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Network T-Server Attended Transfer Call Flows

Standard Network Call Initiation

The Standard Network Call Initiation figure illustrates the standard call setup for a call entering a
Genesys environment through a Network T-Server. The diagrams that follow it in this section assume
the completion of this stage and present common network attended transfer scenarios and a few
error cases.

Agent 1/ Agent 2 / Metwork
T-Server A T-Server B URS T-Server SCP
Mew Call
EvantRouteRegues
TRouteCall
Route Response
Connacled
| EventRouteUsed [

Standard Network Call Initiation

Consultation Leg Initiation, Specific Destination

The following figure illustrates the creation of the consultation leg in a case where the destination DN
and its location are provided in the TNetworkConsult () function call.

Agent 1/ Agent 2/ Network
T-Server A T-Server B T-Server SCP
THetworkConsult

Gat Access Number

E

Accass Number .
Initialize Consult
EventMetworkCallStatus (NiwCall/DestState = Consulting/Delivering)
L. EvenihiwCallSiatus (same as above)
ventRinging muwPatyfoe = DestPary,
Ntw(alDestSnae = Corsubling Deirverng) Consull Connected

EveniEstablis

EvantNatworkCallStatus (NwCallDeastState = Consulting'OK)

EventNetworkCallStatus (same as above)

-

Consultation Leg Initiation, Specific Destination
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Failed Consultation: Specific Target

In the following figure, the request to consult has failed. Events shown with dotted lines are
distributed only when the call is delivered to the intended destination, but not answered (for
instance, when State = NoAnswer). Since the consult request in this case is made to a specific DN
and location, an explicit reconnect request (or another TNetworkConsult request, if allowed by the
given SCP) from Agent 1 is required. Until such a request is made, the call remains in the
Consulting/NoParty state.

Agent 1/ Agent 2/ Network
T-Server A T-Server B T-Sarver SCP
ThetworkCansult

Gal Accass Number

Accass Murmbar

Irstialize Consult

EvanthNetworkCallStatus (NtwCallState = Consulting/Dalivering)

EvantNtwCallSiatus (same as above)

m EventRinging (MrwPartyRola = DesiParty, MiwCallDesiState = Consulting/Delvering)

Caorsult Failed

EventMetworkCallStatus (NiwCallDesiState = Consulling/MoParty,
Cause = Busy/MoAnswer Other )

EventMNtewCalSiatus (same as above)

Failed Consultation: Direct Target

Consultation Leg Initiation, URS Selected Destination

The following figure illustrates the creation of the consultation leg in a case where the destination DN
and its location are provided by URS. In this case the original caller is still connected to the call
(speaking with Agent 1) while URS selects the target. The caller is then placed on hold the moment
the consultation leg is created. Depending on the given SCP's capabilities, other scenarios are also
possible. For example:

e The original caller might be put on hold immediately (as is the case with conventional local two-step
transfers). In such a case, the value for NetworkState for the first event is Consulting/Routing.

e The original caller might be connected to the call throughout the entire consult and delivery phase, and
then put on hold only when the destination (Agent 2) answers the call. In this case, the second event
has a value of ConsultHeld instead of Consulting.
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Agent 1/ Agent 2/ Network
T-Server A T-Server B URS T-Sarver SCP
| TNetwerkConsult | .J.
EveniNetworkCallStalus (NrwCallDesiState = Emwmmwnmw]
EventRoutaRequest
(NiwCallSate =
ConsultHeld)
TRouteCall
- Gﬂt.dme;is Nurmabar :
|
Am:_ﬂr.mbar »

 EveniNeworkCalStalus wmcal'tmﬁt:u-!:onnﬂﬂglmlngh Iniolicy Coreut_ |

L EventNtwCallStalus (same as abova)

bl

| v
——FEventRinging (MtwPartyRole = DestParty, MiwCallDesiState = Consulting/Delvering)
EventRoutelsed

(NtwCallState = Consult Connecled
EvenlEslablis Consulling)

i A

EveniNatworkCallSiatus (MiwCall/DestSlate = Consulting/OK)

1
EveriMetsorkCallStatus (same as above)

Consultation Leg Initiation, URS Selected Destination

Failed Consultation: URS Selected Destination

The following figure shows a failed request for consultation. Events shown with dotted lines are
distributed only when the call is delivered to the intended destination, but not answered (for
instance, when State = NoAnswer). Because URS controls consultation initiation in this case, no
explicit reconnection is required. URS continues to offer different route targets until the consultation
is connected. (The shaded portion of the diagram may repeat several times.) At this point:

e Reconnect can still occur manually.

