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Preface

Welcome to Universal Routing 7.6 Cost-Based Routing Configuration Guide.
This guide describes how to configure a Genesys cost-based routing (CBR)
solution. It includes information on configuring infrastructure and resource
cost, configuring cost as an agent property, activating a CBR solution, and
using the cost-based routing wizard. The appendix present an overview of
CBR reporting and sample cost-based routing strategies.

This document is valid only for the 7.6 release of Universal Routing.

Note: For all Genesys product documentation, visit the Genesys Technical
Support website, or request the Documentation Library DVD, which
you can order by e-mail from Genesys Order Management at
ordermanegenesyslab.com.

This preface provides an overview of this document, identifies the primary
audience, introduces document conventions, and lists related reference
information: This information is divided among the following topics:

«  Customer Interaction Management, page 9

+ Intended Audience, page 10

«  Chapter Summaries, page 11

+  Document Conventions, page 11

- Related Resources, page 13

+  Making Comments on This Document, page 15

Customer Interaction Management

Universal Routing enables you to design sophisticated strategies for handling
both voice and non-voice interactions and for directing them to an appropriate
target. Universal Routing also provides data that is required in order to report
on interaction handling in your Enterprise.

Universal Routing, which comprises Enterprise Routing and Network Routing,
is one part of the Genesys Customer Interaction Management (CIM) Platform.
The CIM Platform consists of the following:

Cost-Based Routing—Configuration Guide 9
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Multimedia

Intended Audience

* Genesys Universal Routing

* Genesys Reporting (CC Analyzer, CCPulse+)
* Genesys Multimedia

* Genesys Management Framework

Each of these components has its own documentation set.

Genesys Multimedia is the core of a series of components that work together to
handle interactions from disparate media-based devices. It enables you to
centralize your handling of the various channels that customers use to reach
your contact center. The core functionality that Multimedia provides must
operate with at least one of the following media channels:

* Genesys E-mail. This channel has an optional enhancement: Genesys
Content Analyzer, which uses natural language technology to provide
automated classification of incoming e-mail.

* Genesys Web Media (chat).

* Genesys Open Media. This channel enables you to add customized support
for other media. For more information see the documentation for the
Genesys Developer Program 7.6, particularly the documentation pertaining
to the Media Interaction SDK.

Note: Universal Routing 7.6 can work in a pure voice environment or with
the Multimedia software components, which enable the additional
routing of non-voice interactions on the basis of IRD-designed
business processes.

Intended Audience

10

This guide is primarily intended for users involved in developing and setting
up a routing solution, including administrators and strategy designers. This
guide assumes that you have a basic understanding of:

* Computer-telephony integration (CTI) concepts, processes, terminology,
and applications.

* Network design and operation.
* Familiarity with your own network configurations.

You should also be familiar with the Genesys Framework architecture and
functions.

Universal Routing 7.6 @
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Chapter Summaries

Chapter Summaries

In addition to this preface, this guide contains the following chapters and
appendix:

Chapter 1, “Overview,” on page 17, describes the elements of a CBR
solution, solution levels, cost-based routing compatibility with ther types
of routing, strategy creation guidelines, Configuration Layer objects to
support cost-based routing, and how to a associate Site and Cost Contract
objects with Configuration Layer objects. It also lists the limitations
association with a CBR solution.

Chapter 2, “Infrastructure Cost,” on page 35, describes the part of
interaction cost associated with transfering an interaction from the
Enterpise to a Site or from a Site back to the Enterprise.

Chapter 3, “Resource Cost,” on page 43, describes the part of interaction
cost associated with Cost Contracts.

Chapter 4, “Activating a CBR Solution,” on page 73, briefly describes the
two methods of activating a CBR solution in routing strategies. It also
includes a discussion of Interaction Types and describes how to set the
Dominant Optimization Factor.

Chapter 5, “Cost as an Agent Property,” on page 79, describes a simple
method of cost-based routing.

Chapter 6, “Using the Wizard,” on page 83, describes how to use the the
cost-based routing wizard.

Appendix A, “Cost-Based Routing Reporting,” on page 148, describes
how to configure Genesys Interaction Concentrator (ICON)/Info Mart to
capture attached cost-based routing data from interactions to enable the
building of CBR reports as a Professional Services engagement.

Appendix B, “Sample Strategies,” on page 193, describes two methods for
activating a CBR solution, and it presents sample strategies.

Document Conventions

This document uses certain stylistic and typographical conventions—
introduced here—that serve as shorthands for particular kinds of information.

Document Version Number

A version number appears at the bottom of the inside front cover of this
document. Version numbers change as new information is added to this
document. Here is a sample version number:

76r_sol_11-2006_v7.6.000.00

Cost-Based Routing—Configuration Guide 11
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Examples:

Examples:

Example:

Document Conventions

You will need this number when you are talking with Genesys Technical
Support about routing solution that can be implemented with Universal
Routing 7.6.

Type Styles

Italic

In this document, italic is used for emphasis, for documents’ titles, for
definitions of (or first references to) unfamiliar terms, and for mathematical
variables.

* Please consult the Genesys 7 Migration Guide for more information.

* A customary and usual practice is one that is widely accepted and used
within a particular industry or profession.

* Do not use this value for this option.

e The formula, x +1 = 7 where x stands for . . .

Monospace Font
A monospace font, which looks like teletype or typewriter text, is used for
all programming identifiers and GUI elements.

This convention includes the names of directories, files, folders, configuration
objects, paths, scripts, dialog boxes, options, fields, text and list boxes,
operational modes, all buttons (including radio buttons), check boxes,
commands, tabs, CTI events, and error messages; the values of options; logical
arguments and command syntax; and code samples.

e Select the Show variables on screen check box.

e C(Click the Summation button.

* Inthe Properties dialog box, enter the value for the host server in your
environment.

* In the Operand text box, enter your formula.
*  Click 0K to exit the Properties dialog box.

* The following table presents the complete set of error messages
T-Server distributes in EventError events.

* Ifyou select true for the inbound-bsns-calls option, all established
inbound calls on a local agent are considered business calls.

Monospace is also used for any text that users must manually enter during a
configuration or installation procedure, or on a command line:

¢ Enter exit on the command line.

Universal Routing 7.6 @
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Screen Captures Used in This Document

Screen captures from the product GUI (graphical user interface), as used in this
document, may sometimes contain a minor spelling, capitalization, or
grammatical error. The text accompanying and explaining the screen captures
corrects such errors except when such a correction would prevent you from
installing, configuring, or successfully using the product. For example, if the
name of an option contains a usage error, the name would be presented exactly
as it appears in the product GUI; the error would not be corrected in any
accompanying text.

Square Brackets

Square brackets indicate that a particular parameter or value is optional within
a logical argument, a command, or some programming syntax. That is, the
parameter’s or value’s presence is not required to resolve the argument,
command, or block of code. The user decides whether to include this optional
information. Here is a sample:

smcp_server -host [/flags]

Angle Brackets

Angle brackets indicate a placeholder for a value that the user must specify.
This might be a DN or port number specific to your Enterprise. Here is a
sample:

smcp_server -host <{confighost)

Related Resources

Consult these additional resources as necessary:

*  Universal Routing 7.6 Deployment Guide. The first part of the guide
provides information you will need to get started: a high-level overview of
Universal Routing features and functions, including product architecture,
system availability, redundancy information and deployment-planning.
The second part provides instructions for deploying Universal Routing
components, and describes how to start and stop these components once
you have configured and installed them.

*  Universal Routing 7.6 Reference Manual, which describes and defines
routing strategies, IRD objects that can be used in routing strategies,
Universal Routing Server (URS) functions that can be used in routing
strategies, URS options, and other options that affect routing, number
translation, pegs, statistics used for routing, and log events.

Cost-Based Routing—Configuration Guide 13
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Related Resources

Universal Routing Business 7.6 Process User s Guide, which contains
step-by-step instructions for creating interaction workflows (business
processes), which direct incoming customer interactions through various
processing objects. The goal is to generate an appropriate response for the
customer.

Universal Routing 7.6 Strategy Samples, which simplifies strategy
configuration for first-time users of the strategy development tool,
Interaction Routing Designer. To achieve this goal, this document provides
examples of simple voice and e-mail routing strategies that can be used as
general guides during the design stage.

Universal Routing 7.6 Interaction Routing Designer Help, which describes
how to use IRD to create routing strategies. It also describes Interaction
Design view, where you create business processes that route incoming
interactions through various processing objects with the goal of generating
an appropriate response for the customer.

Genesys 7 Events and Models Reference Manual, which provides
information on most of the published Genesys events and their attributes,
and an extensive collection of models describing core interaction
processing in Genesys environments.

Genesys 7.1 Resource Capacity Planning Guide, which provides
instructions on using the Genesys Agent Capacity Wizard to set up agent
capacity rules, which affect the routing of interactions to agents.

Framework 7.6 Stat Server User s Guide, which introduces you to the
concepts, terminology, and procedures relevant to Genesys Stat Server.

Framework 7.6 Combined Log Events Help, which provides details about
the error and informational messages that server components (including
Universal Routing Server) generate.

Reporting Technical Reference Guide for the Genesys 7.2 Release, which
describes the statistics that the CC Analyzer and CCPulse+ applications
gather about overall contact center performance and the reporting
templates and reporting layouts that you can use to present that data.

Genesys 7 Interoperability Guide, which identifies which Genesys
components can successfully work together, and which versions are not
compatible.

Genesys 7 Hardware Sizing Guide, which provides hardware and CPU
guidelines for Genesys products.

Genesys Technical Publications Glossary, which ships on the Genesys
Documentation Library CD and which provides a comprehensive list of the
Genesys and CTI terminology and acronyms used in this document.

Genesys 7 Migration Guide, also on the Genesys Documentation Library
CD, which provides a documented migration strategy from Genesys
product releases 5.1 and later to all Genesys 7.x releases. Contact Genesys
Technical Support for additional information.

Universal Routing 7.6 @
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* Release Notes and Product Advisories for this product, which are available
on the Genesys Technical Support website at
http://genesyslab.com/support.

Information on supported hardware and third-party software is available on the
Genesys Technical Support website in the following documents:

* Genesys 7 Supported Operating Systems and Databases
* Genesys 7 Supported Media Interfaces
Genesys product documentation is available on the:

* Genesys Technical Support website at http://genesyslab.com/support.

* Genesys Documentation Library CD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

Making Comments on This Document

If you especially like or dislike anything about this document, please feel free
to e-mail your comments to Techpubs.webadminegenesyslab.com.

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
Please limit your comments to the information in this document only and to the
way in which the information is presented. Speak to Genesys Technical
Support if you have suggestions about the product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or
distribute your comments in any way it believes appropriate, without incurring
any obligation to you.

Cost-Based Routing—Configuration Guide 15
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Overview

This chapter contains an overview of Genesys cost-based routing (CBR). If
you wish to immediately start the configuration process, go to “Using the
Wizard” on page 83.

Note: While the CBR model described in this chapter is not media-specific,
cost-based routing in the 7.6 release is supported for voice interactions
only. Supported types are Time Division Multiplexing (TDM) and
Voice over Internet Protocol (VOIP) interactions.

With a CBR solution, Universal Routing Server (URS) can:

* Calculate the cost of routing to any target based on configuration
information, statistical values, and its own data.

* Use the cost of routing to a target as additional target selection criteria.
* Use information contained in strategies to activate/de-active cost-based
routing during target selection.

* Automatically attach to interactions information that can be used for CBR.

Note: Contact Genesys Technical Support before configuring a cost-based
routing (CBR) solution. Depending on the number of features you
implement, CBR can be complex to configure for the first-time user.
Because of this, and in order to ensure successful first
implementations, Genesys wants to initially track all customers
implementing CBR via contact with Genesys Technical Support.

The information in this chapter is divided among the following topics:
«  What Is a CBR Routing Solution?, page 18

« Solution Levels, page 19

+ Benefits and Features, page 19

«  CBR Solution Elements, page 21

«  Compeatibility With Other Types of Routing, page 22

Cost-Based Routing—Configuration Guide 17
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What Is a CBR Routing Solution?

« Strategy Creation Guidelines, page 23

+  CBR Objects, page 24

« Site and Cost Contract Associations, page 31
- Limitations, page 32

What Is a CBR Routing Solution?

A routing solution refers to the method of, and configuration elements for,
getting a customer interaction to the right target in the shortest amount of time.
In the case of a CBR solution, URS considers the cost of routing to a target,
comprised of the Infrastructure cost and/or the Resource cost, as additional
selection criteria when choosing the right target.

Infrastructure Cost

Infrastructure cost is related to items such as switches, phones, transport layer,
and so on. It is the cost to transfer an interaction from Site A to Site B
including Sites associated with Switches that can service multiple locations. Or
it can be the cost to transfer an interaction back to the Enterprise from a Site.
You can also define Infrastructure cost for an interaction that is being sent from
Switch A to an outsourcer whose Resources (agents, DNs, and so on) are not
defined by Genesys (see “Non-Configured DNs” on page 19).

For more information on Infrastructure cost, continue with Chapter 2,
“Infrastructure Cost,” on page 35.

Resource Cost

18

A Resource can be a human (agent, knowledge worker, employee, and so on)
or a non-human (IVR, IVR port, and so on) entity that belongs to the
Enterprise or Network Provider.

Resources can also include outsourcers. For the purpose of CBR, there are two
types of outsourcers:

* An outsourcer that is involved only in staffing (supplying agents). In this
case, the Enterprise is responsible for supplying the Infrastructure. For this
type of outsourcer, the Enterprise’s Genesys software can monitor the
outsourcer’s Resources, such as DNs and agents.

* An outsourcer that manages everything from Infrastructure to staffing. For
this type of outsourcer, the Enterprise’s Genesys software does not have
the necessary visibility to monitor the outsourcer’s Resources (DN,
agents, and so on) because the outsourcer does not have the Genesys
software installed. The routing targets are typically expressed as non-
configured DNs (see page 19).

Universal Routing 7.6 @
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For more information on Resource cost, continue with Chapter 3, “Resource
Cost,” on page 43.

Note: CBR is not supported in a Federated environment in which resources
are shared across Enterprises, as described in the Framework 7.5
Federation Proxy Deployment Guide.

Non-Configured DNs

Certain types of DN objects (see page 32) in the Configuration Database can
have associated Cost Contract objects (see page 44). However, if a particular
DN is associated with a routing destination where the Genesys software is not
installed, Stat Server cannot monitor the DN for the purpose of generating state
and statistical information. In this case, the main usage for such a DN is to
enable the routing of calls to a non-monitored destination (a Site where there is
no Genesys software installed). This is a common practice for hosted vendors
who route calls in load balancing mode to different Sites that might not be
Genesys customers. For additional information on outsourcers, see
“Nonmonitored Destinations” on page 85.

Solution Levels

You can configure CBR solutions of varying complexity:

* Level 1 Solution: Defines the Infrastructure (transfer) cost only for Sites
that URS can potentially route to (such as outsourcers).

* Level 2 Solution: Defines the Resource cost based on Cost Contracts for
different interaction types. This solution can use an agent hourly rate, a flat
rate per interaction, or a volume-based rate.

