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E-Mail Interactions

E-Mall Interactions

This page illustrates e-mail interaction flows that are available in multimedia deployments.

The e-mail interaction flows on this page describe the recognized, validated multimedia interactions
that have been tested and that are supported by Genesys Info Mart for Genesys eServices e-mail.
However, Genesys Info Mart supports full processing of any 3rd Party Media interactions, in addition
to e-mail and chat interactions.

Use the e-mail interaction flows as a guide to interactions that do not involve an online session with a
customer (offline interactions).

The interaction flows described in this guide are intended as examples that you can modify for your
environment. However, Genesys does not guarantee results for modified interaction flows.

See Multimedia diagram conventions and Diagram Conventions for important information about
interpreting the diagrams.

The following call flows are supported:

¢ Strategy routes e-mail to agent, and agent replies

* Agent invited into e-mail interaction, and invitation revoked

¢ E-mail interaction handled by a strategy with autoresponse

¢ Agent transfers e-mail directly to another agent

* Agent’s attempt to transfer e-mail directly to another agent fails

¢ Transfer of e-mail from agent to agent through a queue

¢ Unsuccessful transfer from agent to agent through a queue

* Transfer from agent to agent through a queue with multiple VQs

¢ Agent consults to another agent before sending reply — non-blocking
¢ Agent consults to another agent before sending reply — blocking

* Agent unsuccessfully consults to another agent before sending reply
¢ Agent saves draft reply before sending (mediation)

¢ Agent pulls e-mail from an Interaction Queue or Workbin

* Agent saves draft reply before sending (hold)

¢ Agent sends outbound e-mail

e Multipart reply

* Multipart e-mail reply with unsent reply

¢ Routing strategy repeatedly fails to find a target
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Strategy routes e-mail to agent, and agent replies

The diagram shows the outcome of an e-mail interaction that a routing strategy routes to Agent 1,
who accepts the invitation (IRF1).

Agent 1 creates an outbound reply e-mail (IRF2), closing the original inbound e-mail. The outbound e-
mail is placed into Outbound Queue, from which Outbound Strategy sends it out of the contact center

to the customer.

Technical Descriptors illustrated:

* RoutedTo/Completed
* Initiated/Completed

FoutedTo Initiated

Interaction Gueuse 1

MSF1 1 Vait

Z

=
L

IRF1 7 /

IRF2

Outbound Gueus

DOutbound Strategy
Mo Wi

.

Completed Completed
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Agent invited into e-mail interaction, and invitation revoked

The diagram shows the outcome when an e-mail interaction is offered to an agent by a routing
strategy, but the agent does not accept the invitation. The e-mail interaction is returned to the
interaction queue so that it can be re-evaluated.

When a routing strategy routes to an agent, the strategy is removed from the
interaction as soon as the agent is invited into that interaction. In other words, the
routing is complete as soon as the agent is invited.

Technical Descriptors illustrated:

¢ RoutedTo/Redirected [Revoked]

RoutedTo

Wi

Interaction Queue 1

P

Redirecied

E-mail interaction handled by a strategy with autoresponse

The diagram shows the outcome of an e-mail interaction that a routing strategy determines can be
handled with an Autoresponse.

The e-mail is submitted to an inbound interaction queue. The routing strategy pulls the e-mail from
the interaction queue and identifies that it can be handled with an Autoresponse, and an
autoresponse is generated. Strategy 1 is now considered to be a handling resource. Strategy 1
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connected to and stopped the original inbound interaction, represented in IRF1, and created an
outbound Autoresponse reply, which is represented in IRF2. The time that Strategy 1 is connected to
each e-mail is represented as “Talk” time. Outbound Queue and Outbound Strategy represent the
processing that occurs when the e-mail is sent outside the contact center.

The diagram illustrates Genesys Info Mart reporting in releases earlier than 8.5.003 when the
populate-mme-ixnqueue-facts configuration option is set to false. Starting with release 8.5.003,
Genesys Info Mart always creates an MSF record for the first Interaction Queue that an inbound
interaction enters before first handling, regardless of the value of the populate-mm-ixnqueue-
facts option.

