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 Info Mart User's Guide

Framework-Only Call Flows: Internal

12/19/2025



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


Contents

¢ 1 Framework-Only Call Flows: Internal
e 1.1 Internal to agent via ACD queue
* 1.2 Internal to agent directly
* 1.3 Mute transfer to ACD queue
* 1.4 Mute transfer to agent

* 1.5 Consult to agent via ACD queue, and then retrieve

1.6 Consult to agent, and then retrieve

* 1.7 Consult to agent via ACD queue, and then transfer

1.8 Consult to agent, and then transfer

1.9 Consult to agent via ACD queue, and then conference

* 1.10 Consult to agent, and then conference

Genesys Info Mart User's Guide



Framework-Only Call Flows: Internal

Framework-Only Call Flows: Internal

This page illustrates internal voice call flows that Genesys Info Mart supports in deployments with a
basic, Framework-only solution. The following call flows are supported:

Internal to agent via ACD queue

¢ Internal to agent directly

e Mute transfer to ACD queue

* Mute transfer to agent

e Consult to agent via ACD queue, and then retrieve

e Consult to agent, and then retrieve

¢ Consult to agent via ACD queue, and then transfer

¢ Consult to agent, and then transfer

* Consult to agent via ACD queue, and then conference

¢ Consult to agent, and then conference

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

Internal to agent via ACD queue

Initiated DivertedTo

This call topology shows the outcome of an internal call to an (ACD Quee 1
agent via an ACD queue. An agent initiates a call to the ACD i 4
queue, and the interaction is diverted to another agent.

Technical Descriptors illustrated: Dial

* |nitiated/Completed

* DivertedTo/Completed
Talk

Completed Completed
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Internal to agent directly

Initiated Recaived

This call topology shows the outcome of a call that an agent

initiates directly to another agent.

Technical Descriptors illustrated: Diial

e Initiated/Completed

* Received/Completed Talk Tal

Complated Completad

Mute transfer to ACD queue

In this call topology, an agent initiates a call to another agent. One of the agents then mute transfers
the call to an ACD queue, and the interaction is diverted to another agent.

There are two possible outcomes of a call that is mute transferred to an ACD queue:

* The receiver (Agent 2) initiates the transfer.

¢ The initiator (Agent 1) initiates the transfer.
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Framework-Only Call Flows: Internal

Mute transfer to ACD queue — Call receiver initiates transfer

Initiated Received InitiatedCorsult ReceivedTransfer

-

For this outcome, the Dial
receiving agent initiates a
mute transfer to the ACD
queue.
Technical Descriptors illustrated: h ACD Queue 1
v nie = : Dial :
Initiated/Completed (Cons Init]
* Received/Transferred
 InitiatedConsult/ Talk
Transferred
* ReceivedTransfer/
Completed
Completed Transferred Transferred Completed

Mute transfer to ACD queue — Call initiator initiates transfer

Received Initiated InitiatedConsult ReceivedTransfer
For this outcome, the Dial
initiating agent initiates a
mute transfer to the ACD
queue. Talk
Technical Descriptors illustrated: N _ACD Queue 1
. : Dial
Received/Completed Hold (Cons Ini
* Initiated/Transferred Mediation
 InitiatedConsult/ Talk pr—
Transferred h
* ReceivedTransfer/ Ring
Completed
Talk
Completed Transferred Tranzfarred Completed
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Mute transfer to agent

In this call topology, an agent initiates a call to another agent. One of the agents then mute transfers
the call to another agent.

There are two possible outcomes of a call that is mute transferred directly to an agent:

¢ The receiver (Agent 2) initiates the transfer.

* The initiator (Agent 1) initiates the transfer.

Mute transfer to agent — Call receiver initiates transfer

Initiated Recaived InitiatedConsult | ReceivedTransfer

For this outcome, the i
receiving agent initiates a Diial
mute transfer to another
agent.

Technical Descriptors illustrated:

* |nitiated/Completed "
. : Dial Ring
Received/Transferred . E (Cons Init (Cons Rev)
* InitiatedConsult/ Talk 5 2 —
Transferred Ring
(Post Cons
* ReceivedTransfer/ Xfar)
Completed ({0 1 | s
Talk
(Past Cons:
Xfer)
Comgpleted Transferred Transferrad Completed
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Mute transfer to agent — Call initiator initiates transfer

For this outcome, the
initiating agent initiates a
mute transfer to another
agent.

Technical Descriptors illustrated:
* Received/Completed
* Initiated/Transferred

e InitiatedConsult/
Transferred

e ReceivedTransfer/
Completed

Recaivad Initiated InitiatedConsult | Received Transfer
o)
: Dial
Talk
Agent 3
Dial Ring
/ Hold (Cons Init) (Cons Rov)
al
Ring
Talk
Comgleted Transferred Transfered Complated

Consult to agent via ACD queue, and then retrieve

In this call topology, an agent initiates a call to another agent. One of the agents then initiates a
consultation to an ACD queue, and the interaction is diverted to another agent. The consultation ends

when the consulting agent retrieves the interaction.