¢ Full-Scale Solution: Uses a combination of Level 1 and Level 2.

* Simple Cost-Based Routing: This is not actually a solution, but merely
involves defining cost as an agent property in the Configuration Layer (see
page 79).

Benefits and Features

Cost-based routing represents entirely new routing functionality for both
Genesys Universal Routing and the contact center software market itself. A
Genesys CBR solution has the following benefits:

* Provides a combination of optimized routing features that can significantly
improve Return on Investment (ROI) by making routing decisions that are
sensitive to operational expenditures.
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Benefits and Features

Provides customers with the flexibility to route based on cost while still
considering performance objectives, agent skills, availability, and/or
occupancy.

Enables you to perform different types of cost-based routing based on the
incoming interaction media type, type of service requested, and customer
revenue potential (Customer Segment).

Enables you to define existing contracts with outsourcers by using
Configuration Database objects and to route based on this data.

For example, some outsourcers may use an agent hourly rate; others may
use cost per interaction, or they may charge based on volume or the day of
the week or year. Some may charge penalties if the actual volume of
interactions falls under or over a forecasted volume. A Genesys CBR
solution accommodates all these differences.

The features of a CBR routing solution are as follows:

Enables you to define two types of interaction cost: Resource cost (see
page 18) and Infrastructure cost (cost to transfer an interaction from Site A
to Site B, which includes switches that are able to serve multiple locations)
(see page 18). Together, Resource cost and Infrastructure cost comprise the
total routing cost of an interaction. You can also define Infrastructure cost
for an interaction being sent to a Site (such as an outsourcer) whose
Resources (Persons, DNs, and so on) are not defined by Genesys (non-
monitored destination).

Uses a Configuration Layer entity called a Site object (see page 36) to
define Sites (remote and otherwise) that URS can potentially route to. Each
Site object can have its own Configuration Units (such as Persons
(agents), Switches, and so on) and references to other Sites that can
potentially be routed to (including the transfer cost to each Site).

You can assign Resource cost to various objects in the Configuration
Layer: Person, AgentGroup, Place, PLaceGroup, DN (certain types), Site, and
Tenant (see page 31).

Gives the flexibility of defining Resource cost for different Interaction
Types (see page 46).

For each Interaction Type defined, you can specify a Dominant
Optimization Factor (see page 48). This factor controls whether URS
should use Cost as additional selection criteria or whether it should route
based on Performance/Service Objective (minimum/maximum value of a
statistic).

You have the option of defining Resource cost for different Interaction
Types based on interaction volume (Volume Contract on page 56) or using
a variable rate (Variable Rate Contract on page 54). If you select variable
rate processing, you can specify a flat rate per interaction or use an agent
hourly rate/average handling time.
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CBR Solution Elements

If you use a Volume Contract, you then define one or more Day Contracts
(see page 58). A Day Contract forecasts interaction volume for a specific
day, such as a holiday, day of the week, or a specific day of the year. For
each Day Contract, you forecast interaction volume for different volume
periods during the day, define a base rate per interaction in each volume
period, and penalties for interaction volume over or under the forecast.

When a Volume Contract is used, URS implements a special pacing and
regulating algorithm (see page 66) to evenly distribute the number of
interactions sent to a routing destination.

You can activate CBR via a new function (see page 74) or a new IRD
predefined statistic (see page 77).

Universal Routing provides sample strategy files that demonstrate how to
activate and configure cost-based routing (see page 193).

Genesys ICON/Info Mart can be configured to capture sufficient data to
allow the building of CBR reports as a Professional Services engagement
(see page 148).

CBR Solution Elements

To help you configure a CBR solution, Genesys supplies the following solution
elements:

Wizard The cost-based routing wizard (see Figure 42 on page 104) is a

child of the Universal Routing Wizard (see Figure 37 on
page 101). You access the cost-based routing wizard through
Genesys Wizard Manager (see Figure 35 on page 99). This
guide supplies worksheets (see page 86) to prepare you for
entering data in wizard screens. See “Wizard Worksheets” on
page 86 for more information.

User Interfaces

After using the wizard user interface to create the “CBR
Objects” on page 24, you can use Configuration Manager (see
Figure 1 on page 25) to fine-tune configuration information.
You use Interaction Routing Designer’s (IRD) Routing Design
window (see Figure 27 on page 74) to create strategies that
activate cost-based routing either via a special function or via a
special statistic.

Function Function TargetSelectionTuning (see page 74) enables you to

activate CBR without the need to modify existing strategies
(other than by adding a Function object that sets
TargetSelectionTuning to true for routing targets). It works
together with regular statistics-based target selection.

Statistic Another way to activate a CBR solution is by selecting the

predefined IRD statistic RStatCost on the Target Selection
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Compatibility With Other Types of Routing

tab of the Routing Selection object (see page 77). Activating
CBR through RStatCost causes URS to consider both the
Infrastructure and the Resource cost when evaluating a target.
If one of these is not configured, URS ignores that part.

Attached Data for Reporting

URS automatically attaches cost-based routing information to
interactions when the URS option report_targets is set to
true and you are implementing Infrastructure and/or Resource
cost. The attached cost-based routing data is propagated into
interaction-related event messages from T-Server (for voice
interactions). You can then configure Genesys Interaction
Concentrator (ICON)/Info Mart to capture sufficient data from
Universal Routing to allow the building of CBR reports as a
Genesys Professional Services engagement. See Appendix A,
“Cost-Based Routing Reporting” on page 148 for more
information.

Samples Universal Routing 7.6 provides two cost-based routing sample

strategies: cbr_enabled_sample and costbasedrouting_sample.
Each of these sample strategies demonstrate cost-based routing
between DNs. See Appendix B, “Sample Strategies” on

page 193 for more information.

Compatibility With Other Types of Routing

Note: Other than the exceptions listed under “Limitations” on page 32, a

CBR solution is applicable to and compatible with all other routing
models including those listed in this section.

You can combine cost-based routing with other types of routing. For example:

22

With skills-based routing, the right target can be an available agent with
the skills that most closely match the customer’s needs.

With share agent by service level agreement routing, the right target can be
the most appropriately skilled agent borrowed from another business unit
because all agents serving the called business line are busy.

With service-level routing, URS can route interactions based on a service-
level factor for a customer segment. For example, a business might have a
service-level requirement that ninety percent of the interactions received
from premier customers must be answered in 10 seconds.

With statistical routing URS can route interactions based on the minimum
or maximum value of a statistic that Stat Server supplies; for example,
StatAgentLoading.
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*  With database-driven routing, URS can route interactions based on
information retrieved from a database. For example, the customer’s
account number (entered via an Interactive Voice Response (IVR) unit and
stored in the interaction) can be used to look up the customer’s revenue
potential (such as Gold, Silver, or Bronze Customer Segments) in the
database.

*  With business-priority routing, you can fine-tune the criteria that URS uses
when selecting interactions from queues. You can select the interaction
with the highest priority, the interaction with the longest current wait time,
or the interaction with oldest age. You can also use “what-if” wait time,
highest risk factor in service objective based on current wait time, highest
risk factor in service objective based on age of interaction, and highest risk
factor in service objective based on predicted wait time.

Note: The preceding is only a partial list of the types of routing that
Universal Routing 7.6 supports. For a complete list, see the Universal
Routing 7.6 Deployment Guide.

Strategy Creation Guidelines

When creating strategies that combine cost-based routing with other types of
routing, you must still take into account the Genesys philosophy that is
inherent in URS:

* Unless you design your strategy to do otherwise, if only one agent is
available (as is often the case in contact centers), that particular agent will
get the call. This will happen regardless of the cost associated with the
agent taking the call.

* Ifpossible, to ensure that any appropriate cost-based routing is applied,
design a strategy that builds in even a small amount of wait time so that
you can find the best agent for a given Cost Contract.

* Cost-based routing is a routing-optimization feature. Like all routing
optimization features, there are possible drawbacks. One possibility is
degradation of quality of service as the result of sending too much call
traffic in one direction. Be sure to account for inappropriate call routing
based only on cost by looking at quality-of-service metrics (abandonment
rates, average time in queue, and so on) in the criteria for how you target
calls.

See “Sample Strategies” on page 193 for more information.
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CBR Objects

CBR Objects

Site Object
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Configuration Layer 7.6 contains the following objects to support CBR.
* Site object

* Cost Contract object (an extension of the Objective Table object)
e IT Contract object (an extension of the Stat Table object)

* Day Contract object (an extension of the Statistical Day object)

This section discusses each of these objects.

Infrastructure cost (see page 18) is represented by a Configuration Layer entity
called a Site object. Each Site object:

* Refers to a location of contact center Resources (remote and otherwise)
that URS can potentially route to.

* Can have references to other Sites that can potentially be routed to
(including the transfer cost to each Site).

A Site is similar to a Swiftch, but is more generic in that a Site is not limited to
voice DNs (although only TDM and VOIP interactions are supported in the 7.6
release of CBR). Because the notion of “Switch” is strongly voice-dependent,
Configuration Layer introduced the Site object, which is media-independent.

Note: In many cases, a Switch can be represented by a Site in Configuration
Layer.

The Site object is a class of the Folder common object. To view a Site
object’s properties, right-click the folder, and then select Properties (see
Figure 9 on page 37). Site can also be a property of Person, Agent Group,
Place, Place Group objects, as well as certain types of DN objects (see “Site
and Cost Contract Associations” on page 31). For additional information on
Site objects, see “Defining Sites” on page 83. Figure 1 shows some example
Site objects in Configuration Manager.

Universal Routing 7.6 @



Chapter 1: Overview
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Figure 1: Configuration Manager, Example Site Objects Under Tenant

Note: The screen shots in this guide show a multi-tenant environment (see
the Configuration Manager limitation described on page 32), but a
CBR solution can also be created in a single-tenant environment.

Underneath each Site, one of the possible arrangements (serving only as a
visual aid) consists of placing Configuration Unit folders for the objects
associated with the Site (see Figure 2).
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Figure 2: Configuration Units Under Sites

Once the desired object type folder exists, you can define the corresponding
object type; for example, Switch, Person, Agent Group, and so on.
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Note: The Site Wizard (see Figure 46 on page 108) does not support creating
Configuration Units within Site folders. If, in Configuration
Manager, you manually create Person, Agent Group, Place, Place
Group, or certain types of DN objects within Site folders, the Site is not
automatically associated with the underlying object. You must do so
manually in the properties dialog box for the object.

For more information on Sites, see “Defining Sites” on page 83.

Cost Contract Object

Resource cost (see page 18) is represented by a Configuration Layer entity
called a Cost Contract object, which is a new type of Objective Table object.
Figure 3 shows some example Cost Contract objects.
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Figure 3: Example Cost Contract Objects
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Each Cost Contract object is comprised of various Interaction Type (IT)
records, which are different combinations of the following:

Media Type + Service Type + Customer Segment.(see page 47)
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You can think of each Interaction Type record as representing an Interaction
Type subcontract. Figure 4 shows an example Interaction Type record.
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Figure 4: Example Interaction Type Record

Note: When you are defining Interaction Type records for a Cost Contract
object, Media Type, Service Type, and Customer Segment are required
fields. For more information on defining Interaction Types, see
page 46.

Genesys offers two kinds of cost processing for an Interaction Type:

1. Processing based on a Variable rate (Variable Rate Contract). Does not
impose any volume commitment from the Enterprise. Since there is no
volume commitment, the cost is typically higher than the volume rate
discussed in the next item. See page 54 for more information.

2. Processing based on Volume (Volume Contract). There is a volume
commitment, and therefore the negotiated cost can be a more of a
“bargain” price. See page 56 for more information.

Note: The same Cost Contract object can use Variable rate processing for
some Interaction Types and Volume-based processing for other
Interaction Types.

This brings us to the next type of Configuration Manager object that supports
CBR: IT Contract object.

28 Universal Routing 7.6 @



Chapter 1: Overview

IT Contract Object

The IT Contract object is new type of Stat Table object that you use to
indicate whether to use Variable rate or Volume-based processing for an
Interaction Type. Figure 5 shows some example IT Contract objects.

CBR Objects
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After defining an IT Contract object (see page 52), you can then associate it
with an Interaction Type record within a Cost Contract object. To do this, you
enter its name in the IT Contract field of the record (see Figure 15 on

page 46). This tells URS whether cost processing for a particular Interaction
Type within a Cost Contract uses volume-based or variable rate processing and
what IT Contract to use.

Variable Rate Contract

When creating a new IT Contract object, if you select Variable Rate, then
you then choose between Flat and Agent Hourly.

For flat-rate-per- interaction processing, you enter a value in dollars and

cents.

For agent-hourly processing, you also enter a value in dollars and cents.
URS calculates the variable rate based on the Average Handling Time

statistic.

For more detailed information, see “Variable Rate Contracts™ on page 54.
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CBR Objects

Volume Contract

When creating a new IT Contract object, you can also select Volume Contract.
With a Volume Contract, you define one or more Day Contracts. They enable

cost to vary to accommodate volume fluctuations that may occur on different
days of the week, on weekends, and on exception days, such as holidays. For
more detailed information, see “Volume Contract” on page 56.

Day Contract Object

Day Contracts (see page 58) are represented by a Configuration Layer entity
called a Day Contract object, which is an extension of the Statistical Day
object. Figure 6 shows some example Day Contract objects.
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Figure 6: Example Day Contracts

A Day Contract object defines:

* A forecasted volume for each time interval (called a volume period).

* A base rate for each interaction within the volume period.

*  Over and under penalties (if applied).

With Volume Contracts, URS counts the number of interactions sent to every
target during a specific interval. URS derives the cost of interactions by
comparing these numbers with forecasted volumes during the same period.

* Ifthe actual number of interactions routed within the current period is
within the forecasted boundary, URS evaluates each potential routing
destination by using a predefined base rate per interaction.

30
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Site and Cost Contract Associations

* Ifthe actual number of interactions routed within the current period is over
or under the forecasted boundary, URS includes overflow/underflow
penalty cost information when it calculates the cost for each potential

routing destinati

on.

Note: Day Contracts do not apply to IT Contracts based on a Variable rate.

Defining Interaction Types results in records in a Cost Contract table that URS
reads when calculating the Resource cost of an interaction.

Site and Cost Contract Associations

Once you define Site and Cost Contract objects, you associate them with
other Configuration Layer objects. Figure 7 shows an agent associated with a
Site and a Cost Contract in the properties dialog box for a Person (agent)

object.
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Figure 7: Cost Con
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Limitations

Cost Contract and Site objects may be associated with the following
Configuration Layer objects:

®* Persons.
* Places.
* Agent Groups and Place Groups.

e Certain types of DNs: ACD Queue, Network Destination, Routing Point,
Routing Queue, Service Number, and Virtual Routing Point.

* Tenants. URS considers the Cost Contract assigned to a Tenant object to
be the default Cost Contract. It uses the default to evaluate the interaction
cost when some routing targets have associated Cost Contracts and some
do not. For information on how URS finds the first “good” Cost Contract,
see Table 13 on page 68.

In addition, Site objects may be associated with Cost Contract objects.

