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Create Capacity Service

Create Capacity Service

o
G Mobile Services  Monitor ~ Services  Office Hours

Q cap_1000x24x7

+ Create  fj Delete E
%, Callback =+ Add New (_ ) Advanced Parameters
Callback Delayed Name s Value ¢ Description
allback Delaye
Il capacity @& Capacity Wnn, Tue, Wed, Thu, Fri, Sat, Sun] Multiple properties that start with the _capacity_
7/ describe capacity allocation through the course ¢
cap_1000x24x7 The JSON structure specifies the day of the weel

capacity for hourly slots during that day. Days of

Vi

Get are numbered as recommended by 1S0-8601 fror
(Monday) to 7 (Sunday). _capacity_1: {1 : {"090C
7,"1100": 10,"1200": 10 } } or _capacity_2 : {2 :{
"1000": 5,"1100": 7,"1200": 7 }}

LoadBalancer-checker

gms-status

& _capacity_1 {"
{"1000™:1000,"1100™1000,"1200":
1000,"1300":1000,"1400":1000,"15
00":1000,"1600":1000,"1700":1000
,"1800":1000,"1900":1000,"2000":1
000,"2100":1000,"2200"1000,"230
0":1000,"0000™1000,"0100"1000,"

@&, Match Interaction

match-interaction

o)

Request Access

request-access

esys Mobile Services 8.5.200.00.b

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.
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Once this service is created, you can use the Capacity API.

You also need to create an Office Hours service.

Link your Capacity to your Callback Service

o
< Mobile Services Monitor Services  Office Hours

(=]

© Callback Delayed
+ Create  fj Delete Q ~ capa Select All 7
%, Callback + AddNew ffj Delete @ )Advanced Parameters ™ Expand All

Value E Description

ar

Name
Callback Delayed

Il capacity v General (2)

cap_1000x24x7 M _capacity_service Cho . = Sets a configured capacity service. Agent availabilit
verified against the defined capacity and capacity ex

Get cap_1000x24x7 "

& _media_type voice Media type of the interaction that the service is expel

i

LoadBalancer-checker
handle. This option enables URS to select an agent w

gms-status . . e .
the appropriate media capabilities. This is a default v

automatically populated when using the predefined L

@&, Match Interaction i A )
Terminated scenario. You do not need to change this

match-interaction

(o

Request Access

request-access

esys Mobile Services 8.5.200.00.b

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.

Callback User's Guide 3



Create Capacity Service

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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Create Capacity Service

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

Values above 999 are accepted but may not display properly in the Ul.

Capacity
Q-
+ Add New Advanced Parameters & ¥ Refres
Mame * Value 5 Description
& Capacity [Mon, Tue, Wed, Sun] 2 Dimentional Matrix specifying the number of agents

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
Timezone definrtion. 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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