Technical Descriptors illustrated:

e Puller/Completed
¢ Initiated/Completed

Puller Initiated
Interaction Cueue 1
No MSF Strategy 1
"V ’QM Stratagy 1
IRF1 T/ Tal% Outbound Queue
IRF2 Mo MSF Duthound Strategy
o (Mo
Mo MSF
Completed Complated

Agent transfers e-mail directly to another agent

The diagram shows the outcome of an e-mail interaction that is routed to an agent, who transfers the
e-mail to another agent, who replies to the e-mail.

Agent 1 (IRF1) transfers an inbound interaction to Agent 2. Agent 2 stops the original inbound
interaction while creating an outbound reply (IRF2 and IRF3). The outbound reply is placed into
Outbound Queue, from which Outbound Strategy sends it out of the contact center to the customer.
When an agent directly invites another agent into an interaction, the original agent remains in the

Genesys Info Mart User's Guide 5



E-Mail Interactions

interaction until the target agent accepts the invitation. In the case of a transfer, the transfer does
not occur until the target agent accepts the invitation.

In this scenario, the original inbound e-mail is transferred. The interaction flow
showing a failed transfer attempt (Agent’s attempt to transfer e-mail directly to
another agent fails) presents a partial variation on this scenario, in which Agent 1
creates an outbound reply and attempts to transfer the reply to Agent 2.

Technical Descriptors illustrated:

e RoutedTo/Transferred
* ReceivedTransfer/Completed

* Initiated/Completed

RoutedTo ReceivedTransfer Initiated

Interaction Queue 1

Vi
(Stratagy 1)

Talk:
IRF1
2
IRF2 Talk/
Cutbound Cueue
IRF3 :
Outbound Strategy
MoV
Mo MSF
Transferred Completed Completed
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Agent's attempt to transfer e-mail directly to another agent fails

The diagram shows the outcome of an unsuccessful attempt to transfer an e-mail to another agent.

The interaction is routed to Agent 1. Agent 1 accepts the inbound e-mail (IRF1) and creates an
outbound reply (IRF2), closing the original inbound e-mail. Agent 1 works on this reply and then
attempts to transfer this reply to Agent 2, for Agent 2 to complete the reply (IRF3). Agent 2 does not
accept the invitation into the interaction. Agent 1 remains in the interaction during the attempt to
transfer. In this case, since Agent 2 was not available, Agent 1 completes the reply and places it into
Outbound Queue, from which Outbound Strategy sends it out of the contact center to the customer.

Technical Descriptors illustrated:

* RoutedTo/Completed
* Initiated/Completed

¢ ReceivedTransfer/Abandoned [Revoked]

RoutedTo Initiated ReceivedTransfer

Interaction Queue 1

Wi
[Siratagy 1)

w

IRF1
Talk/
Qutbound Queve
IRF2 %
Qutbound Strategy
{ME YT
Mo MSF
Completed Completed Abandoned
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Transfer of e-mail from agent to agent through a queue

The diagram shows the outcome of an e-mail interaction that is routed to an agent, who transfers the
e-mail through a queue to another agent, who replies to the e-mail.

Agent 1 transfers an inbound interaction through Interaction Queue 2 to Agent 2 (IRF2). Agent 2
stops the original inbound interaction while creating an outbound reply (IRF2 and IRF3). The
outbound reply is placed into Outbound Queue, from which Outbound Strategy sends it out of the
contact center to the customer.

In this scenario, the original inbound e-mail is transferred. The interaction flow
showing a failed transfer attempt (Agent’s attempt to transfer e-mail directly to
another agent fails) presents a partial variation on this scenario, in which Agent 1
creates an outbound reply and attempts to transfer the reply to Agent 2.