Limitations

32

A cost-based routing solution in the Universal Routing 7.6 release supports
only TDM (voice) and VOIP interactions, and has the following limitations:

¢ Other than the exceptions listed in the follow items below, a CBR solution
is applicable to and compatible with, all other routing models and with the
use of Workforce Routing rules. The exceptions where CBR should not be
used are:

+ Load balancing based on RStatExpectedLoadBalance, RStatlBEWTLAA,
RStatExpectedLBEWTLAA, StatExpectedWaitingTime,
StatEstimatedWaitingTime, StatLoadBalance, StatCallsInQueue, and
statistics derived from these statistics. Routing based on the value of
these statistics focuses load balancing on wait time; using cost as an
additional target selection criteria will upset the balance.

+ Service level routing rules.

+ Percentage allocation. If CBR and Percentage allocation (the
Percentage IRD object) are both activated, URS uses the Percentage
object and CBR is disabled for the call.

+ Routing based on the value of any type of statistic that leads to equal or
quantifiable distribution of interactions to routing targets.

* Configuration Manager 7.5 and 7.6 supports using Infrastructure cost in a
multi-tenant environment only when all Sites and other objects are
configured under the same Tenant object or under Environment. You can
have Site links from Environment to Tenant, or from Tenant to
Environment. You cannot have links from one Tenant to another Tenant.

¢ When default routing occurs, such as when the Switch routes an interaction
instead of URS, attached data (such as CBR reporting data attached to
interactions) may no longer be current. This occurs for all types of
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Limitations

reporting based on interaction attached data, not just cost-based data. For
this reason, Genesys recommends that you set the default URS option
default_destination to a queue.

When CBR is implemented, Universal Routing supports only one URS.

When a Variable Rate Contract uses an agent hourly rate, the hourly rate
you enter applies to all Interaction Types that the agent can handle. In this
release, there is only one hourly rate for an agent, even for cross-trained
agents. You can enter an agent hourly rate either as the default in the Agent
Hourly field of the IT Contract object, or as an agent property on the
Annex tab of the Person object.

When URS calculates actual volume, the actual volume used in a Day
Contract may be incorrect after switchover occurs from a primary to a
backup URS.

For the same reason, the High Availability feature described in the
Universal Routing 7.6 Deployment Guide may work incorrectly with two
or more URSs. For instance, if the primary URS fails, some values that the
primary URS was keeping may be lost and may be inaccessible to the
backup URS.

When configuring a Network Routing solution, you must define targets for
CBR-enabled strategies within the Tenant object the call belongs to. For
example, you should not route from a premise T-Server to DNs defined
under Environment.

CBR is an extension of the current routing based on the value of a statistic.
With the exception of the limitations noted in the preceding items above,
you can use CBR anywhere that regular statistics are used. However, note
that URS has no information about the meaning or applicability of
statistics. It is the user’s responsibility to define the “reasonability” of
combining CBR with certain types of statistical distribution. An exception
to this is Percentage allocation. If CBR and Percentage allocation (the
Percentage IRD object) are both activated, URS uses the Percentage object
and CBR is disabled for the call. Consider that any rules that apply to
statistical selection are also applied to CBR; for example, the level of the
target (Agent versus Agent Group).

In a multi-tenant deployment, if a reporting application is designed in
accordance with the Genesys Interaction Management data model, some
limitations may occur. Limitations may also occur when an interaction is
propagated to several routing strategies. Consult your Genesys
Representative for the details.

In order to automatically attach reporting information to a call (option
report_targets=true), URS requires that an interaction specify both the
CustomerSegment and ServiceType attributes. If one of these attributes is
not specified, URS treats the interaction as not fully classified and it
reports the default CustomerSegment and ServiceType values.
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Limitations

When the Average Handling Time statistic is not opened, URS does not
attach agent hourly rate data to interactions.

For contracts based on an hourly rate, if Stat Server does not have enough
information to calculate Average Handling Time (AHT), it will report 0
(zero) as the value of AHT. This can happen, for example, if agents have
not yet answered calls. In such cases, where the value of AHT is reported
as 0, URS will temporarily use 90 seconds as the value of AHT.

CBR is not supported in a Federated environment in which resources are
shared across Enterprises, as described in the Framework 7.5 Federation
Proxy Deployment Guide.

CBR cannot be used with Campaign Group target type.
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Infrastructure Cost

For a definition of Infrastructure cost, refer back to page 18.

Note: This chapter continues the general information on Infrastructure cost
presented in Chapter 1, “Overview,” on page 17. Configuration
information can be found in “Using the Wizard” on page 83.

As described in “Solution Levels” on page 19, you can create a cost-based
routing (CBR) solution that defines only the Infrastructure cost, or one that
defines both the Infrastructure cost and the Resource cost.

If your CBR solution involves Infrastructure cost, the use of Sites to define the
Infrastructure cost is mandatory. In this case, any Resource that an interaction
can be routed to must have an association with some Site. The same holds true
for any Resource (usually Routing Points) that an interaction can potentially
be routed from: you must define the Site that the interaction can be routed
from.

This information in this chapter is divided among the following topics:

«  Contact Center Infrastructure, page 36

« Creating a Site Object, page 36

«  Defining Transfer Cost to a Site, page 39

« Calculating Infrastructure Cost, page 41
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Contact Center Infrastructure

Figure 8 depicts a conceptual diagram of a contact center with one Enterprise,
multiple Sites underneath the Enterprise, and two outsourcer Sites.

ICT
Contact Cenbar
C'._I
dnflnltlnn \—‘
Entarprise Qutsourcer A e Cutsourcar £
Site 1 Site 2 Site M

Figure 8: Contact Center Infrastructure

In Figure 8, the Infrastructure cost is the cost (for items such as switches,
phones, transport layer, and so on as described on page 18) to transfer an
interaction to either a Site (remote or otherwise) within the Enterprise, to one
of its outsourcers, or back to the Enterprise from a Site.

Notes: See page 84 for important information on configuring outsourcers in
Configuration Manager.

See page 83 for important information on configuring the
Infrastructure cost in a multi-tenant environment.

Creating a Site Object

36

Assume that you right-click Site1 in Figure 1 on page 25 and then select
Properties. A properties dialog box opens for the Site object. Figure 9 shows
an example completed General tab of the properties dialog box for a Site
object.
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Ml sitel [test33:8070] Properties El

General I.ﬁ.dvancedl .ﬁ.nne:-:l Securit_l,ll

&l

Hame:

Humber of Objects in Sitel I-I

Object Type: ISite j

Dezcription: IS ite1

Cuztom Type: I':I

¥ State Enabled

g ak. I Cancel Lpoply Help

Figure 9: Site Properties Dialog Box, General Tab

General Tab

The information in Table 1 applies to the fields in the General tab.

Table 1: Site Properties—General Tab

Parameter Description

Name Required. Enter a name for the Site object.

Number of Objects in Site| Read only. Configuration Manager automatically generates the number
shown in this field. It reflects the number of Configuration Units under the

<name> : :
Site (see Figure 2 on page 26).

Object Type Read only. When you create a new Site object, Configuration Manager
automatically inserts Site in this field.

Description Optional. Enter a description of the Site object.
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Table 1: Site Properties—General Tab (Continued)

Parameter Description

Custom Type Cost-based routing does not use this field, which must contain an integer.
Custom Type is a generic property of every Folder object. For more
information, see the Framework 7.6 Configuration Manager Help.

State Enabled Normally you will leave this check box checked. State Enabled indicates
that this object is in regular operating condition and can be used without
any restrictions. For more information, see the Framework 7.6
Configuration Manager Help.

Advanced Tab

Figure 10 shows an example completed Advanced tab for this Site object.

8 Sitel [test33:8070] Properties il

General Advanced |.-'1‘-.nne:-c| Seu:urit_l,ll Dependenn:_l,ll

Cost Contract: Iﬁ—:‘e CaztCaontract_Sitel j
— Infrastructure Tranzfer Costs
Site | Transfer Cost |
_1Site2 0.01
_15ite3 0.01
Add Cost Edit Cozt Delete Cogt

Figure 10: Site Object, Advanced Tab

The information in Table 2 on page 39 applies to Advanced tab.
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Table 2: Site Properties, Advanced Tab

Parameter

Description

Cost Contract

Optional. If you are implementing the Resource cost (see page 43), click
the downward-pointing arrow and select the Cost Contract associated with
the Site (or you can select it at a later time. For a review of Cost Contracts,
see “Cost Contract Object” on page 27.

Costs

Infrastructure Transfer Add Cost: See “Defining Transfer Cost to a Site” below.

Edit Cost: Select a row, and then click Edit Cost to modify a Site’s
Infrastructure/transfer cost.

Delete Cost: Select a row, and then click Delete Cost to delete a Site’s
Infrastructure/transfer cost after a confirmation message.

Defining Transfer Cost to a Site

Note the Infrastructure Transfer Costs area in Figure 10 on page 38. This is
where you define the rows in an Infrastructure cost table that Universal
Routing Server (URS) reads when calculating the least expensive Resource
based on the Infrastructure cost. Clicking Add Cost opens the New Transfer
Cost properties dialog box. Figure 11 shows an example completed dialog
box.

™ New Transfer Cost [test33:8070] Properki il

General I

&l

Site: | Site2 =] ﬁl

5.00

Transzfer Cost: I__

] I Cancel Help

Figure 11: Site Object, New Transfer Cost

By repeatedly using this dialog box for Sites that can potentially be routed to,
you create rows in an Infrastructure cost table that URS reads. The information
in Table 3 applies to the New Transfer Cost properties dialog box shown in
Figure 11.
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Defining Transfer Cost to a Site

Table 3: New Transfer Cost Properties

Parameter

Description

Site

Required. To complete the New Transfer Cost Properties dialog box
shown in Figure 11 on page 39, click the downward-pointing arrow. In the
Browse dialog box, select a Site that can potentially be routed to from the
current Site. Figure 12 shows an example.

Look in: [ CER o2 -E-

Contents of ‘Configuration/CER

H Site

1 Site3
=3 Sike_outzorcerl

Object Mame: ISiteE j ok

Objects of Type: IFn:nll:Ier j Cancel

Figure 12: Selecting a Site

Transfer Cost

Required. Enter the Infrastructure cost for transferring an interaction from
the Routing Point where the strategy was started) to the potential routing
destination. In this example, it is the cost from Sitel to Site2.

In this example, clicking 0K in the New Transfer Cost properties dialog box,
creates a row representing the Infrastructure cost for a Site that interactions
from Site1 could potentially be routed to. You build rows in the Infrastructure
cost table in this manner.

40
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Calculating Infrastructure Cost

URS calculates the Infrastructure cost as follows:

* IfURS fails to find Site #1 (transfer-from Site) or Site #2 (transfer-to Site),
it considers Infrastructure cost to be 0 (zero).

e If URS finds both Site #1 and Site #2, then Infrastructure cost is obtained
from the properties of Site #1 for Site #2. URS uses the value entered in
the Transfer Cost field for Site #2 (see the example in Figure 11 on
page 39).

URS takes the transfer-from Site from the properties of the Routing Point.

Usually it takes the Transfer-to Site from the properties of the destination (DNs,

Person (agents), Place, Agent Group, and Place Group objects).

Note: Sce “Site and Cost Contract Associations” on page 31.

When No Direct Site Reference To Agent or Place

When calculating Infrastructure cost, URS first checks the Agent target. If
there is no Site association in the Person object (see Figure 13), URS then
checks the Agent’s Group (if any). This could occur in the case where:

A routing destination entered on the Target Selection tab of the Routing
Selection object (see Figure 122 on page 202) is an Agent or Place object
that by itself has no Site reference in its properties dialog box.

For example, Figure 13 shows an Agent target selected in the Target
Selection tab of a Routing Selection object used in a routing strategy. The
example shows the Type dropdown menu so you can see the various types of
targets.
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Selection properties

Calculating Infrastructure Cost

Generall Buzp  Target Selection I

— Statiztics
& M
dlig Mame I -
" Max 2. 4001 4001 {4001) [techpubs4:3010] Properties
~T a.rgets . Ahnes I Secunty I Dependency
i Y [ Clear Target imeout General Agent Info I Rank.s I M ernber OF
Type N;n‘é Default Place: I@ 400
1 |Agent 4001 .
2 [agent ;I 40ne Capacity Rule: I@ Default_One_media_allows mDJ j
F'-CD%LIE:LIE: Wtract IE [Mane]
Agent Group Site: I 1 [Mone]
Campaign Group —Skillz
Destination Label -
Flace Skl ~ | Level |~
Flace Graup Bards 10
—|CQueue Group b
Vit Routing Poink E Eu”?m}l 3
= skl E Englizh a j
sjoLvariable t= -
AddSkil | Edeskil | Deleteskil |
Swiitch |
Murrber I —Login 1Dz
Agent Login | Switch | Y'rap-up Time |
&b 4001 75_G3_1 0
1] 4 I C:
sgdiD | EdtiD | Depteld |
|D| 1] I Cancel | Apply | Help l
e

Figure 13: Agent Target With No Associated Site In Person Properties Dialog Box

As can be seen in Figure 13, Agent 4001 does not have a Site object assigned
in his Person properties dialog box.

In this case, URS can still consider the Agent or Place as a target if that
object has membership in a group (Agent Group or Place Group object)
that does have a Site object assigned to it. If the Group does have a Site
object assigned, URS considers the Site object associated with the Group
as the routing destination Site.
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Resource Cost

For a definition of Resource cost, refer back to page 18.

Note: This chapter continues the general information on Resource cost
presented in Chapter 1, “Overview,” on page 17. Configuration
information can be found in “Using the Wizard” on page 83.

The other part of the cost of routing an interaction is the Resource cost (see
page 18). In the real world, the cost of human Resources (such as agent
resources) is usually associated with a monetary compensation agreement
signed by all participants. To represent this agreement, Resource cost is
represented in the Configuration Layer by a Cost Contract object (see
page 27).

Note: Genesys recommends using the cost-based routing wizard (see
page 83) to create Cost Contract objects. Use the information
presented in this chapter after configuring a cost-based routing (CBR)
solution via the wizard—for example, if you need to manually add a
Cost Contract object.

The information in this chapter is divided among the following topics:
«  Creating a Cost Contract Object, page 44

«  Creating Interaction Types, page 46

+  Cost Contract Properties—Advanced Tab, page 51

«  Creating IT Contract Objects, page 52

« Variable Rate Contracts, page 54

«  Volume Contract, page 56

« Day Contracts, page 58

« Calculating Resource Cost, page 68

Cost-Based Routing—Configuration Guide 43



Chapter 3: Resource Cost Creating a Cost Contract Object

Creating a Cost Contract Object

44

Note: It is not necessary to create CBR objects, such as Cost Contracts,
under Site objects. Site is a regular object property (just like Name).
Existing customers may already have a complex hierarchy based on
folders or Configuration Units. Because a requirement to place new
CBR objects only under Site objects could potentially interfere with
existing hierarchy/access permission schemes, customers do not need
to do this.

From a routing perspective, Cost Contract objects are associated with
destinations in a routing strategy (see page 31). A routing destination may be
either of the following:

* The Resources (see page 18) of the current Site or
* The Resources of a remote Site

Assume that you right-click CostContract_Site1 in Figure 3 on page 27 and
then select Properties. A properties dialog box opens for the Cost Contract.
Figure 14 shows an example completed General tab.