There are two possible outcomes of a call that is retrieved after a consultation has been initiated:

¢ The call receiver (Agent 2) initiates the consultation.

* The call initiator (Agent 1) initiates the consultation.
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Framework-Only Call Flows: Internal

Receiving agent consults to ACD queue, and then retrieves

For this outcome, the
receiving agent initiates a
consultation to the ACD
queue.

Technical Descriptors illustrated:

* |nitiated/Completed
* Received/Completed

* |nitiatedConsult/
Completed

e ReceivedConsult/
Completed

Initiating agent consults to ACD queue, and then retrieves

For this outcome, the
initiating agent initiates a
consultation to the ACD
queue.

Technical Descriptors illustrated:

* Received/Completed
* |nitiated/Completed

e InitiatedConsult/
Completed

e ReceivedConsult/
Completed

Initiated Received InitiatedCorsult ReceivedConsult
Dial
ACD Queus 1
Mediation
{Cons Init) -
Ring
Taik [Cons Rov)
Talk Talk
(Cons Init) [Cons Rov)
/‘I’ alk/
Completed Caomglated Completed Completed
Recaivad Initiated InitiatedConsult RecaivedConsult
Dial
Talk
ACD Quews 1
Mediation
Dia
/ [Cons Init)
Ring
al Hold {Cans Rev)
Talk Talk
[Cons Init) {Cons Rev)
Talk
Completed Comgleted Completed Completed
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Consult to agent, and then retrieve

In this call topology, an agent initiates a call to another agent. One of the agents then initiates a
consultation to a third agent. The consultation ends when the consulting agent retrieves the
interaction.

There are two possible outcomes of a call that is retrieved after a consultation has been initiated:

* The call receiver (Agent 2) initiates the consultation.

¢ The call initiator (Agent 1) initiates the consultation.

Receiving agent consults to another agent, and then retrieves

Initiated Received InitiatedConsult | ReceivedConsult

P

For this outcome, the =
receiving agent initiates a Diial "
consultation to another
agent.

Technical Descriptors illustrated:

* Initiated/Completed * >
Received/Completed (Gons Init (Cons Rev)
* InitiatedConsult/ Talk
Completed Talk Talk
* ReceivedConsult/ (Gons Init) (Cans Rev)
Completed
Completad Completed Completed
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Initiating agent consults to another agent, and then retrieves

Recaivad Initiated InitiatedConsult | ReceivedConsult
CgeniZ)
For this outcome, the SRR
initiating agent initiates a : Dial
consultation to another
agent.
Technical Descriptors illustrated: Talk
..ﬁ.ganﬂ Agent 3
* Received/Completed > _
o e Dial Ring
Initiated/Completed / (Cons Init (Cons Rav)
* InitiatedConsult/ al Haild
Completed Talk Talk
+ ReceivedConsult/ (Cons Init) (Cons Rev)
Completed
Talk
Completed Completed Completed Completed

Consult to agent via ACD queue, and then transfer

In this call topology, an agent initiates a call to another agent. One of the agents then initiates a
consultation to an ACD queue, and the interaction is diverted to another agent. The consultation ends
when the consulting agent transfers the interaction.

There are two possible outcomes of a call that is transferred after a consultation:

¢ The call receiver (Agent 2) initiates the consultation.

* The call initiator (Agent 1) initiates the consultation.
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Receiving agent consults to ACD queue, and then transfers

Initiated Received InitiatedConsult ReceivedTransfer
For this outcome, the Dial 2

receiving agent initiates a
consultation to the ACD

queue.
Technical Descriptors illustrated: _ (ACD Queve 1
* Initiated/Completed Mediation
: Dial
e Received/Transferred . »
(Cons Init) ]
* |nitiatedConsult/ Talk {G{:;nﬂm)
Transferred
e ReceivedTransfer/ Talk Talk
Completed (Cons Init) {Cons Rev)
Talk
[Post Cons
Xfer)
Completed Transfemed Transfemed Completed
Initiating agent consults to ACD queue, and then transfers
Received Initiated InitiatedConsult ReceivedTransfer
For this outcome, the Dial

initiating agent initiates a
consultation to the ACD

queue. Talk
Technical Descriptors illustrated: hACD Queue 1

* Received/Completed Mediation
e |nitiated/Transferred Talk (Cons Init)
. Ri
¢ InitiatedConsult/ Hold (Co,,;",%w)
Transferred
e ReceivedTransfer/ Talk Talk
Completed (Cons Init) (Cons Rov)
Talk
(Post Cons
Xfer)
Completed Transfemred Transferred Completed
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Consult to agent, and then transfer

In this call topology, an agent initiates a call to another agent. One of the agents then initiates a
consultation to a third agent. The consultation ends when the consulting agent transfers the

interaction.