Technical Descriptors illustrated:

* RoutedTo/Transferred
* ReceivedTransfer/Completed

* |nitiated/Completed
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RoutedTo
Interaction Queus 1

W
(Siratagy 1)

Talk:

Interaction Queue 2

IRF1

Transferred

Received Transfer

Initiated

Completed

7

Cuthound Queue

IRF3

Completed

| Outbound Strategy

M VT

Mo MSF

Unsuccessful transfer from agent to agent through a queue

The diagram shows the outcome of an unsuccessful attempt to transfer an e-mail interaction from
one agent to another agent through a queue.

The interaction is routed to Agent 1. Agent 1 accepts the inbound e-mail (IRF1) and creates an
outbound reply, closing the original inbound e-mail (IRF2). Agent 1 works on this reply, and then
attempts to transfer the reply interaction through Interaction Queue 2 to another agent for continued
processing. The reply interaction is routed from the queue to Agent 2 (IRF3). Agent 2 does not accept
the invitation, and this revoked invitation is returned to Interaction Queue 2, so that another routing

target can be found.

Technical Descriptors illustrated:

¢ RoutedTo/Completed

* |nitiated/Transferred

¢ ReceivedTransfer/Redirected [Revoked]
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Interaction Queue 1

Wi

,  (Sireiegy 1

RoutedTo

Initiated

Completed

Talk/

Interaction Queua 2

IRF2

Trarsferred

Vo2

. [Strategy 2)

ReceivedTransfar

IRF3

Redirected

Interaction Queus 2

Transfer from agent to agent through a queue with multiple VQs

The diagram shows the outcome of an inbound e-mail interaction that is routed to an agent, who
transfers the e-mail through a queue to another agent, when the routing strategies contain several
VQs. In this example, Strategy 1 contains three parallel VQs (VQ1, VQ2, VQ3) and Strategy 2 contains

three sequential VQs (VQ4, VQ5, VQ6).

Strategy 1 takes the e-mail from Interaction Queue 1 and places the e-mail simultaneously in all
three VQs that are associated with the strategy. Strategy1l finds a routing target through VQ1 and
routes the interaction to the target (Agent 1).

Genesys Info Mart User's Guide
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Agent 1 handles the e-mail (IRF1) and then decides to transfer it to another agent through Interaction
Queue 2, for continued processing. Strategy 2 takes the e-mail from Interaction Queue 2 and places it
in VQ4. When Strategy 2 does not find an available agent who is associated with VQ4, the strategy
places the e-mail in VQ5, where it finds an available agent (Agent 2). The strategy routes the e-mail
to Agent 2 (IRF2). Because the interaction did not reach the third VQ that is associated with Strategy
2, there is no MSF for VQ6. Given the focus of this example, the diagram does not show the continued
processing after Agent 2 gets control of the interaction; the technical result for IRF2 depends on what
Agent 2 does with the interaction.

The diagram illustrates Genesys Info Mart reporting in releases earlier than 8.5.003 when the
populate-mme-ixnqueue-facts configuration option is set to false. Starting with release 8.5.003,
Genesys Info Mart always creates an MSF record for the first Interaction Queue that an inbound
interaction enters, regardless of the value of the populate-mm-ixnqueue-facts option.

Technical Descriptors illustrated:

¢ RoutedTo/Transferred

e ReceivedTransfer/depends on subsequent activity

RoutedTo ReceivedTransfer

Interaction Quess 1

No MSE Wi W2 V3
[Stratmgy 1) (Strategyl)  (Strategy1)

Iny_araction Cueus 2

Mo MSF Vol

o iErElegyZ)
bl SN EE RSN

all*;/E

27

IRF2

[Depends on
subsaquant
Transferred activity]
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Agent consults to another agent before sending reply — non-
blocking

The diagram shows an agent consulting with another agent before sending a reply, when the first
agent continues to work on the reply during the consultation period.

The interaction is routed to Agent 1. Agent 1 accepts the inbound e-mail (IRF1) and creates an
outbound reply (IRF2), closing the original inbound e-mail. Agent 1 initiates a Consult interaction and
transfers it to Agent 2 (IRF3). Agent 2 accepts the Consult interaction (IRF4) and initiates a Consult
Reply interaction (IRF5). In a typical Consult scenario, the Consult Reply is placed into Agent 1's
Collaboration Workbin. The Consult Reply typically remains in the workbin for the life of the entire
interaction, enabling the Consult Reply to be viewed at any time during the processing of the
interaction and making it available for viewing by another agent, if Agent 1 transfers ownership of
this interaction to another agent. The outbound reply is placed into Outbound Queue, from which
Outbound Strategy sends it out of the contact center to the customer.