%= CostContract_Sitel [test33:8070] Prope |

General |.ﬁ.dvanced| .ﬁ.nne:-:l SEcurityl
@j (T CostContract Sitel j
Tenant: Ié& LEFR j jl

Type: I Cost Contract j

Description: IEnstEnntract_Site'l

[¥ State Enabled

— Objective recordz
Media Type = | Service Type | Customer 5... |
WoiCE default default
woICE Barking zold
agd | Edt |  Dete |

El k. I Cancel | Apply | Help |

Figure 14: Cost Contract Object Properties Dialog Box
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Creating a Cost Contract Object

The information in Table 4 applies to the General tab.

Table 4: New Cost Contract Properties—General Tab

Parameter

Description

Name

Required. Enter a unique name for the Cost Contract.

Tenant

Read only. This field does not appear in a single-tenant environment. In a
multi-tenant environment, it shows the name of the Tenant object
associated with the Cost Contract, and it cannot be changed.

Type

Read only. This field defaults to Cost Contract.

Description

Optional. Enter a description of the Cost Contract.

State Enabled

Normally you will leave this check box selected. State Enabled indicates
that this object is in regular operating condition and can be used without
any restrictions. For more information, see the Framework 7.6
Configuration Manager Help.

Add

Click to define new Interaction Type records. You create Interaction Types
from different combinations of the following Configuration Manager
Business Attributes:

* Media Type
* Customer Segment
* Service Type.

Media Types are already predefined under Business Attributes in
Configuration Manager. Prior to creating Interaction Types, you must
define the Customer Segments and Service Types in use at your Site.

See “Creating Interaction Types” on page 46 below for more information.

Edit

Select a row in the Objective records pane, and then click Edit to open the
Objective Table Record dialog box shown in Figure 15.

Delete

Select a row in the Objective records pane, and then click Delete to delete a
record after a confirmation message.

Note: In case of a routing destination, such as an outsourcer, that is not

monitored by Genesys (see “Non-Configured DNs” on page 19), a
Cost Contract object can be associated only with the whole
outsourcer, and not with its individual Resources.
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Creating Interaction Types

To manually create the Interaction Type records associated with a Cost
Contract object, click Add on the General tab of the object’s properties dialog
box (see Figure 14 on page 44). This opens an empty New Objective Table
Records dialog box where you can define an Interaction Type record.

Figure 15 shows an example completed Interaction Type record.

Ef| Objective Table Record [techpubs4:3010] F El

Objective T able Record |

Media Type: IE] voice j él
Service Type: I Sales j él
Customer Segment; I Gold j él

Service Objective Goal: IEI

Service Dbjective Delta: IEI

IT Contract: IfJ__ﬁ"—:cg CBR_IT Contract_wariable j ..%

| 2k, I Cancel | Help |

Figure 15: Objective Table Record Dialog Box

In this example, when URS processes a voice interaction of the Sales Service
Type (see page 47) for a customer belonging to the Gold Customer Segment (see
page 47), it will calculate cost based on an IT Contract called
CBR_IT_Contract_variable.

Note: Before an interaction enters any target Selection object in a strategy,
URS requires that the interaction already be classified by Customer
Segment and Service Type. If the interaction is not classified, the URS
uses the default Service Type and Customer Segment.

The information in Table 5 applies to the New Objective Table Record
Properties dialog box shown in Figure 15.
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Table 5: Objective Table Record Properties

Parameter Description

Media Type Required. Click the downward-pointing arrow or browse button, and then
select either the voice or voip Media Type. These are the only two types
supported for a CBR solution in Universal Routing 7.6.

Configuration Manager predefines values for Media Type under Business
Attributes.

Service Type Required. Click the downward-pointing arrow or then browse button, and
then select a previously defined Service Type, found under Business
Attributes in Configuration Manager.

Service Type describes what service a customer is requesting at a particular
moment in time. For example, an Interactive Voice Response (IVR) system
may have the customer select 1 for Loan, 2 for Investment, or 3 for
Information. In this example, Loan, Investment, and Information are all
Service Types. Or, the IVR may prompt the customer to say “Sales,”
“Service,” or “Information.” The exact value for each Service Type is user-
defined in Configuration Manager. See important Note on page 46.

Customer Segment Required. Click the downward-pointing arrow or the browse button, and
then select a previously defined Customer Segment, found under Business
Attributes in Configuration Manager.

Customer Segment categorizes a customer based on their revenue potential
to the enterprise relative to a business line. For example, in the credit card
business line, customers are categorized according to their maximum
spending limit. This is indicated by whether the customer has a Platinum
(high), Gold (medium), or Bronze (low) credit card. Customers can belong
to one or multiple Customer Segments, depending on the value against
which they are being measured. See important Note on page 46.

Service Objective Goal Reserved for future use. Universal Routing 7.6 does not use this field.

Service Objective Delta | Reserved for future use. Universal Routing 7.6 does not use this field.

IT Contract Optional. Do one of the following:

1. Leave this field empty if you wish to use conventional routing for the
current Interaction Type.

2. Browse for/select an Interaction Type (IT) Contract to specify the type
of cost processing (see page 28). An IT Contract object specifies either
a Variable Rate Contract or a Volume Contract.

The presence or absence of an IT Contract in this field determines the
Dominant Optimization Factor (DOF) for this Interaction Type (see next
section).
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IT Contract—Setting a Dominant Optimization Factor

URS also uses the IT Contract field (see Figure 15 on page 46) for the
Dominant Optimization Factor (DOF) for an Interaction Type. The DOF can
be based on:

* Cost—Uses cost per call as evaluated by the URS cost-based routing
function to evaluate the destination as the DOF.

* Performance and Service Level—Uses current the routing behavior, based
on the selected minimum or maximum value of a statistic on the Target
Selection tab of the Selection object, as the DOF (see Figure 16).

Selection properties il

Generall Busy  Targst Selection |

— Statiztics
" Min — -
Mame StatdgentLoading -
= Max
RStatE spectedLBEW T LAd -
~Targets——————| AStatE wpectedloadB alance

_ RStatLBE" W T Léud,

i o W' Clear T RS tatl nadk slance
Stakdgentloading

Type StatdgentLoadingtd edia
1 |Agent Group StatdgentOoccupancy

2 |Agent Group Statdgentsieailable
StatdgentzBusy
Statdgentslinlueuel ogin
StatdgentzinbusueR eady
StatdgentsT otal
StatCallzdnswered
StatCallzCompleted

StatCallzlnlueue bl
—irtual Queue
[T Use Vitual Queue
Alias | v
Suitch | v
[uimnber | -

] I Cancel Help |

Figure 16: Routing Selection Object, Min/Max Value of a Statistic

The presence or absence of an entry in the IT Contract field box (see
Figure 15 on page 46) specifies which factor URS should use.
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e Ifthe IT Contract field is left empty for an Interaction Type, URS uses
Performance/Service Level as the DOF. Leaving the field empty means
that the DOF is off for this Interaction Type for this particular Cost
Contract, since no IT Contract object (which specifies cost processing
parameters) is specified.

e Ifthe IT Contract field refers to an Interaction Type Contract (IT
Contract object), the DOF is on.

Warning! To completely disable cost-based routing for an Interaction Type,
you must switch the DOF off for this Interaction Type in every
Cost Contract object.

Alternative Method for Specifying DOF

Universal Routing 7.6 supports alternative ways to provide DOF functionality.
Since a strategy enables you to enable/disable cost-based routing, you can
implement various configurations to support the DOF. The following is an
example of a custom configuration that supports the DOF.

1. Create aregular Objective Table object in Configuration Manager with the
name of (for example) DominantOptimizationFactor or just DOF.

Populate the Objective Table object with all possible Interaction Types.

3. UseaServiceObjective field to control the type of routing for an
Interaction Type:

+ A value of 0 (zero) means do not use cost-based routing.

+ Any non-zero value means use cost-based routing. Simultaneously, the
Service Objective field can also carry additional loading, such as
predicted wait time.

4. Inthe strategy, after determining the Interaction Type (a mandatory step for
cost-based routing anyway), use the Assign object and If object to check
for the applicability of cost-based routing to the call (the DOF is a strategy
variable):

Assign[DOF,
FindServiceObjective[ 'DominantOptimizationFactor', Media, ServiceType
, CustomerSegment, falsel]

If (DOF>@) TargetSelectionTuning[truel;

Note: To completely disable cost-based routing for an Interaction Type by
using this alternative method, you must switch DOF off for this
Interaction Type only in this one dedicated Objective Table.
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Example Interaction Types

Figure 17 shows an example completed General tab in the Cost Contract
Properties dialog box with six Interaction Types defined.

& New Cost Contract [madrid1:7575] Prope El

General | &dvanced I Bnres I

- W CoztContract Sitel i
f.j" Name: hiract Si J
Tenant; Ié& LER j il

Type: IEnst Conbract j

Description: IEn:nstI:-:nntran:t_Site'I

I¥ State Enabled

— Objective recaords

Media Tope = | Service Type | Cuztomer 5. |
(@ vaice Semvice Gold T~
(@ voice Sales Gold B
(@ voice Infarmation Gold >InteraCti°n
(@ voice Semvice Silver Types
(@ vaice Sales Silver
[ Foenice | nformation
agd | Edt |  Dekte |

EI [k, I Cancel | Apply | Help |

Figure 17: Interaction Types Within a Cost Contract

Note: For multi-skilled agents who are cross-trained on several products,
there is only one agent cost for any Interaction Type that the agent can
handle.
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Cost Contract Properties—Advanced Tab

Figure 18 shows an example completed Advanced tab of the Cost Contract
Properties dialog box.

%= CostContract_Sitel [test33:8070] Prope |

General Advanced |.-'-‘-.nne:-:| SEcurit_l,II

Total Prepaid Cost: | 230
Time Zone: |33 PST ~] il
Sta: |12¢ 4/2008 =
End: |12/ 4/2006 -]

g ] I Cancel Apply Help

Figure 18: Cost Contract Object Dialog Box, Advanced Tab

Note: The format used for the Start and End fields depends on the Local
Regional Settings.

The information in Table 6 applies to the Advanced tab of the Cost Contract
Properties dialog box.
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Creating IT Contract Objects

Table 6: Advanced Tab—Cost Contract Properties

Parameter

Description

Total Prepaid Cost

This optional field for Volume Contracts is intended to be used for
reporting. URS 7.6 does not use this field.

Enter the total prepaid cost for a volume period in dollars and cents—for
example, 125.50.

Time Zone

Required. Select the time zone to be associated with this Cost Contract and
with the Interaction Types specified on the General tab.

Start

Required. This field defaults to the current date. Click the downward-
pointing arrow, and then select a start date for this Cost Contract. After you
click OK to save the Cost Contract, the start date cannot be changed.
Note: URS considers both the Start and End dates in the context of the
Contract Time Zone.

End

Required This field defaults to the current date. Click the downward-
pointing arrow, and then select an end date for this Cost Contract. After
you click OK to save the Cost Contract, the end date can always be
changed at any time.

Creating IT Contract Objects

For each Interaction Type (see Figure 17 on page 50), URS calculates the
Resource cost by using one of two types of processing:

52

1. Variable rate, where the rate is simply either:

*

*

fo

*
*
*

*

A flat rate per Interaction Type

Agent hourly cost
2. Volume, where the Resource cost is calculated based on all of the
llowing:
The volume period timespan
A forecasted volume for a volume period
A base rate for each interaction during the volume period
Over and under penalties (optional) if the volume is not met
The same Cost Contract object can use a Variable Rate Contract for

Note:

one Interaction Type and a Volume Contract for another Interaction
Type. You indicate whether to use volume or variable rate processing
by the IT Contract object you specify in the Cost Contract object (see
Figure 15 on page 46).
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New IT Contract Properties Dialog Box

When you create a new IT Contract object, you can select either of the
following:

e Variable Rate Contract Table
* Volume Contract Table

Figure 19 show the General tab of the New IT Contract properties dialog box
including the Type dropdown menu selections.

B2 New IT Contract [madrid1:7575] Propes x|

General | &dvanced I Annes I

MHame: IIT Corntract j
Tenant; I{& PeterT j él
Tupe: I‘v’arial:lle Fate Contract T able j

i anable Bate Contract T able
Yolume Contract T able

¥ State Enabled

g ok, I Cancel Apply Help

Figure 19: New IT Contract Properties Dialog Box—General Tab

The information in Table 7 applies to the General tab.
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Table 7: New IT Contract Properties—General Tab

Parameter Description

Name Required. Enter a name for this IT Contract. You may wish to incorporate
the Media Type, Service Type, or Customer Segment in the name (see
page 46).

Tenant Read only. This field only appears only in a multi-tenant environment.

Type Required. Click the downward-pointing arrow and select the processing
method:

» Variable Rate Contract Table

* Volume Contract Table

The following section explains Variable Rate Contracts. The description for
Volume Contracts starts on page 56.

Variable Rate Contracts

Note: IT Contracts based on a variable rate (Variable Rate Contracts) can be
assigned at the Agent and Agent Group levels, or higher (see “Site and
Cost Contract Associations” on page 31.

Figure 20 shows an example completed Advanced tab of the New IT Contract
Properties dialog box when Variable Rate Contract Table is selected on the
General tab.

B2 New IT Contract [madrid1:7575] Prope x|

General  Advanced I Annes I

Fate
Flat: ¢ | 0.00

B o = [ 100

Figure 20: IT Contract Based on Variable Rate—Advanced Tab

The information in Table 8 applies to the Advanced tab when Variable Rate
Contract Table is selected on the General tab.
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Table 8: IT Contract Based on a Variable Rate—Advanced Tab

Parameter Description

Flat Select this radio button to have URS use a flat rate per interaction for the
Interaction Types associated with this Variable Rate Contract. A CBR
solution uses the same cost units throughout. When you select the Flat radio
button, you can enter the value in dollars and cents in the text box. You can
postpone entering a value until a later time.

Note: Both the Flat and Agent Hourly fields accept a seven-digit float value
including two decimal places—for example, 33,333.15.

Agent Hourly Select this radio button to have URS use the cost of an agent for one hour
for all Interaction Types associated with this Variable Rate Contract. When
you select the Agent Hourly radio button, you can enter a value in dollars
and cents. You can postpone entering a value until a later time.

See “Agent Hourly Calculation” on page 55 for important information on
the Average Handling Time statistic required to calculate agent hourly
rates.

Agent Hourly Calculation

When Agent Hourly is selected for a Variable Rate Contract, the cost of an
interaction is calculated using a special formula. The variable rate calculation
is based on Average Handling Time (AHT) and agent occupancy:

AHT

3600

Cost per call = agent hourly rate.

Where

* AHT is the Average Handling Time measured in seconds. AHT is taken
from Stat Server.

e 3,600 is the number of seconds in an hour.

Warning! Warning: If Stat Server does not have enough information to
calculate AHT (for example, if agents have not answered calls), it
will report 0 (zero) as the value of AHT. In such cases, where the
value of AHT is reported as 0, URS will temporarily use 90
seconds as the value of AHT.