¢ URS can reconnect using a reject or default route instruction.
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Agent 1/ Agent 2/ URS Network
T-Server A T-Server B T-Server
| TMetwerkConsult |

CaliStatus (NtwCal¥DestState = Consubing/Routing
BusyMNoAnswer/ GeneralEror)

Cause =
(same as above
TRouteCall(Rejact)
o
EventNetworkCallStatug (NtwCallState = Reconnecid)
- E

(NiwCallState =
Reconnectad)

Failed Consultation: URS Selected Target

Transfer/Conference Completion: Explicit

The following figure illustrates the completion of either a network-attended transfer or conference. It
assumes that the call had a successful consultation phase for its transfer or conference completion to
be valid. This assumption is necessary since EventNetworkCallStatus is a direct response to the
TNetworkTransfer feature request. The Network T-Server sends Agent 1 EventNetworkCallStatus

regardless of whether the call has already been released.
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Agent 1/ Agent 2/ Network
T-Server A T-Server B T-Server SCP
|
THetwork Transler
Transfer Call
Call Transfemad
———FEventRaleasad -
§ EventMetworkCallStalus (NiwCallSiate = Transfered)

EventNetworkCallStatus (same as above)

Transfer/Conference Completion: Explicit

Transfer Completion: Implicit

An implicit transfer completion occurs when Agent 1's channel becomes disconnected and the call
has a status of Consulting, ConsultHeld, or Conferencing.

Important

This scenario applies only when the disconnection is with respect to Agent 1. (For
details on a disconnection with Agent 2, see Implicit Reconnection (by SCP) and

Implicit Reconnection (by Network T-Server). For a disconnection with respect to the
caller, see Caller Abandonment.)

EventNetworkCallStatus is sent to Agent 1 only if T-Server A delays the release of EventReleased
for some reason.

Agent 1/ Agent 2/

Network
T-Server A T-Server B T-Server SCP
Agant Hangs Up; Leg Disconnectad
EventReleased e
e EvEniNEtwORC NSRS (NwCalState ® Transfemed) ...
EventMetworkCallSiatus (same as above)
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Network Attended Transfer Completion: Implicit

Conference Completion

The following figure illustrates a standard conference completion.

Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B T-Server SCP
|
THetworkMaemge

1 Merge cais

Calls Merged

EventheworkCallStatus (NtwCallSiate = Conlerenced)
_ EventNetworkCallStatus (same as above)

Conference Completion

Alternate Call Service

The following figure contains two variations of the service to show different possible network states
for the events.

Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B T-Server SCP
I
ThetworkAlamate N
Almmate Cals
Calls Swapped
EventMetworkCallStatus (NiwCallSiate = ConsultHeld) »
" EventwCallStatus (same as abova)

£

TNetworkAllermate |

] Allernate Calls

Calls Swapped

EventNatworkCallStalus (MwCallState = Consulting)

EventMatworkCallStatus (same as above)
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Alternate Call Service

Alternate Call Service with Transfer Completion

The following figure demonstrates the applicability of TNetworkTransfer after the use of the
alternate call service.

Important

TNetworkConference, TNetworkReconnect, and the implicit form of transfer
completion are also available after an instance of the alternate call service.

Agent 1/ Agent 2/ Metwork
T-Server A T-Server B T-Server sCP
|
TherworkAllemate N
Alemate Calls
Calls Swapped

EventMetworkCallSiatus (MiwCallState = ConsultMald)
EveniNtwCallSiatus (sarme as above)

THetwork Transfer

Transfar Call
——EveniRelsasad

Call Transfemed

EvantNetworkCallStatus (NtwCallStates = Transferred)

. i

EventMetworkCalStatus (same as above)

Alternate Call Service with Transfer Completion

Reconnection

The following three figures show the call flows for reconnecting the caller to Agent 1. As with transfer
completion, reconnection has both explicit (Network Attended Reconnection: Explicit) and implied
(Network Attended Reconnection: Implicit by SCP and Network Attended Reconnection: Implicit by
Network T-Server) forms. In fact, the only difference between the implicit form for network transfer

and network reconnection is a party's relationship to the original call. If the controlling agent

disconnects, the action is considered a transfer. If the destination agent disconnects, it is considered

a reconnection.
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Explicit Reconnection

Agent 1/ Agent 2/ Metwork
T-Server A T-Server B T-Server SCP
I
THatwarkRisconnect N
Drop Cal

| Leg Disconnected
Emﬂmqammm (NiwCallState = Reconnectiad) B

EvantiiaCallStatus (sarme as above)
HE e Releasad— E

Network Attended Reconnection: Explicit

Implicit Reconnection (by SCP)

Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B T-Server SCP
I

Agent Hangs Up:

EventReleased

Leg Disconnected
EveniNetworkCaliStams (NrwCallSiate = Reconnected)
EventNtwCallStatus (same as above)