By placing the Consult Reply in Agent 1's Collaboration Workbin, Agent 2 transfers the Consult Reply
back to Agent 1. In a common scenario, the Consult Reply remains in the Collaboration Workbin for
the remainder of the interaction, until it is cleaned up when the interaction ends. At that time, a new
IRF row (not shown) is added, to show the Consult Reply being pulled from the workbin and
Completed. The “Talk” boxes in the Consult portion of the diagram are not shaded, because the
customer is not considered to be present during offline consultations.

Technical Descriptors illustrated:

e RoutedTo/Completed

¢ Initiated/Completed

¢ InitiatedConsult/Transferred
e ReceivedConsult/Completed

¢ ReceivedConsult/Transferred
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RoutedTo Initiated InitGonsult RecaivedGonsult | ReceivedConsult
Interaction Queue 1

W1

(Strategy 1)

Talk:
IRF1
Talk -
Ring
alk/ IRF3
/T Talk
IRF4 Talk Agent 1
. Warkbin
IRFS
MSF3
4 Qutbound Queue

IRF2 Y| Cutbound Strategy

iha W)

Mo MSF

Completed Completed Transferred Completed Transferred

Agent consults to another agent before sending reply — blocking

The diagram shows an agent consulting with another agent before sending a reply, when the first
agent suspends work on the reply until the consultation response is received.

The interaction is routed to Agent 1. Agent 1 accepts the inbound e-mail (IRF1) and creates an
outbound reply, closing the original inbound e-mail (IRF2). Agent 1 initiates a Consult interaction and
transfers it to Agent 2 (IRF3). In the meantime, Agent 1 suspends work on the outbound reply and
places it in a Draft Workbin (MSF3), until the results of Agent 2’s collaboration are available. Agent 2
accepts the Consult interaction (IRF4) and initiates a Consult Reply interaction (IRF5). After working
on the Consult Reply, Agent 2 places it in Agent 1's Collaboration Workbin (MSF4), where it typically
remains for the remaining life of the interaction. Agent 1 retrieves the suspended outbound reply
from the Draft Workbin and completes the reply (IRF6).

The outbound reply is placed into Outbound Queue, from which Outbound Strategy sends it out of the
contact center to the customer.

For the time that the interaction is in Agent 1's Draft Workbin, the diagram illustrates the situation
when workbin time is considered to be mediation (populate-workbin-as-hold=false). Agent saves
draft reply before sending (hold) shows the flow for this portion of the interaction when the workbin
time is considered to be hold.
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By placing the Consult Reply in Agent 1's Collaboration Workbin, Agent 2 transfers the Consult Reply
back to Agent 1. In a common scenario, the Consult Reply remains in the Collaboration Workbin for
the remainder of the interaction, until it is cleaned up when the interaction ends. At that time, a new
IRF row (not shown) is added, to show the Consult Reply being pulled from the workbin and

Completed.

The “Talk” boxes in the Consult portion of the diagram are not shaded, because the customer is not
considered to be present during offline consultations.

Technical Descriptors illustrated:

* RoutedTo/Completed

¢ Initiated/Transferred

InitiatedConsult/Transferred

* ReceivedConsult/Completed

* Puller/Completed

ReceivedConsult/Transferred

RoutedTo Initiated InitConsult ReceivedConsull | ReceivedConsult Puller
Interaction Queue 1
[Strategy 1)
7
RE1 Faent2
alk 1T
2 Agent 1 Talk Ring
Draft Waorkbin
IRF3
"
IR Talk Agent 1
Warkbin
IRF3
Agent 1
MSF4
/Talk
Outbound Queue
IRF6 iR Outhound Strategy
1Mo va)

Completed Transferred Transferred Completed Transferred Completed
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Agent unsuccessfully consults to another agent before sending
reply

The diagram shows an agent’s unsuccessful attempt to consult with another agent before sending a
reply.