URS requires the Average Handling Time statistic in order to calculate the
Resource cost based on an agent hourly rate. For this reason, use IT Contracts
based on an hourly rate only for targets where the Average Handling Time
statistic makes sense. If the Average Handling Time statistic is not open at the
moment of calculating hourly rate cost, then URS uses 0 for the Cost Contract
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part of the total cost of routing an interaction, and it does not attach agent
hourly rate data for reporting.

Note: URS cannot calculate Average Handling Time for some type of targets,
such as non-configured DNs (see “Non-Configured DNs” on page 19).

Special Note on Using Agent Hourly

If you plan to implement CBR that uses agent hourly rates, Genesys
recommends that you assign Cost Contracts (that point to IT Contacts using
Agent Hourly (see Figure 20 on page 54)) to ALL agents that are potential
routing targets. By making sure that each agent has an associated agent hourly
IT Contract, this avoids the following scenario: URS evaluating a potential
routing target, not finding a Cost Contract specifying an agent hourly rate, and
therefore using a default Cost Contract as defined in Table 13 on page 68.

Volume Contract

56

Note: An IT Contract based on volume (Volume Contract) cannot be shared
between two or more URSs working in load balancing mode (an
environment with Load Distribution Server).

With a Volume Contract, URS calculates the price of an interaction based on a
Day Contract, which defines:

* A forecasted volume for each time interval (called a volume period).
* A base rate for each interaction in the volume period.

* Over and under penalties (if they are applied).
Note: Day Contracts do not apply to Variable Rate Contracts.

With a Volume Contract, URS counts the number of interactions sent to every
target during a specific interval. It derives the cost of interactions by
comparing these numbers with forecasted volumes during the same period.

e If the actual number of interactions routed within the current period is
within the forecasted boundary, URS evaluates each potential routing
destination by using a predefined base rate per interaction (see the
description of Base Rate on page 64).

* Ifthe actual number of interactions routed within the current period is over
or under the forecasted boundary, URS includes overflow/underflow
penalty cost information when it calculates the cost for each potential
routing destination (see the Penalty field descriptions in Table 12 on
page 64).
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General Tab

See Figure 19 on page 53. Use the information in Table 7 on page 54 to
complete the General tab.

Advanced Tab

Figure 21 shows the Advanced tab of the New IT Contract properties dialog
box when Volume Contract Table is selected in the General tab.

B2 ITContract_¥Yoice_Sitel [test33:8070] Pra El

Hate

Flat: & | .00

I I}
Laent Haury: € I_,_III. i]

El k. I Cancel Apply Help

Figure 21: IT Contract Based on Volume—Advanced Tab

The information in Table 9 applies to the Advanced tab.
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Table 9: IT Contract Based on Volume—Advanced Tab

Parameter Description

Flat Flat Rate is disabled for a Volume Contract. This field is used only for a
Variable Rate Contract (see Table 8 on page 55).

Agent Hourly Agent Hourly is disabled for a Volume Contract. This field is used only for

a Variable Contract (see Table 8 on page 55).

Day Contracts

58

With a Volume Contract, you define one or more Day Contracts. They enable
cost to vary to accommodate volume fluctuations that may occur on different
days of the week, on weekends, and on exception days, such as holidays.
Figure 22 depicts the structure of Day Contracts.

IT Contract (Molume Type)

Dayi Dayz Day3 Diayd (Dﬁ}'.‘.\ Dayd Day?

L NALS ]
e S

Figure 22: Interaction Type Contract Based on Volume

You specify a cost for each Day Contract period of time (represented in
Figure 22 by Data From and Data To). For example, in Figure 22:

* Tuesday, Wednesday, Thursday and Friday are associated with Day
Contract 2.

*  Weekends (Saturday and Sunday) are associated with Day Contract 3.

Monday is assumed to be a holiday (exceptional day), and it is associated with
Day Contract 1.
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Creating a Day Contract Object

Assume that you right-click DayContract_AnyDay_Voice_Site1 in Figure 6 on
page 30, and then select Properties. A properties dialog box opens.

General Tab

Figure 23 shows an example completed General tab of the properties dialog
box for a Day Contract.

s DayContract_AnyDay Yoice_Sitel [Eest33: il

General |.-“-‘-.|:Ivann:eu:|| .-“-‘-.nne:-:l Securit_l,ll Dependerncy

==

el
D Hame: (W
Tenant: Ié& CER j AI
Tupe: IDa_I,I Contract j
Loy Dy (%

Day of wWeek IMDnda_l,l

K
Diayof Yean |1 j I j
=

Spesific Date € |12/ 4/2008

W State Enabled

El | 0k, I Cancel Ay Help

Figure 23: New Day Contract, General Tab

Note: The format of used for the Specific Date field depends on the Local
Regional Settings.

The information in Table 10 applies to the General tab.
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Table 10: Day Contract Properties—General Tab

Parameter

Description

Name

Required. Enter a name for the Day Contract. Suggestion: Use a name that
identifies:

» The Customer Segment and Service Type that comprise the Interaction
Type

* The type of special day.

Example: GoldSalesNew Years.

Tenant

Read only. This field only appears only in a multi-tenant environment.

Type

Read only. This field defaults to Day Contract.

Any Day

Select this radio button if the Day Contract applies to any day other than the
specific days to be specified in the fields that follow.

Day of Week

Select this radio button if this Day Contract should always apply to a
specific day of the week (other than days specified in the Day of Year or
Specific Date fields). Then click the downward-pointing arrow and select
the week day.

Day of Year

Select this radio button if this Day Contract should always apply to a
specific day of the year (other than days specified in the Day of Week or
Specific Date). Then click the downward-pointing arrow and select the day
and month.

Specific Date

Select this radio button if this Day Contract should apply only to a specific
day in a specific year. Then, enter the specific date using the format
MM/DD/YYYY.

State Enabled

Normally you will leave this check box selected. See the description of
State Enabled in Table 4 on page 45 for more information.

Advanced Tab

Figure 24 shows an example completed Advanced tab where the specific day is
defined.
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¥ DayContractXYZ [172.21.9.247:3010] Prope ]

General Advanced I.ﬁnnexl Secuﬁt:.rl Dependenc:.rl
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Figure 24: Day Contract Properties Dialog Box—Advanced Tab

The information in Table 11 applies to the Advanced tab (see Figure 24).

Table 11: New Day Contract Properties—Advanced Tab

Parameter Description

Business Day Start Click the arrows or type into the text box to enter the start of the business
day specified on the General tab.

End Click the arrows or type into the text box to enter the end of the business
day specified on the General tab.
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Table 11: New Day Contract Properties—Advanced Tab (Continued)

Parameter

Description

Time Interval

Required. Click the arrows or type into the text box to enter the number of
minutes to be used for all time intervals (called volume periods) that will be
defined when you click Add.

This number must be divisible by 5.

Assume that you define an 8-hour Business day with four volume periods,
each consisting of 120 minutes. In this case the Time Interval entry would
be 120.

* If you use multiple volume periods, the sum of all volume period
minutes must equal the total number of minutes in the Business Day.

* For each volume period, you will specify a forecasted volume, a base
rate for each interaction, and penalty cost units if actual volume is over
or under the forecasted volume.

Flat Rate

Optional. Click this check box if a flat rate applies to all interactions during
all volume periods. If a flat rate applies, enter it. This field accepts up seven
digits including two decimal places.

Note: When you use the wizard, any flat rate that you entered gets
populated into each volume period; this does not happen in Configuration
Manager.

Forecast allowance
without penalty

Optional. The default value is 10. Enter or select the percentage of the
forecasted volume of routed interactions (defined in the dialog box shown
in Figure 25 on page 64) for all volume periods that can be overestimated
or underestimated without incurring a penalty. This field defines a penalty-
free volume window around a volume forecast. You define the volume
forecast in the lower half of the Advanced tab.

Under forecasted penalty

Required. The default value is 50. Click the arrows or type into the text box
to enter the percentage of the Base Rate (see Figure 25 on page 64) for
every volume period that URS will consider as a penalty for not reaching
the interval forecast volume.

Note: You can also specify the penalty for not reaching the forecasted
volume separately for each volume period, by setting a value for Penalty
For Interaction For Under Forecast in the dialog box shown in Figure 25 on
page 64. However, the Under forecasted penalty value takes precedence
over the Penalty For Interaction For Under Forecast value that you set for a
particular volume period. This means that if you set Under forecasted
penalty to a non-zero value, URS ignores the Penalty For Interaction For
Under Forecast value.
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Table 11: New Day Contract Properties—Advanced Tab (Continued)

Parameter Description

Over Required field (default value of 100). “Over” represents the Over
forecasted penalty. Click arrows to define or enter the percentage of the
Base Rate (see Figure 25 on page 64) for every volume period that will be
considered by URS as a penalty for overloading the forecasted volume.

Note: You can also specify the penalty for exceeding the forecasted volume
separately for each volume period, by setting a value for Penalty For
Interaction For Over Forecast in the dialog box shown in Figure 25 on
page 64. However, the Over value takes precedence over the Penalty For
Interaction For Over Forecast value that you set for a particular volume
period. This means that if you set Over to a non-zero value, URS ignores
the Penalty For Interaction For Over Forecast value.

volume period * Add: See “Adding a Volume Period” on page 63.

 Edit: Select a row, and then click Edit to modify a forecasted volume, a
base rate, and penalty information for a previously defined volume
period.

e Delete: Select a row, and then click Edit to delete a forecasted volume, a
base rate, and penalty information for a previously defined volume
period.

Adding a Volume Period

Clicking Add on the Advanced tab (see Figure 24 on page 61) opens a dialog
box for a volume period. Figure 25 shows sample data for a volume period (see
“Sample Data for Day Contract” on page 134).
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x
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Volume Period : I 1:::
Forecasted Volume: L E'E'E'
Base Hate: I — . 7.25in CL)
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Forecast : ——
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Figure 25: New Day Contract—Volume Period Configuration

The information in Table 12 applies to the General tab of the dialog box shown

in Figure 25.

Table 12: General Tab for a Volume Period

Parameter Description

Day Contracts

Volume Period

Required. Specify the time interval/volume period by entering a number or
select a number by clicking the arrows.

Forecasted Volume

Optional. Click the arrows or type into the text box to enter the number of
interactions expected within this volume period.

Base Rate Optional. Click the arrows or type into the text box to enter the base rate
for each interaction expected within this volume period. This is called the
“base rate” because a penalty may be imposed if the forecasted volume is
underestimated or overestimated (see Figure 26).
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Table 12: General Tab for a Volume Period (Continued)

Parameter

Description

Penalty for Interaction for
Over Forecast

Optional. For this volume period, click the arrows or type into the text box
to enter the additional cost per interaction for falling outside the penalty-
free volume window (see the description of Forecast allowance without
penalty in Table 11 on page 61) and thereby exceeding the forecasted
volume (see the description of Over in Table 11 on page 61).

Penalty for interaction for
Under Forecast

Optional. For this volume period, click the arrows or type into the text box
to enter the additional cost per interaction for falling outside the penalty-
free volume window (see the description of Forecast allowance without
penalty in Table 11 on page 61) and thereby not achieving the forecasted
volume (see the description of Under Forecast Penalty in Table 11 on

page 61).

When you have finished defining volume periods for a Day Contract for an
Interaction Type, the Volume table will consists of a set of rows, each row of
which is devoted to a time interval during the day specified on the General tab
(see Figure 24 on page 61). Also see “Sample Data for Day Contract” on

page 134.

Day Contract Penalties

Figure 26 illustrates when interaction volume triggers a penalty.

000
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Ve is a forecasted interaction volume

V, is actual volume

V_is a lower boundary volume without penalty
Vy is an upper boundary volume without penalty

Figure 26: Interaction Volume During Time Interval
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* Incase I, the actual volume is within the nonpenalty boundary.
* In case 2, the actual volume exceeds the upper boundary.

* In case 3, the actual volume is below the lower boundary.

Pacer Algorithm

When a Volume Contract is used, URS implements a special “pacer” algorithm
to control the amount of interactions sent to a destination. The intent is to
prevent a sudden surge of calls sent to one destination, which can jeopardize
Service Level objectives. The algorithm is based on following rule:

URS tries to distribute the forecasted volume (see the description of
Forecasted Volume on page 64) of calls evenly throughout the every
interval. To accomplish this, URS splits any Day Contract interval (see the
description of volume period on page 61) into a sequence of short (five-
minute) intervals. The number of forecasted interactions per working
interval is scaled correspondingly.

As an example, assume a one-hour interval with a forecast of 7,200 calls. In

this example, URS creates 12 working intervals, each five minutes in length,
with a forecast of 600 for every working interval. For routing purposes, URS
calculates the Volume Contract cost based on working intervals.

This algorithm constrains the number of calls sent to one destination to match
as closely as possible the forecasted interaction volume for each five-minute
working interval.

Notes: The Time Interval value (see Figure 24 on page 61) for a Volume
Contract must be divisible by 5. If it is not, URS does not apply the
pacer algorithm.

Also, URS applies the pacer algorithm during volume intervals
calculation only if the number of interactions for each five-minute
interval exceeds or equals 2.

Targets Without Cost Contracts

66

A Person (Agent), Agent Group, Place, and Place Group can all have the same
or unique Cost Contracts assigned to them. This does not present a conflict for
URS when it executes a strategy. URS always looks for the Cost Contract
directly associated with the target. For example:

e Ifan Agent target does not have a directly-associated Cost Contract, URS
does not look for a Cost Contract associated with the Agent’s Place.

* IfaPlace target does not have a directly-associated Cost Contract, URS
does not look for a Cost Contracted associated with the PLlace's DN.

If the routing target is not directly associated with a Cost Contract in the
Configuration Layer, only then does URS look for a Cost Contract associated
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with the target’s Site. If it does not find one, URS uses the Tenant’s Cost
Contract as the default. For Cost Contract search sequence information, see
Table 13 on page 68.

Defining Peak and Off-Peak Times

As mentioned in “Pacer Algorithm” on page 66, URS tries to distribute calls
equally throughout every interval. Because of this, when defining volume
periods, do not configure a single interval to encompass peak and off-peak
times.

For example, assume that you forecast 10,000 calls from 10:00 AM to 4:00
PM. You could conceivably define this all in one six-hour interval. However, if
you knew that 8,000 calls were expected between 12:00 PM and 2:00 PM, then
using one interval (making a single interval to cover peak and off-peak time)
would not be a good idea. Instead, isolate the rush period as a separate interval
and configure something like the following:

e 10:00 AM to 12:00 PM: 1000 calls
e 12:00 PM to 2:00 PM: 8000 calls
e 2:00 PM to 4:00 PM: 1000 calls

Sharing IT Contracts Based on Volume

URS considers every Cost Contract/IT Contract/Day Contract object defined
in Configuration Manager as a Contract instance, not as a Contract definition.
If Contracts are shared between different targets, those Contracts are, as a
result, shared during real-time routing. This can affect Volume Contracts,
which depend on the number of interactions distributed during the current
volume period. Interaction cost in a shared Contract scenario can differ from a
scenario in which Contracts not shared, as the following illustrates.

* Assume a group of agents that handle two types of interactions (IT1 and
IT2).