Network Attended Reconnection: Implicit by SCP

Implicit Reconnection (by Network T-Server)

In some cases, if Agent 2 disconnects while the consultation call is on hold, SCP leaves the
consultation leg to be dropped manually. Although this operation then becomes the responsibility of
the Network T-Server, the client may get a notification regarding an intermediate state, as shown in

the following figure.
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Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B T-Server SCP
I
I Agent Hangs Up:
EventRelnased

, Leg Disconnected

Allernate Calls
EvertMatworkCalStatus (NiwCallDestState = ConsultHeld™MoParty)
Drop Consult
_ BwentNwCallSiatus (same as above)
Call Reconnected

EveniMNetworkCaliSias (NtwCaliSiate = Reconnecied)

EventitwCallStaus (same as above)

Network Attended Reconnection: Implicit by Network T-Server

Caller Abandonment

The following figure illustrates a caller abandonment scenario. If at any time during a multi-party call

the origination party disconnects, the SCP may choose to end the call outright, or send a leg
disconnected message.

Agent 1/ Agent 2 / MNetwork
T-Server A T-Server B T-Server SCP
I

" Leg Disconneciad

EventMetworkCallStatus (NtwCallState = Disconneched)

_ EventMetworkCalliSiatus (same as above)

-

Caller Abandonment

Network Single-Step Transfer

For single-step transfers, the operation is complete immediately after the new call leg is created.
Thus, for the external observer, there is no consultation phase.
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Agent 1/ Agent 2 / Network
T-Server A T-Server B T-Server sSCP
Thietwork SngeSepT ansler |
B Gl Accass Number 1]
Access humber ..I Initinlize Consult
1 rcas )
EventF . Call Trarsferresd
N EveniMatworkCaliStatus (MewCallDestState = Transfemed Deloadng )
L EvenifetworkCalSiaus (same as above)
f—EvertRinging (MNewPamRole = DestParty, MiwCalDesiSiate = Transfered Delivering)
Consull Connecled
EventEstablishad—0 EvenibetworkCalSiaus (NMwCalDestState =
TrarsfermediOm)

Network Attended Single-Step Transfer

Premature Disconnection, One Variation

If an agent disconnects the call prior to completion of the consultation leg, a number of things can

happen, depending on the current state of the consultation. One variation is detailed in the following
figure. In this case, the disconnection occurs prior to the SCP being aware of a pending consultation.
The message from the SCP is likely to be Call Dropped, as only the caller would remain on the call.

Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B URS T-Server SCP
THatworkConsull

EvenitMNetworkCaliStatus (NowDesiState = Routing)

EventRouteReques!
(NtwiCallSiate =
Consulting/ConsultHeld )
Leg Disconnected
or Call Dropped
& Paent Hangs Up; | Event Abandoned
EventReleasad .

EventNetworkCallSialus (NiwCaltState = Null)

-

Premature Disconnection: One Variation
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Premature Disconnection, a Second Variation

The following figure shows Agent 1 disconnecting after the SCP has been notified of a call, but prior
to its connection (or failure). Since the state of the consultation is not known, the call considered to
have transferred. The SCP at this point should connect the original caller with the consultation target.
The call at this point is treated identically to a normal inbound call that is waiting for its connection
status from the SCP. The network attended session is complete, and no further NetworkCallStatus
events are distributed.

If the delivery results in failure (or a NoAnswer condition), URS should re-route the call to a different
target. However, if the call was intended for an explicitly specified target (and URS is not in control of
the consultation leg), any call status other than Connected results in default routing instructions
being returned to the SCP, and the call ending.

Agent 1/ Agent 2/ MNetwork
T-Server A T-Server B URS T-Server SCP
THetworkConsull

EventMetworkCaliStatus (NowDesiState = Routing)

EventRouteRequest
(Nt CallSiate =
Consulting/ConsultHeld )

TRouteCall

I
Gl Access Nurmber -”
1
Access Numbar

| ﬂlj Initialize Consul
_ EveniNetworkCallStalus (MiwCallDestState = ConsulingDelivering) |7

Agert Hangs Up: Leg Disconnectad
g EveriReleased «

EventNetworkCallStatus (NtwCallState = Transfemed)

"l
. i

Premature Disconnection: a Second Variation

Transactional Error

A T-Library client is required to wait for a network status message prior to attempting further call
control. This message is either the next status message after making its network request or
EventError. Failure to abide by this results in an error being returned to the requestor.
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Agent 1/ Agent 2/ Network
T-Server A T-Server B URS T-Server
THetworkConsult »
Thetwork Transfer -
P EveniError i
Initialize Consult
_ EventNetworkCallStatus (NiwCall/DestState = Consulting/Dedivering)

Transactional Error
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