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Multiple-Queue Call Treated at an IVR Port: Treatment at IVR

Queue

The following graphic and table describe a multiple-queue call treated an an IVR port: treatment at
the IVR queue.
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a. EventReleased can occur before an agent becomes available because the IVR finishes call
treatment. b. In some deployments, EventEstablished for party A can occur at the same time as the
IVR EventEstablished, especially if a call comes through the PSTN.
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Multiple-Queue, Call Treated at an IVR Port: Direct Treatment at
IVR Port

The following graphic and table describe a multiple-queue call treated at an IVR port: direct
treatment at the IVR queue.
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Multiple Queue, Call Treated at an IVR Port: Direct Treatment at IVR
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a. EventReleased can occur before an agent becomes available because the IVR finishes call
treatment. b. In some deployments, EventEstablished for party A can occur at the same time as the
IVR EventEstablished, especially if a call comes through the PSTN.
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Multiple-Queue Call: Call Removed from Queue

The following graphic and table describe a multiple-queue call: with the call removed from the queue.
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