* Assume two completely different IT Contracts (ITContractl and
ITContract2), respectively, one for each Interaction Type.

* Assume that both Contracts have the following content: For the first 3600
calls per hour—cost1 per interaction; if there are more calls, a penalty is
applied—cost2.

During one hour in this non-shared scenario, URS can send 3,600 interactions
of one type and 3,600 interactions of a second type (cost of interaction = cost1)
to this group of agents. Total number of interactions with costl is 7,200 (up to
3,600 of IT1 and up to 3,600 of IT2).

Now, assume that there is only one IT Contract with the same content, and that
IT Contract is shared between Interaction Types IT1 and IT2. In the shared
scenario during one hour, URS can send to this group of agents only 3,600
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Calculating Resource Cost

interactions of Interaction Type IT1 or IT2 with cost of the contract equal to
costl. The total number of interactions is 3,600.

Note: The proportion of different Interactions Types does not matter,
provided that the total amount is 3,600.

Calculating Resource Cost

URS finds the first “good” Cost Contract by using the sequence shown in

Table 13:

Note: A “good” contract is one that has not expired and has an Interaction
Type subcontract for either an interaction’s Media Type + Customer
Segment, + ServiceType or, if the latter two are not found, an
interaction’s Media Type + default Customer Segment + default
Service Type.

Table 13: Cost Contract Search Sequence

Target (see First Choice Second Choice | Third Choice Fourth Choice
Note 2)
Agent: Contract directly | If Group is Agent Site #2 Tenant Contract
associated with involved (see Note | Contract (potential | by default
Agent in Person 2), Agent Group routing
properties dialog | Contract destination).
box
Place: Contract directly | If Group is Target’s Site Tenant Contract,
associated with involved, Place contract by default
Place Group Contract
(see Note 2)
Agent Group: Contract directly | Target’s Site Tenant Contract
associated with contract
Agent Group
Place Group: Contract directly | Target’s Site Tenant Contract
associated with contract
Place Group
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Table 13: Cost Contract Search Sequence (Continued)

Target (see First Choice Second Choice | Third Choice Fourth Choice
Note 2)
DN: DN Contract Target’s Site Tenant Contract

Note: See page 31 | contract

for the types of

DNs that can have

Cost Contracts

cost for agents.

Target, as used in the first column does not always refer to the object specified on the Target Selection tab of
the Routing Selection object. Here Target refers to any objects to which URS applies cost statistics. For
example, if the target is a skill expression, URS selects from among agents that satisfy the skill criteria. If
the target is the result of function CreateSkillGroup, then URS selects from among qualified agents. In this
case, agents are derived from some agent group so URS can use the agent group in selecting the Cost Con-
tract. Function CreateSkillGroup function is the most common way to “involve” groups when getting the

The next step depends on whether a IT Contract object exists for the
Interaction Type.

e IfURS does not find an associated IT Contract, it considers the Resource
cost to be 0 (zero).

* IfURS does find an associated IT Contract, cost calculation proceeds to
the next phase as described in “Variable Rate Cost Calculation”.

If URS finds an associated IT Contract, it determines whether the contract is a
Volume Contract or a Variable Rate Contract.

Variable Rate Cost Calculation

If the IT Contract specifies a Variable Rate Contract (see page 54) that uses a
flat rate, then Resource cost is a direct property value as set in the subcontract
(Flat field in Figure 20 on page 54).

If the IT Contract specifies a Variable Rate Contract that uses agent hourly cost
(see Figure 20 on page 54), then URS calculates Resource cost as follows:

AHT

Cost per call = agent hourly rate *
P 5 y 3.600

Where:

*  Agent hourly rate is taken from the Agent Hourly field shown in Figure 20
on page 54

* AHTis an AverHandleDNStatusTime statistic taken from Stat Server for the
Interaction Type, Customer Segment, and Media Type for a one-hour
period. See Warning on page 55.

* 3,600 is number of seconds in an hour.
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Note: When implementing a CBR solution, you must define the following
statistic in the properties of the Stat Server that URS uses:
AverHandleDNStatusTime with the following properties:
Category=AverageTime, MainMask=CallInbound, CallOutbound,
0fflineWorkTypel, Objects=RegDN, Agent, Place, GroupAgents,
GroupP laces, RelMask=CallInbound, CallOutbound, Subject=DNStatus.

Volume Contract Cost Calculation

If the IT Contract specifies a Volume Contract (see page 56), then URS makes
an additional search for this contract’s current Day properties (See “Day
Contracts” on page 58).

Time Zone

URS must know the time zone that applies to a Contract. The time zone is
taken directly from the properties of Contracts. URS converts the time into a
Statistical Day (in the same way as is done for the SelectTarget functionality
described in the Universal Routing 7.6 Reference Manual).

Volume Period

After getting the Statistical Day, URS checks the current interval (in the same
time zone) for the following volume period properties:

* Base rate per interaction (Rb) (See the description of Base Rate in
Table 12 on page 64).

* Underflow (RI) penalty per interaction (See the description of Penalty for
Interaction for Under Forecast in Table 12 on page 64).

* Overflow (Ru) penalty per interaction (See the description of Penalty for
Interaction for Over Forecast in Table 12 on page 64).

* Actual volume (Va) of interactions routed during the current time interval
(URS gets this).

*  Number of forecasted interactions (Vf) for current interval (See the
description of Forecasted Volume in Table 12 on page 64).

* Lower boundary volume (V1) without penalty for current time interval (see
the description of Under forecasted penalty in Table 11 on page 61).

*  Upper boundary volume (Vu) without penalty for current time interval
(See the description of Over in Table 11 on page 61).
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Notes: Rb and Vf are properties of intervals during the day.

RI: If UnderForecastPenaltyFromStatDay > 0 then
UnderForecastPenaltyFromStatDay/100*Rb else it is a property of the
interval.

Ru: If OverForecastPenaltyFromStatDay > 0 then
OverForecastPenaltyFromStatDay /100*Rb else it is a property of the
interval.

Va is counted by URS.

V1=Vf (No penalty allowance) * V{/100. No penalty allowance is
property of the current day.

Vu = Vf+ (No penalty allowance) * V{/100. No penalty allowance is
property of the current day.

Volume Contract Cost Calculation

URS calculates the Resource cost for a Volume Contract as follows:

If V1 <= Va < Vu then Resource cost = Rb.

In other words, if the actual volume during the time interval is greater
than/equal to VI (lower boundary volume without penalty) and less than
Vu (upper boundary volume without penalty) the Resource cost equals the
base rate (Rb).

If Va >= Vu then Resource cost = Rb + Ru.

In other words, if the number of interactions routed in the current interval
is greater than or equal to the maximum number of interactions that can be
routed during this interval without an overflow penalty, the Resource cost
equals the base rate per interaction plus any overflow penalty per
interaction.

If Va < VI then Resource cost = Rb - Rl.

In other words, if the actual volume routed during the time interval is less
than VI (lower boundary volume without penalty) the Resource cost equals
base rate minus the underflow penalty (Rb _ RI).
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Chapter

Activating a CBR Solution

If you wish to immediately start the configuration process, go to “Using the
Wizard” on page 83.

This chapter summarizes how to activate a cost-based routing (CBR) solution.
It also describes how you can define different cost calculation parameters for
different Interaction Types within a Cost Contract, and how to optimize
routing for each Interaction Type based on the cost or the performance and
service level.

The information in this chapter is divided among the following topics:

« Activating CBR in Strategies, page 73

«  Method #1: TargetSelectionTuning, page 74

+  Method #2: RStatCost, page 77

« Interaction Types, page 77

Activating CBR in Strategies

After you use the cost-based routing wizard to create the Configuration Layer
objects discussed in Chapter 1, “Overview,” on page 17, the next step in
creating a CBR solution is to create or modify strategies that, when executed
by URS, activate cost-based routing during target selection.

There are two methods to activate cost-based routing during strategy
execution:

* Method #1: Use function TargetSelectionTuning.

e Method #2: Use IRD predefined statistic RStatCost on the Target
Selection tab of the Routing Selection object (this method is also known
as Direct Selection).

The following sections summarize each of these methods. For more detailed
explanations, see Appendix B, “Sample Strategies,” on page 193.
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Method #1: TargetSelectionTuning

Function TargetSelectionTuning enables you to activate CBR without the need
to modify existing strategies other than by adding a Function object that sets
TargetSelectionTuning to true for some or all of the routing targets.
TargetSelectionTuning works together with regular statistics-based target
selection.

Figure 27 shows the costbasedrouting_sample strategy supplied by Universal
Routing 7.6. The strategy first segments interactions to take different paths and
sets the function UseAgentStatistics to true for the lower segment. The
strategy then places a Function object, specifying TargetSelectionTuning as
true, immediately before each Routing Selection object.

¥ Routing Design - costbasedrouting_sample *

File Edit View Tools Help
SHS& 4B S & )
Hr S < © R ] ) = P

14 zentlroup Rer

Figure 27: Strategy costbasedrouting_sample in IRD’s Routing Design Window

Note: Although the preceding example strategy sets TargetSelectionTuning
to true for all of its target Selection objects, you can also create
strategies that set TargetSelectionTuning to true only in certain
Selection objects.
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Note the top port in the Generic Segmentation object in Figure 27 (mode="'CBR
between 2 DNs'), which directly connects to a Function object. Figure 28
shows the properties dialog box for this Function object with function
TargetSelectionTuning set to true.

Function properties El
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—[Data
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StrTollpper ;I fdd |
Callnfa SuzpendForDi
Configuration Qptions SuspendForEvent et |
Drata M anipulation SuzpendForT reatmentE nd o
D ate/Time T argetComponents elected
Force T argetObjectSelectad
Li_st b anipulation Taretelectd _ —
I"::Il_s_n:ia_lllirle:-us j net!:ieIEI::tu:nr'uT Lhing lI Yariables |
Parameter ¥alue
|seostFackor frue

Return walue tppe: YOID. This function makes Bouter to extend statistic selechon with ;I
cozt related with cost of routing to the target as main criteria

| ] I Cancel | Help |

Figure 28: Function Object Using TargetSelectionTuning

Function TargetSelectionTuning has only one parameter: UseCostFactor. This
parameter can be set to either be true or false. When this parameter is set to
true, URS selects the target with the minimum cost.

As aresult, when URS executes the top segment of the strategy shown in
Figure 27 on page 74, the Function object turns on cost-based routing for the
targets specified in top Routing Selection object. This causes URS to consider
cost as additional selection criteria.

Figure 29 shows the Target Selection tab for the top Routing Selection
object.
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Selection properties El
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Figure 29: Routing Selection Object 3

In Figure 29, note that Destination Label is selected under Type. A Network
Destination DN (called Destination Label in IRD) is a type of DN that can
have an associated Cost Contract and Site. So that you can see the association,
Figure 30 shows the Advanced tab of the properties dialog box for a DN of type
Network Destination.
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Figure 30: Advanced Tab, Destination Label DN Type
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Method #2: RStatCost

Note: A Destination Label target type is defined for a Network Switch and
is controlled by Network T-Servers. It enables interactions to be routed

to a remote destination. See Appendix B, “Sample Strategies,” on

page 193, for more detail.

Method #2: RStatCost

You can also activate cost-based routing in a strategy by selecting the

predefined IRD statistic RStatCost on the Target Selection tab of the Routing
Selection object (see Figure 31).
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Figure 31: Activating CBR Via RStatCost Statistic

In this case, URS uses cost as additional target selection criteria.

Interaction Types

As described on page 27, a Cost Contract is comprised of different Interaction

Type records, with each Interaction Type being a unique combination of:
Media Type + Service Type + Customer Segment.

As described on page 31, a routing target can have associated Site and Cost
Contract objects.
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When you activate cost-based routing for a target, URS can calculate cost
differently for each Interaction Type in a Cost Contract. The following sections
describe how this is done.

Example Interaction Type

Assume that a company sets up its IVR to prompt callers for:
*  Their account number, stored in the interaction as Caller Entered Digits.

* The type of service being requested (Service Type): Banking, Stocks, or
Insurance.

Assume also that the strategy looks up the customer in the database using the
entered account number and gets the Customer Segment (Gold, Silver, or
Bronze in this example). When the strategy processes the interaction, it now
contains a Media Type (voice), Service Type, and Customer Segment—the same
information required for Interaction Type records within a Cost Contract (see
Figure 4 on page 28).

Using IT Contracts for Resource Cost

Assume that the target specified on the Target Selection tab of the Routing
Selection object is a DN of type Destination Label (see Figure 29 on page 76)
and that the DN has an associated Cost Contract and Site (see Figure 30 on
page 76).

In order to calculate the Resource cost of routing this interaction:

1. URS looks up the Cost Contract object associated with the DN in the
Configuration Database and tries to find an Interaction Type record that
matches the interaction’s Media Type, Service Type, and Customer
Segment. Assume that the Media Type, Service Type, and Customer Segment
are the same as that shown in Figure 4 on page 28: voice, Banking, and
Gold.

2. Once URS finds the Interaction Type record, it uses the IT Contract field
(see Figure 4 on page 28) for the name of an IT Contract object. The IT
Contract object contains the processing parameters:

+ Ifthe IT Contract is a Variable Rate Contract (see page 29), a flat rate
or an agent hourly rate will be specified.

+ Ifthe IT Contract is a Volume Contract (see page 30), URS will use a
Day Contract record with a forecasted volume for each volume period,
a base rate per interaction for each volume period, and over/under
penalties (if applied).

URS can then use this information to calculate the Resource cost of the
interaction.
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Chapter

Cost as an Agent Property

Configuring a full-scale cost-based routing (CBR) solution may not always be
the best approach. Deploying and maintaining a full-scale CBR solution can be
a complex task. For example, some Sites may want only simple cost-based
routing. In such cases, Universal Routing provides a lighter alternative to a
full-scale solution. You may wish to use this if:

+ There is no need to define Cost Contracts for different Interaction
Types as described on page 46.

+ Agent cost is based on a flat rate per call.
+ You do not plan to use Infrastructure cost (see page 35).
This chapter describes the steps to implement cost as an agent property. The
information in this chapter is divided among the following topics:
+  Specifying Cost in the Annex Tab, page 80
«  Using Function cfgdata, page 81
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Specifying Cost in the Annex Tab

Figure 32 shows an example of how agent cost might look when specified on
the Annex tab of the Person Properties dialog box.

2 6003 6003 (6003) [techpubs4:3010] Prope El

Eenerall Agent Inh:ul Fanks Ahhes | Seu:urit_l,ll Dependencyl

I‘:@ Cost_Folder j > | [] = | = | D

Mame = W alue
Enter text here SE| Enter test here il
T:'u_b-; FoutingCost 7.a0"

EI ak. I Cancel Apply Help

Figure 32: Person Properties Dialog Box, Annex Tab—Agent Cost

Note: The names of the folder (the section called Cost_Folder) and the
property (the option called RoutingCost) are user-defined.

The hourly rate specified under Value applies to all Interaction Types that the
agent can handle.

