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Create Capacity Service

Create Capacity Service

o
DD Mobile Services Configured Services

© Capacity
+ Create  f Delete Q-
t, Configured Services + Add New Advanced Parameters  {_* Refres
Name ] Value & Description
CBCK terminated previ... = N P

Callback Delayed
Get

& Capacity [Mon, Tue, Wed, Thu, Fri] 2 Dimentional Matrix specifying the number of agents
available per time slot,
Match interaction e

B office Ho Capacity Exception [2017-11-23] 1 Dimentional Matrix for specific days. Overrides _capacity.
ice Hours

& _service & capacity
business-hours
& Service Timezone uTc Timezone matching days of week and time range definition
Ml capacity Defaults to UTC.
Capacity _type builtin

Genesys Mobile Services 8.

The Capacity Service enables you to define the number of scheduled callbacks that are allowed for
Callback for a given time slot in the week. Then, your Callback service refers to your Capacity service
and to your Office Hours service to adjust the agent availability and the number of scheduled
callbacks.

You can define exceptions for dates when fewer or more scheduled callbacks are available, and you
can define as many Capacity services that you need to match your Callback services.

Make sure to update the existing calendar configuration to set the correct timezone for your Capacity
service. For instance, if you configured "EST", or "PST" timezones with the configuration, your
parameters must use the timezones defined for Java such as "America/Toronto", or "Europe/Paris".
See Wikipedia to get the list of correct timezones.

Create a Capacity Service

Create a new service and select capacity in the list of templates.

Once this service is created, you can use the Capacity API.
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You also need to create an Office Hours service.

Link your Capacity to your Callback Service

2
S Mobile Services

Configured Services

change this value * If this option is set to USERORIGINATED, *
(] the customer's device will initiate the call to get connected to
the agent.* If this option is set to USERTERMINATED, the
+ Create  j Delete agent or the system will initiate the call to contact the
customer.
%, Configured Services
. _callback_events_list @ Default Value Mame of the Transaction List object defining the Callback
callback Delayed o events and data to notify; for example, GMS_Events
Get .
. =4 _capacity_service Cho.. ~ % Sets a configured capacity service. Agent availability is
Raleblgierastion verified against the defined capacity and capacity
Originated Immediate
Preview _customer_lookup_k _customer_number Comma-separated list of properties to track back customer
Samples . eys (@ Default Value callback requests. You must only specify identification
numbers such as phone numbers, user names, and so on. Fol
=5 office Hours example: _customer_number._phone_number
a8 false Enables the callback status notifications and defines the
fusnEsshous _enable_status_notifi notification subscription for the Callback application. If fal
cation the Callback Service assumes that the client application ha:

for status notifications. If set to

If your Callback service needs variable capacity levels, you must map its _capacity service
parameter value with the name of the Capacity service that you have created.

Callback services that need fixed capacity levels can continue to use the
_max_request by time_bucket option. But, if your Callback service includes both
_capacity_service and _max_request_by time_bucket options, then
~max_request by time bucket is ignored.
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Add Capacity
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Capacity
Q-
+ Add New Advanced Parameters  {_* Ref]
Hame s Value
& Capacity s 2 Dimentional Matrix specifyMg the number of agents
available per time slot.
Capacity Exception { 1 Dimentional Matrix for specific days Nyvgrrides _capacity.
& _service
& Service OapaCIty
L Timestamp sun Mon Tue Wed Thu Fri Sat Set Slot
_type 00:00
01:00
T 02:00
03:00
04:00
05:00
06:00
07:00
08:00
09:00 5 10 10 10
10:00 5 10 10 10
11:00 5 10 w [ ]
12:00 5 10 10
13:00 5 10 10
14:00 L 10 10
15:00 5 10 10
16:00 L 10 10
17:00 5 10 10
18:00 5 10 10
19:00
20000
21:00
22:00
2300
Set Day

Cancel Reset m
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Edit the Capacity value to open the Capacity grid widget. Enter your capacity per Day or Hours, then
Save.

Capacity
Q-
+ Add New Advanced Parameters & ¥ Refres

Name : Value & Description

& Capacity [Mon, Tue, Wed, Sun] 2 Dimentional Matrix specifying the number of agents
available per time slot.

Capacity Exception &4 1 Dimentional Matrix for specific days. Overrides
_capacity.

& _service & capacity

& Service uTC Timezone matching days of week and time range

Timezone definition. Defaults to UTC.

_type builtin

You can see for which days of the week the Capacity service is defined.
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Add Exceptions

Capacity
Q-
<+ Add New Advanced Parameters £ * Refj
K Mame B Value 7 Description
& Capacity [Mon, Tue, Wed, Thu, Fri, Sat, 2 Dimentional Matrix specifying the number of agents
Sun] available per time slot.

Capacity Exception s 1 Dimentional Matrix for specific days. Overrides _capacity.
& _service & capacity
& Service utc Timezone matching days of week and time range definiti
Timezone Defaults to UTC.

_type builtin

For more flexibility, you can set exceptions for the Capacity service. You can enter dates with
different capacities for federal holidays, vacations, and so on.

Edit the Capacity Exception value to open the interface.
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Capacity Exception
Click (+) to modify the

I S capacity for this date
oiras (]
< July 2016 - \

S M T W T F 8

3“55759 x

011 12 13 14 15 18 CaDaC\ty Exceptlon

17 18 19 20 21 22 23

24 25 26 27 28 22 3 Capacity Exceptions Timestamp  Capacity = Timestamp  Capacity
o 2016-07-04 x 00:00 12:00 2
01:00 13:00 2
Add Capacity Exception
/\/ 02:00 1400 2
03:00 15:00 2
04:00 16:00 2
You can add wore 50 1700 )
exceptions heve, or edit later 06:00 18:00 L
. 07:00 19:00 1
the _exception value —
08:00 1 20:00
09:00 1 21:00
10:00 2 22:00
11:00 2 23:00

You can add as many exceptions as you need. You can also even update later to modify your capacity.
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Capacity
Q-
+ Add New [ Delete Advanced Parameters & ¥ Ref]
Name B Value & Description
& Capacity [Mon, Tue, Wed, Thu, Fri, Sat, 2 Dimenticnal Matrix specifying the number of agents
available per time slot.
) Capacity Exception [2016-07-04] 1 Dimentional Matrix for specific days. Overrides _capacity.
& _service & capacity
& Service uTtc Timezone matching days of week and time range definiti
Timezone Defaults to UTC.

_type builtin

Click Save to update your Capacity data. A popup message displays the operation result.
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Display Sub-capacities and Sub-exceptions

Capacity
Q-

Refresh

+ Add Mew @ ) advanced Parameters

Hame v Value & Description

L1

& Capacity [Mon, Tue, Wed, Sun] 2 Dimentional Matrix specifying the number of agents
available per time slot.

& _capacity_1 1
{1000™10,"1100™10,"1200™10,
"1300":10,"14007:10,71500"10,"
1600%10,"17007:10,"1800"10,"
& 0900™10}}

& _capacity_2 2"
{10007:10,"1100%:10,71200™10,
"1200"10,"1400%:10,"1500":10,"
1600™10,"17007:10,"1800"10,"
& 0900°:10%}

& _capacity_3 & {31000°:10,"0900"10%}

& _capacity_7 i

{1000"5,"1100™:5,"1200":5,"13
00":5,"1400":5,"1500":5,"1600";
571700":5,"1800"5,"0000"5)}

To display the list of sub-capacities and sub-exceptions, enable Advanced Parameters.
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