There are two possible outcomes of a call that is transferred after a consultation has been initiated:

* The call receiver (Agent 2) initiates the consultation.

¢ The call initiator (Agent 1) initiates the consultation.

Receiving agent consults to another agent, and then transfers

Initiated Recaived InitiatedConsult | Received Transfer

For this outcome, the

receiving agent initiates a Diial
consultation to another
agent.

Technical Descriptors illustrated:

* Initiated/Completed >
Received/Transferred (Gons i) (Cons Rev)
e [nitiatedConsult/ Talk
Transferred Talk Talk
« ReceivedTransfer/ S E (Gons Init) (Cans Rev)
Completed
P C " Taik
[[Post Cons’
L Xier)
Completed Transfemed Transfarrad Completed
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Initiating agent consults to another agent, and then transfers

For this outcome, the
initiating agent initiates a
consultation to another
agent.

Technical Descriptors illustrated:

* Received/Completed
* Initiated/Transferred

e |nitiatedConsult/
Transferred

e ReceivedTransfer/
Completed

Consult to agent via ACD queue, and then conference

Received Initiated InitiatedConsult | ReceivedTransfer

Dial

Dial Ring

Talk {Cons Init) (Cons Rev)
Hold

Talk Talk

(Cons Init) (Cons Rev)

Talk

(Post Cons

Xfer)

Completed Transferred Transferred Completed

In this call topology, an agent initiates a call to another agent. One agent then initiates a consultation
to an ACD queue, and the interaction is diverted to a third agent. The consultation ends when the

consulting agent conferences the interaction.

There are two possible outcomes of a call that is conferenced after a consultation:

* The call receiver (Agent 2) initiates the consultation.

¢ The call initiator (Agent 1) initiates the consultation.
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Receiving agent consults to ACD queue, and then conferences

For this outcome, the
receiving agent initiates a
consultation to the ACD
queue.

Technical Descriptors illustrated:
* Initiated/Completed
* Received/Conferenced

e |nitiatedConsult/
Conferenced

* InConference/Completed

Initiating agent consults to ACD queue, and then conferences

For this outcome, the
initiating agent initiates a
consultation to the ACD
queue.

Technical Descriptors illustrated:
* Received/Completed
* Initiated/Conferenced

e |nitiatedConsult/
Conferenced

* InConference/Completed

Initiated Received InitiatedConsult InConferance
Dial
ACD Queue 1
Mediation
Dial @
(Cons Init)
Ring
Taik (Cons Reov)
Talk Talk
[Cons Init) (Cons Rev)
Talk Talk
ijf Init, HConf Join)
Completed Conferenced Conferenced Completed
Received Initiated InitiatedConsult InConferance
Dial
Talk
ACD Queue 1
Mediation
Dia
/ [Cons Init)
Ring
al Hold {Cans Rev)
Talk Talk
[Cons Init) {Cons Rev)
P
Talk ,/ Talk
[ACenf Init)-] :[Cnnf Join
o
Completed Caonferenced Conferenced Completed
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Consult to agent, and then conference

In this call topology, an agent initiates a call to another agent. One agent then initiates a consultation

to a third agent. The consultation ends when the consulting agent conferences the interaction.

There are two possible outcomes of a call that is conferenced after a consultation:

e The call receiver (Agent 2) initiates the consultation.

* The call initiator (Agent 1) initiates the consultation.

Receiving agent consults to another agent, and then conferences

For this outcome, the
receiving agent initiates a
consultation to another
agent.

Technical Descriptors illustrated:
* Initiated/Completed
* Received/Conferenced

 InitiatedConsult/
Conferenced

* InConference/Completed

Initiated Received InitiatedConsult InConferance
Dial :
G
Dial Ring
(Cons Init) (Cons Rov)
Talk
Talk Talk
(Cons Init) (Cons Rov)
Talk Talk
/J{Cunf Imit ]| HConf Join)
Complated Conferanced Conferenced Completed
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Initiating agent consults to another agent, and then conferences

For this outcome, the
initiating agent initiates a
consultation to another
agent.

Technical Descriptors illustrated:
* Received/Completed
* Initiated/Conferenced

e |nitiatedConsult/
Conferenced

* InConference/Completed

Recaivad Initiated Initiated Consult InConference
CgeniZ)
E Dial
Talk
Dial Ring
/ (Cons Init) (Cons Rov)
al Huoid
Talk Talk
(Cons Init) (Cons Rov)
P
Talk ,// Talk
LA Conf Init)-] plConf Join}]
o
Completed Conferanced Conferenced Completed
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