80 Universal Routing 7.6 @



Chapter 5: Cost as an Agent Property

Using Function cfgdata

Using Function cfgdata

The next step is to make Universal Routing Server (URS) select based on the
cost property of the agent (Person) object. To make URS behave in this way,
you create a special “pseudo statistic” by using function cfgdata and the

Assign object. To do this:

1. Create a text string. Start with a single quotation mark, a bracket, cfgdata
and then the following in brackets separated by commas:

+ Folder name as specified on the Annex tab of Person Properties dialog

box
+ Property name
+ Default value if the target has no such property

Use the Assign object to store the output as the value of some variable. Figure
33 shows an example Assign object specifying cfgdata and assigning the

output to a variable called x.

Assign properties

General |
— Exprezsion
[« =] [= [tcfadatalCost_Folder, RoutingCost, 7.25) =]
s Type M arne
Interaction Data | |ACDO fdd |
Buzinesz Attributes ActiveSersertame
Al Functions AHI \erif |
Calllnfo AnzwerCall i
Configuration Qptions BearerCapability
Drata Manipulation BuginessD ata + | : | ¢ | ¢ |
Date/Time BuzinezzDatalMT
List M anipulation j CallD Wariables |

Figure 33: Assign Object—Cfgdata Pseudo Statistic

2. Use x as the target selection criteria. In this example, in the Statistics list
on the Target Selection tab of the Routing Selection object, select x (see

Figure 34).
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Selection properties El

Eenerall Busy  Targst Selection |

— Statistics
; Min ENE IE -
Max StatigentOcoupancy -
~Tangets | Stathgentsavailable
StatbgentzBusy
i W Clear T Statdgentzinusuelogin
StatdgentzintusueReady
Type StatdgentsT okal
1 [Agent Group StatCallztnzswered
2 |Agent Group StatCallsCompleted

StatCallzlnQueue

StatE wpectedy aitingT ime
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StatServiceF actor
StatTimelnReadyState

TestStat =
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[ Use Yirtual Quesue
Alias | v
Swiitch | v
I Lrnter I ¥

] I Cancel Help

Figure 34: Routing Selection Object, Selecting Pseudo Variable

3. At the top of the Target Selection tab, select Min. This instructs URS to use
the minimum value of the selected statistic (x).

In this example, URS will use the minimum value of property RoutingCost for
the target (as specified in Cost_Folder) as additional selection criteria. If a
target has no such property, URS will use the default value of 7. 25.

Note: When you use a pseudo statistic in this manner, URS does not
automatically attach CBR reporting information to interactions
(although you can retrieve the cost information in other ways).

When using Contact cost in a CBR solution, you can also enter an agent hourly
rate in an Interaction Type (IT) Contract (see Figure 20 on page 54).

82 Universal Routing 7.6 @



S

N’

GENESYS

AN ALCATEL-LUCENT COMPANY

Chapter

Using the Wizard

This chapter prepares you for using the cost-based routing (CBR) wizard,
which is a child of the Universal Routing Wizard. It also provides step-by-step
instructions for completing the wizard screens. Many wizard screens requiring
data entry are keyed to tables in previous chapters that contain field
definitions.

The information in this chapter is divided among the following topics:

«  Defining Sites, page 83

«  Wizard Worksheets, page 86

«  Wizard Configuration, page 99

«  Universal Routing Wizard, page 102

+  Site Wizard, page 107

«  Cost Contract Wizard, page 119

« Interaction Type Contract Wizard, page 124

« Day Contract Wizard, page 131

Defining Sites

The first worksheet in this section (“Site Worksheet” on page 87) is where you
define the Sites that Universal Routing Server (URS) can potentially route to.
General information on Sites was previously presented on pages 24 and 36.
The following presents some additional information to help you configure
Sites.

* A Site is similar to a Switch, but it is more generic in that a Site is not
limited to voice DNs. Because a Switch is strongly voice-dependent,
Configuration Layer 7.5 introduced the Site object, which is media-
independent. In many cases, a Switch can be represented by a Site in
Configuration Layer.
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* Ifyou are using Infrastructure cost (the cost to transfer an interaction from
one Resource to another) in a CBR solution, you must use Site objects. In
other words, if a CBR solution involves Infrastructure cost, the use of Sites
to define the Infrastructure cost is mandatory. In this case, any Resource
that an interaction can be routed to must have an association with some
Site. The same holds true for any Resource (usually Routing Points) that an
interaction can potentially be routed from: you must define the Site that the
interaction can be routed from.

* Although a Site is defined in the Configuration Layer as special type of
folder, the association of Resources (Persons, Places, and so on) with Sites
is specified as a direct property of Resources in the object’s properties
dialog box. Therefore, Resources not need to be included in a Site folder in
order to be associated with the Site. The properties dialog boxes for certain
Resources (see “Site and Cost Contract Associations” on page 31) are
extended to include the possibility of referencing a Site. The folder
structure used to organize Resources in Configuration Manager may or
may not reflect their association with Sites.

*  You can use a Site to represent distributed switches (such as the Avaya
S8700 switch or SIP/IP-based switches).

* You may or may not want to configure the Enterprise as a Site. It all
depends on the contact center structure and whether you want URS to
consider the cost for routing back to the Enterprise (single-tenant) from
another Site. The same holds true in a multi-tenant Environment. Resource
organization within a Tenant object is completely transparent to URS. In
other words, URS does not take into account how Resources are organized
within Configuration Unit folders, Site folders, and so on.).

About Outsourcers

84

To represent an outsourcer in Configuration Manager, use a DN object, which
represents the number you need to call to reach the outsourcer. This DN
represents the whole outsourcer and is not related to any particular outsourcer
Resource.

Using the same Configuration Database (or its replica) is one option when you
configure outsourcers in a CBR solution. This results in full
visibility/monitoring of all outsourcer Resources from the main Site.
Sometimes, using the same Configuration Database is the only option. For
example, assume that you want to send a call to the agent with the minimal
cost among agents from different outsourcers. In this case, URS must analyze
every possible agent, so all of them must be in one Configuration Database.

Distributing Calls to a Routing Point

In a routing scenario where it is possible for URS to select an outsourcer from
a group of outsourcers without the necessity of knowing detailed configuration
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information for each outsourcer (such as agent cost), distributing calls to a
Routing Point is a better approach. Each outsourcer will have its own T-
Server(s) and URS(s) so that it can distribute a call to any of its local
Resources based on any criteria (such as cost). In this case, the main Site (Site
A) requires certain configuration information (a copy of objects from Site B)
that will enable Site A to distribute calls to some Routing Point belonging to
the outsourcer (Site B). Site A requires the following information:

e T-Server from Site B.

* Switch from Site B and some of the Switch DNs. Site A does not require
all of them, however; most likely, Site A will require only those Routing
Points dedicated to calls that arrive at Site B from the outside.

* The External Routing (extrouting) in the Site A configuration should be
properly configured between the Site A T-Server and the Site B T-Server.
For additional information. see the Multi-Site Support chapter in any
Genesys T-Server Deployment Guide.

* The routing strategy must route calls to a Site B Routing Point.

* Routing Points from different Sites (B, C, and so on) must have some Cost
Contracts/Sites associated with them in order to make cost-based
selection possible.

Nonmonitored Destinations

You can define the Infrastructure cost for interactions being sent from Switch
A to a destination (such as an outsourcer) whose Resources (Persons, DN,
software, and so on) are not defined by Genesys. You do this via the Transfer
Cost field (see Figure 11 on page 39). URS can then use the Infrastructure cost
information as the basis for routing decisions.

In a case where Site B is not controlled by Genesys at all (there are no T-
Servers, no URSs, no information in the Configuration Layer), the main Site
should still define some DN(s). The most appropriate type of DN will be
Network Destination, but the DN can be any of those DN types listed in “Site
and Cost Contract Associations” on page 31. Configure the routing strategy to
target those DNs. In Site B:

* In order to route by Infrastructure cost, those DNs need to be associated
with a Site (the outsourcer Site, which can be empty inside).

* In order to route by Resource cost, those DNs need to be associated with a
Cost Contract.

A DN in the Configuration Layer that is used to associate a Contract with a
nonmonitored DN must have an alias identical to the name of the
nonmonitored DN (the name of the DN is its name in the strategy, in the
format DNeswi tch).
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Note: The CBR-Hourly rate.AverHandleDNStatus statistic is applicable only to
a target where it makes sense. It is not applicable to nonmonitored
DN's.

CBR and Network Routing

As described in the chapter on voice routing architecture and calls flows in the
Universal Routing 7.6 Deployment Guide, Genesys Network Routing provides
the environment for routing interactions from a network (for example, an 800
number) to Enterprise premise switches.

When configuring a Network Routing solution, you must define targets for
CBR-enabled strategies within the Tenant the call belongs to. For example,
you should not route from a premise T-Server to DNs defined under
Environment. The scenario described in “Distributing Calls to a Routing Point”
on page 84 applies to both Network Routing and Enterprise Routing. The
difference is not so much in the strategies, but where the Routing Points that
calls are routed from are located:

* Ifthe Routing Points are located under the Environment Tenant, the
scenario is Network Routing.

» If the Routing Points are under another Tenant, the scenario is Enterprise
Routing.

Wizard Worksheets

86

Prior to using the CBR wizard, complete the worksheets in this section.

Note: Genesys recommends using the CBR wizard to initially create a CBR
solution. Once the solution is created, you can always run
Configuration Manager and edit the solution manually.
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Site Worksheet

Use the worksheet in Table 14 to plan Sites for a cost-based routing solution
prior to using the cost-based routing wizard described on page 99.

Table 14: Site Worksheet

Site Worksheet

Site 1 Name (Figure 9 on page 37):

Site Description:

Cost Contract:

Sites that can potentially be routed to From Site 1 (see Figure 11 on page 39):

Transfer Cost to first Site: Transfer Cost to third Site:
Transfer Cost to second Site: Transfer Cost to fourth Site:
Site 2 Name:

Site Description:

Cost Contract:

Sites that can potentially be routed to From Site 2

Transfer Cost to first Site: Transfer Cost to third Site:
Transfer Cost to second Site: Transfer Cost to fourth Site:
Site 3 Name:

Site Description:

Cost Contract:

Sites that can potentially be routed to From Site 3

Transfer Cost to first Site: Transfer Cost to third Site:

Transfer Cost to second Site: Transfer Cost to fourth Site:
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Table 14: Site Worksheet (Continued)

Site Worksheet

Site 4 Name:

Site Description:

Cost Contract:

Sites that can potentially be routed to From Site 4

Transfer Cost to first Site: Transfer Cost to third Site:

Transfer Cost to second Site: Transfer Cost to fourth Site:

Site 5 Name:

Site Description:

Cost Contract:

Sites that can potentially be routed to From Site 5

Transfer Cost to first Site: Transfer Cost to third Site:

Transfer Cost to second Site: Transfer Cost to fourth Site:
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Site Object Associations Worksheet

Use the worksheet in Table 15to plan Site associations as described in “Site
and Cost Contract Associations” on page 31.

Table 15: Site Associations

Site Name Persons Agent Places Place DNs
Groups Groups
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Cost Contracts Worksheet

Wizard Worksheets

Note: Before using the wizard to define Cost Contracts, make sure that the
required Service Types and Customer Segments (see Table 5 on
page 47) are set up in Configuration Manager under Business
Attributes (Media Types are predefined). Once present in your
Configuration environment, the codes will be selectable in the wizard.

Use the worksheet in Table 16 to plan Cost Contract Interaction Types (see
page 46) prior to using the wizard.

Table 16: Cost Contracts Worksheet

Cost Contracts Worksheet

Cost Contract 1 Name(Figure 14 on page 44):

Tenant:

Start Date (see Figure 18 on page 51):

Description:

End Date:

Time Zone: (see Figure 18 on page 51)

Total Prepaid Cost ((see Figure 18 on page 51):

Interaction Types for Cost Cont

ract 1 (see Figure 15 on page 46)

Interaction Type definition #1

Interaction Type definition #2

Media Type: voice or voip (circle one)

Media Type: voice or voip

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Interaction Type definition #3

Interaction Type definition #4

Media Type: voice or ip (circle one)

Media Type: voice or ip (circle one)

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:
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Wizard Worksheets

Table 16: Cost Contracts Worksheet (Continued)

Cost Contracts Worksheet (Continued)

Cost Contract 2 Name:

Tenant: Start Date:

Description: End Date:

Time Zone: Total Prepaid Cost (optional):

Interaction Types for Cost Contract 2

Interaction Type definition #1

Interaction Type definition #2

Media Type: voice or voip (circle one)

Media Type: voice or voip

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Interaction Type definition #3

Interaction Type definition #4

Media Type: voice or ip (circle one)

Media Type: voice or ip (circle one)

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Cost Contract 3 Name:

Tenant: Start Date:
Description: End Date:
Time Zone: Total Prepaid Cost:

Interaction Types for Cost Contract 3

Interaction Type definition #1

Interaction Type definition #2

Media Type: voice or voip (circle one)

Media Type: voice or voip
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Wizard Worksheets

Table 16: Cost Contracts Worksheet (Continued)

Cost Contracts Worksheet (Continued)

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Interaction Type definition #3

Interaction Type definition #4

Media Type: voice or ip (circle one)

Media Type: voice or ip (circle one)

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Cost Contract 4 Name:

Tenant: Start Date:

Description: End Date:

Time Zone: Total Prepaid Cost (optional):

Interaction Types for Cost Contract 4

Interaction Type definition #1

Interaction Type definition #2

Media Type: voice or voip (circle one)

Media Type: voice or voip

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:

Interaction Type definition #3

Interaction Type definition #4

Media Type: voice or ip (circle one)

Media Type: voice or ip (circle one)

Service Type:

Service Type:

Customer Segment:

Customer Segment:

Interaction Type Contract:

Interaction Type Contract:
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Cost Contract Object Associations Worksheet

Wizard Worksheets

Use the worksheet in Table 17 to plan Cost Contract associations as described
in “Site and Cost Contract Associations” on page 31.

Table 17: Cost Contract Object Associations Worksheet

Persons

Agent
Groups

Places

Place
Groups

DNs

Sites

Tenants

Cost Contract Name:

Cost Contract Name:

Cost Contract Name:
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IT Contracts Worksheet

Use the worksheet in Table 18 to plan each IT Contract (see page 52) for a
CBR solution prior to using the wizard.

Table 18: Interaction Type Contracts Worksheet

IT Contracts Worksheet

IT Contract #1 Name:

Variable Rate or Volume-Based (circle one)

If Variable Rate, circle one: Flat Rate or Agent Hourly
If Agent Hourly, enter Agent Hourly Rate:

If Volume-based, supply the Day Contract fields below using Table 11 on page 61 and Table 12 on
page 64. Also see “Sample Data for Day Contract” on page 134.

Day Contract #1 Name:

Circle one: (any day) (day of week) (day of year: ) (specific date: )

Business Day start volume period intervals (Figure 89 on page 138)

Business Day end: Interval 1 number of minutes:

Time Interval (number of minutes in each): Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
Flat Rate if applicable:

Forecast allowance without penalty %: Interval 2 number of minutes:

Under forecasted penalty % Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Over forecasted penalty %:

* Note: After you supply the preceding Interval 3 number of minutes:
percentage values, the wizard calculates Penalty
for Over Forecast and Penalty for Under
Forecast.