The interaction is routed to Agent 1. Agent 1 accepts the inbound e-mail (IRF1) and creates an
outbound reply, closing the original inbound e-mail (IRF2). Agent 1 initiates a Consult interaction
(IRF3) and transfers it to Agent2. Agent 2 does not accept the invitation into the Consult interaction
(IRF4). Agent 1 continues working on the outbound reply (IRF2). The outbound reply is placed into
Outbound Queue, from which Outbound Strategy sends it out of the contact center to the customer.

The “Talk” box in the Consult portion of the diagram is not shaded, because the
customer is not considered to be present during offline consultations.

Technical Descriptors illustrated:

* RoutedTo/Completed

Initiated/Completed
¢ |nitiatedConsult/Transferred

¢ ReceivedConsult/Abandoned [Revoked]
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RoutedTo Initiated InitCansult ReceivadConsult
Interaction Queue 1

Wi
[ Stratagy 1)

=

L

SN\

Talk

IRF1
Talk i
Rirg
Talk:
IRF3 IRF4
) gz cums
IRF2 iiEEall Quthound Strategy,
:1:1:1§'::1:3:5555 - (ha 1)
Mo MSF
Comgheted Completad Transferred Abandonead

Agent saves draft reply before sending (mediation)

The diagram shows the outcome of an e-mail interaction that is routed to an agent who replies to the
e-mail, after first saving an initial version of the reply in a workbin, where the time in the workbin is
considered to be mediation.

The interaction is routed to Agent 1. Agent laccepts the inbound e-mail (IRF1) and creates an
outbound reply, closing the original inbound e-mail (IRF2). Agent 1 saves the outbound reply e-mail in
a Draft Workbin. Later, Agent 1 pulls the reply e-mail from the workbin, makes some final
modifications to the reply, and then places the reply into Outbound Queue, from which Outbound
Strategy sends it out of the contact center to the customer (IRF3).

For the outcome of the same interaction flow when the workbin time is considered to be hold, see
Agent saves draft reply before sending (hold).

Technical Descriptors illustrated:

¢ RoutedTo/Completed
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* |nitiated/Transferred

e Puller/Completed

RoutedTo Initiated Puller
Interaction Queus 1

Wi
[Strategy 1)

Talk Draft
. Workbin
IRF2 i '
Talk/
/// é Cuthound Queus
IRF3 i BRT
DOutbound Strategy
L Mow)
Mo MSF
Completed Transferred Completed

Agent pulls e-mail from an Interaction Queue or Workbin

The diagram shows the outcome when an e-mail interaction is pulled from an Interaction Queue or
Workbin (MSF1) for further handling by Agent 1. After working on the e-mail, Agent 1 places the
interaction into another Interaction Queue or Workbin (MSF2), for further processing.

Technical Descriptors illustrated:

e Puller/Transferred
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Fuller

Interaction Quaue
or Workbin

/[ alk

IRF1

Interacticn Gueue 2
Waorkbin 2

i
L

Transferrad

Agent saves draft reply before sending (hold)

The diagram shows the outcome of an e-mail interaction that is routed to an agent who replies to the
e-mail, after first saving an initial version of the reply in a workbin, where the time in the workbin is
considered to be hold, instead of mediation.

For information about when workbin time is considered to be hold, read the description of the
populate-workbin-as-hold option.

For the outcome of the same interaction flow when the workbin time is considered to be mediation,
see Agent saves draft reply before sending (mediation).

Technical Descriptors illustrated:

¢ RoutedTo/Completed
* Initiated/Completed
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RoutedTa Initlated
Interaction Queuse 1

Yo
[Strabagy 1)

7

~" "Hold
:(Workbin) -
/T alk
Outbound Queus
IRF2 : :
Chuthound Strategy
(Mo W
Mo MSF
Completed Completed

Agent sends outbound e-maill

The diagram shows the outcome of an e-mail interaction that the agent initiates. In other words, the
e-mail is not a response to an e-mail that has been routed to the agent or transferred to the agent.

