server Media Gateway Agent Desktop

W webSequENCEdiagrams, com

Locking

The only difference between locking and non-locking call flows is the algorithm that determines how
access numbers are handed out. In this case, a given access number is only assigned to a single
service which allows for a more reliable match.

Match DNIS + ANI

Same as the equivalent no lock case.
Match DNIS + Access Code

Same as the equivalent no lock case.
No Match

Same as the equivalent no lock case.
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