This scenario applies when an agent sends an unsolicited outbound interaction to a customer or,
starting with release 8.5.003, the agent is sending an outbound reply to a customer where the
interaction being replied to has already been terminated in Genesys Info Mart.

Technical Descriptors illustrated:

¢ Initiated/Completed
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Initiated

/'I'allc/

IRF1

Outbound Strategy
Mo W)

Lad

Completad

Multipart reply

The diagram shows the outcome of a multipart reply.

In this example, Agent 1 initiates two outbound replies. For example, Agent 1 may have received a
new customer order (IRF1) and initiated one reply, which is to be completed by Agent 2 in Shipping
(IRF2). At the same time, Agent 1 also initiated a reply to the customer, confirming the order and
providing billing-related information. Agent 1 transfers the first outbound reply directly to Agent 2
(IRF3). Agent 1 remains in this outbound reply until Agent 2 accepts the invitation into the
interaction. Agent 2 later completes this reply, placing it in an Outbound Queue, from which
Outbound Strategy sends it out of the contact center. Agent 1 also creates and completes the second
outbound reply (IRF4), now stopping the original inbound interaction, and places this second reply in
an Outbound Queue, from which Outbound Strategy sends it out of the contact center. In this
example, the second reply that Agent 1 created was actually the first reply sent to the customer.

Technical Descriptors illustrated:

* RoutedTo/Completed
* Initiated/Transferred
¢ ReceivedTransfer/Completed

¢ Initiated/Completed
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Outbound Strategy

(Mo W)

RoutedTa Initiated RecelvedTransfer Initiated
Interaction Queue 1
WQ1
[Siratagy 1)
“ k/ L.
IRF2 i
IRF1 /
all
/T /T alk
Cutbound Queue
IRF4
Cutbound Queue
IRF3 Guthound Strategy|
N (Mo vy
Mo MSF
Comgleted Transferrad Completed Completed

Mo M5F

Multipart e-mail reply with unsent reply

The diagram shows the outcome of a multipart reply in which one of the replies was stopped without

being sent.

This example illustrates the OutboundStopped technical result. The OutboundStopped technical
result applies to any outbound multimedia interaction that is stopped without being sent; it is not
limited to outbound replies. In this example, the outbound reply initiated by Agent 1 (IRF2), and
transferred to Agent 2, is stopped by Agent 2 (IRF3). Agent 2 worked on the outbound reply for some

time, but then stopped the reply without sending it. In the meantime, as in Multipart reply, Agent 1

worked on a second reply, which was sent to the customer (IRF4).

Technical Descriptors illustrated:

RoutedTo/Completed

Initiated/Transferred

* ReceivedTransfer/OutboundStopped

Initiated/Completed
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RoutedTo Initiated RecelvedTransfer Initiated
Interaction Queus 1

WO
[Siratagy 1]

7 //

IRF2

IRF4 7 al/

Talk/
__//% ?;L:tbﬂu nd Queue

IRF4 Quibound Stratagy
[hda W)
Mo MSF
IRF3
Completed Transferrad QutboundStopped Completed

Routing strategy repeatedly fails to find a target

The diagram shows the outcome of an inbound e-mail interaction that is eventually routed to an
agent after the routing strategy repeatedly failed to find an available agent.

In this example, Strategy 1 puts the interaction back into Interaction Queue 1 several times, until the
strategy finally routes the interaction successfully to Agent 1 (IRF1). All the unsuccessful attempts to
select an agent are combined into one mediation (MSF1 for Interaction Queue 1), except for the last
attempt, which is when the interaction was successfully routed (MSF2 for VQ1). Given the focus of
this example, the diagram does not show the continued processing after Agent 1 gets control of the
interaction; the technical result for IRF1 depends on what Agent 1 does with the interaction.

Technical Descriptors illustrated:

¢ RoutedTo/depends on subsequent activity
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RoutedTo

Irteraction Queue 1

31 MSF1 ] Strategy 1
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