Forecasted Volume for this interval:
Base Rate per Interaction for this interval:

(intervals continued on next page)

Interval 4 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
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Wizard Worksheets

Table 18: Interaction Type Contracts Worksheet (Continued)

IT Contracts Worksheet (Continued)

Day Contract #1 (Continued)

Interval 5 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 6 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 7 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 8 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 9 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 10 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 11 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 12 number of minutes:

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
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Wizard Worksheets

Table 18: Interaction Type Contracts Worksheet (Continued)

IT Contracts Worksheet (Continued)

Day Contract #2 Name:

Circle one: (any day) (day of week) (day of year: ) (specific date: )

Business Day start

volume period intervals

Business Day end:

Time Interval (number of minutes in each):

Flat Rate if applicable:

Interval 1 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Forecast allowance without penalty %:

Under forecasted penalty %:

Over forecasted penalty %:

Interval 2 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

* Note: After you supply the preceding
percentage values, the wizard calculates Penalty
for Over Forecast and Penalty for Under
Forecast.

Interval 3 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 4 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 5 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 6 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 7 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
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Table 18: Interaction Type Contracts Worksheet (Continued)

IT Contracts Worksheet (Continued)

Day Contract #2 (Continued) Interval 8 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 9 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 10 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 11 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 12 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Day Contract #3 Name:

Circle one: (any day) (day of week) (day of year: ) (specific date: )

Business Day start volume period intervals

Business Day end: Interval 1 number of minutes:

Time Interval (number of minutes in each): Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
Flat Rate if applicable:

Forecast allowance without penalty %: Interval 2 number of minutes:

Under forecasted penalty %: Forecasted Volume for this interval:
0.

Base Rate per Interaction for this interval:
Over forecasted penalty %:
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Table 18: Interaction Type Contracts Worksheet (Continued)

IT Contracts Worksheet (Continued)

* Note: After you supply the preceding Interval 3 number of minutes:
percentage values, the wizard calculates Penalty
for Over Forecast and Penalty for Under
Forecast.

Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 4 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 5 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 6 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 7 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 8 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 9 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:

Interval 10 number of minutes:
Forecasted Volume for this interval:

Base Rate per Interaction for this interval:
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Wizard Configuration

This information in this section describes the wizard for cost-based routing,
which you access from the Enterprise Routing Wizard (see Figure 35).

Procedure:
Running Wizard Manager

Purpose: To bring up a wizard used to configure CBR solution objects.

Start of procedure

1. Complete the “Wizard Worksheets” on page 86.

2. Contact Genesys Technical Support before configuring a cost-based
routing (CBR) solution.

Depending on the number of features you implement, CBR can be
complex to configure for the first-time user. Because of this, and in order
to ensure successful first implementations, Genesys wants to initially track
all customers implementing CBR via contact with Genesys Technical
Support.

3. Run Genesys Wizard Manager:

Select Start > ALL Programs > Genesys Solutions » Routing > Universal
Routing Configuration Wizard > Start Wizard Manger. The Welcome to
Wizard Manager screen appears (see Figure 35).

Genesys Wizard Manager

Welcome to Wizard Manager

The Genesys Wizard Manager helps you launch wizards for automated deployment of the Genesys Fr
Solutions in your environment.

To work with Wizard Manager. you need to log into the Configuration Layer.

Learn about the Login procedure.

Learn about setting up the Configuration Layer.

Figure 35: Welcome to Wizard Manager
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4. Click the log into the Configuration Layer link. The Framework screen
appears (see Figure 36).

Wizard Manager, Server techpubsd, port=3010, v.7.5.000.08

Genesys Wizard Manager

o =
L= Framework

(a0

:',[,"-Ir_r.':,- The Genesys Framework, a mandatory part of any Genesys-based
—} interaction management system, provides functions required for the
operation of all Genesys Solutions. Set up your Framework before

_:r{'_f,r— deployment of any Solution.

— Management Layer provides centralized Solution control and mani
T N centralized logging, alarm signaling, and application failure managen
A b functions for all Solutions.
= . * To deploy the Management Layer, start the Management Lay

[ | Wizard

_'u:'_n"|| Media Layer provides interfaces to communication media ({tradition;
gl telephony, WaolP and non-voice media) and distribution of interaction-
- business data within and across Solutions.
|_, |- . e Create a new Tenant
: s Create a new Switch object and deploy associated T-Server

f 5 Contact Center Environment
== s Create a new range of DMs and Places
s + Create a new range of Agent Logins

_Iﬂ s Create a new Agent Group
‘I I 4 a [Create a new Plare (Gronn

Figure 36: Starting Wizard Manager Screen (Framework)

5. Click the Network Routing or Enterprise Routing link on the left side of
the screen. You can configure CBR for both Network Routing and
Enterprise Routing.

Assume that you click Enterprise Routing. The Enterprise Routing
screen appears (see Figure 37).
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S
GENESYS

AM ALCATEL COMPANY

Genesys Wizard Manager

= Enterprise Routing
:',r _},rrfr The Enterprise Routing Solution is based upon the highly open and
Gles flexible, media neutral, highly scalable Interaction Management
pa— Framewaork. It provides robust routing environment capable of
& ':'5:— identifying and routing interactions based on your business’ unique
=0 criteria. The solution leverages your corporate data to route calls
based upon realtime statistics, customer-stored data, or customer
%_, A defined business rules and situations. It also allows you to create a
=[] central, Internet-ready contact center by seamlessly integrating
your voice channels with e-mail and Web channels.
/ N Deploy Enterprise Routing Solution in your contact
center.
|
Elll /N Visit Genesys to learn more about Enterprise
t Routing.

Figure 37: Enterprise Routing Screen (No Solutions Configured)

6. Click one of the following links:
* Ifasolution has not yet been configured, click the Deploy Enterprise
Routing in your contact center link (see Figure 37).
* Ifasolution has already been configured, click Deploy Another
Enterprise Routing Solution in your contact center (link not
shown).

Note: While these instructions describe creating a new CBR solution, you
can also use the wizard to add CBR features to an existing routing
solution.

End of procedure
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Universal Routing Wizard

After you click the Enterprise Routing link, the Welcome to the Universal
Routing Wizard screen appears (see Figure 38).

Universal Routing Wizard x|

Welcome to the Universal
Routing Wizard.

Universal Routing Wizard helps you set up a Routing Salution
for your Cortact Center.

Click Mext to continue.

< Back Firizh Cancel

Figure 38: Welcome to the Universal Routing Wizard

Procedure:
Using the Universal Routing Wizard for CBR

Purpose: To configure the objects required by a CBR solution.

Start of procedure

1. Click Next in the wizard screen shown in Figure 38. The Solution Name
screen appears (see Figure 39).
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Universal Routing Wizard

Solution Hame
Azsign a unigue name to this Salution.

M ame: ||

Folder: II:I Solutions j QI

Figure 39: Solution Name

2. Name the solution, select a folder to store the solution executable (or keep
the default), and then click Next (button not shown in Figure 39). The
Tenant screen appears (see Figure 40).

Universal Routing YWizard

Tenant
Select the Tenant for which pou wish to create a Solution,

Tenant;

=

Figure 40: Tenant

3. If'this is a single-tenant environment, leave the default value of NONE. If
this is a multi-tenant environment, browse for and select a Tenant. In both
cases, click Next.

* If one or more Switches for the selected Tenant are not configured
correctly, the wizard instructs you to use the Framework Configuration
Wizard to correct configure a Switch object.

* IfSwitches are configured correctly, the Switches screen appears (see
Figure 41).
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Universal Routing Wizard

Switches

Select the Switches fram which requests bo route interactions are made and to
which thoge interactions are routed.

Select one or more switches by clicking in the checkboxes. You must select at least one Switch
to continue setting up thiz Enterprize Fouting Salution.

i arne | TServer | Switch Type
O2L 75 G2 TServer_fwavalh...  Awava Communication Manage
O2& 75 G 2 TSemver_fwvapaChd..  Avaya Communication bManage

Figure 41: Switches

4. Select one or more Switches and then click Next (button not shown in
Figure 41). The Routing Features screen appears. This screen selects the
routing solutions you can configure in the wizard (see Figure 42).

Universal Routing YWizard

R outing Features
Select the routing features for thiz Solution to be configured in the Wizard.

=[] $¢ Cost Bazed Routing
[ & Infrastucture
----- | Wariable R ate Contract [Flat Rate, Agent Howrly R ate)
L1 Wolume Contract

----- | @ Databaze Lookups

----- | @ [ueue Based Bouting

..... (1B Skil Based Routing

----- | @. Yoice Treatment

----- | “Workforce b anagement

< Back I Mest » I Firzh Cancel

Figure 42: Routing Features
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Universal Routing Wizard

Note: If you select Cost Based Routing, do not select any other options
during this particular wizard session.

Under Cost Based Routing, select the CBR features you want to

implement:

* Infrastructure simply defines the cost for transferring an interaction
from one Site to another Site (see Figure 11 on page 39). Prior to
configuring this feature, you should have complete the Site Worksheet
on page 87.

Note: Prior to configuring either a Variable Rate or Volume Rate
Contract, complete the Cost Contracts Worksheet on page 90.

* Variable Rate Contract defines cost based on either based on a flat
rate per Interaction Type or agent hourly cost (see Figure 20 on
page 54).

* Volume Contract is the most complex feature. It defines cost based on
forecasted and actual interaction volume for specific days (see
page 56).

Note: These instructions assume you clicked the Cost Based Routing for
a full-scale solution. This automatically checks the Infrastructure,
Variable Rate Contract, and Volume Contract check boxes.

Click. Next (Figure 42 on page 104). The Framework Resources screen

appears. The content of the screen varies depending on your previous

selections:

+ Ifyou previously selected Infrastructure only, the screen prompts
you to define Site objects if none are defined (see Figure 43).
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Universal Routing Wizard

Framework Resources

Review the Framework resources available to support the selected routing
featurss.

Elﬁ Required Resources of Tenant TechPubs75
El-38 Switch: 75_G3_2
. % Routing Points: 2

\ ----- ) Vitual Routing Points: None
e ﬁ Sites: Mone - Attention! At least two Sites are required for the selected Cost Based F

Jd | i

Iif all required resources are available, or if you wish to add the missing resources later, choose
first action below. Otherwise choose second action. Click Mext to proceed.

The next step is to...
¥ Continue the solution creation process with the Framework resources as they are now.

" Create missing objects and review the Framework resources again.

cBack [ Ned> | Fiish | Cancel |

Figure 43: Framework Resources, Infrastructure Only Selected on Previous Screen

* Ifyou selected Cost Based Routing (Infrastructure, Variable Rate
Contract, and Volume Contract in Figure 42), the Framework
Resources screen prompts you to create these objects (see Figure 44).

Universal Routing Wizard

Framework Resources

Review the Framework resources available to support the selected routing
features.

------ @ Routing Pairnts: 2

1A

P e ) Virtual Routing Paints: None

- Sites: None - Attertion! At least two Sites are required for the selected Cost Base
-85 Cost Contracts: None - Attention! Cost Contracts are required for the selected Cc
8% Variable Rate |T Contracts: None - Attertion! Variable Rate |T Contracts are req
Wolume IT Contracts: None - Attention! Yaolume | T Contracts are required for the ™

gt

«

If all required resources are available, or if you wish to add the missing resources later, choose
first action below . Ctherwize choose second action. Click Next to proceed.

The next step isto...
{* Continue the solution creation process with the Framework resources as they are now

" Create missing objects and review the Framework resources again.

Figure 44: Framework Resources, Before Selecting Create Missing Objects
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7. Select Create missing objects and review the Framework resources
again and then click Next. The Framework Objects screen appears (see
Figure 45).

Universal Routing YWizard

Framework Objects
Create the mizsing Framework objects.

Chooze required object bppe and then manipulate with the objects. 'When finished, click Mest or
Back to review the Framework rezources again.

Obiect Type: =
|Jzertame | T enant | Last Mame | First Mame | Emplc =
8 E002 TechPubz /5 B002 E008 E008
8 BOO7 TechPubsz/5 G007 G007 G007
8 BO0G TechPubz/5 GO0 BO0G BO0G
8 BO05 TechPubz75 G005 G005 BO05
% Rrnd TarhPiike7R Frnd I Rrind FCI'IEILI
4 »
Add | Bemove | Broperties... |

< Back I et > I Firigh | Cancel |

Figure 45: Framework Objects

End of procedure

Site Wizard

If you need a review of Site objects, see “Site Object” on page 24.

Procedure:
Creating Sites

Purpose: To create the Site objects, which are required in order for URS to
calculate “Infrastructure Cost” as described on page 35.
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Start of procedure

1. On the Framework Objects screen shown previously, click the downward-
pointing arrow (opposite Agent in Figure 45 on page 107), select Site, and
then click Add. The Welcome to the Site Wizard screen appears (see
Figure 46).

X

Welcome to the Site Wizard

Thiz wizard helps pou configure a Site.,

& Site iz a zpecial type of Configuration Unit, uged in
Cost-Baszed Routing to represent potential routing
destination -- location of contact center resources. rou can
define the cozt for ransfemng an interaction from one Site to

anather Site.
=
=
GENESYS _ .
AN ALCATEL COMPANY To continue, click Mesxt.
< Back Firzh Cancel

Figure 46: Welcome to the Site Wizard

Note: You can also open the Site Wizard from Configuration Manager.

2. Click Next. The Site Name screen appears (see Figure 47).
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sitewizard x|

Site Mame
Bzsign a unigue name ta this Site.

I arne: I

Dezcription; I

Falder: I& TechPubs7/5 j g

Figure 47: Site Name

Note: This screen corresponds to the General tab of the Site Properties
dialog box shown in Figure 9 on page 37.

3. Name and describe the Site, change the Tenant in the Folder field (if
necessary), and then click Next (button not shown in Figure 47). The
Routing options screen appears (see Figure 48).

sitewizard x|

R outing options
Specify a Cozt Contract for thiz Site.

[NONE] | @

Cost Contract;

Figure 48: Routing Options

Note: This screen corresponds to the Advanced tab of the Site properties
dialog box as shown in Figure 10 on page 38.
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4. These instructions assume that Cost Contracts are not yet defined,
therefore leave the Cost Contract field empty for now.

If Cost Contracts are already defined, click the downward-pointing arrow
to open the Browse for Objective Table (Cost Contract) dialog box and
then continue with the instructions in “”” on page 145.)

5. Click Next. The Transfer Costs screen appears (see Figure 49).

sitewizard x|

Transfer Costs
Specify the cost of transfering interactions to another Site from thiz Site.

T azzign tranzfer cozt for other Site, click Add.

Site | Transfer Cost |

add... | Bemowve... | Eruperties...l

¢ Back I Hest » I Firizh | Cancel |

Figure 49: Transfer Costs

Note: This screen corresponds to the Advanced tab in the Site Properties
dialog box shown in Figure 10 on page 38.

6. These instructions assume that all Sites that can potentially be routed to
must still be defined, therefore click Next. The Site Summary screen
notifies that you are about to create a Site (see Figure 50).

110 Universal Routing 7.6 @



Chapter 6: Using the Wizard Site Wizard

sitewizard x|

Site Summary
Y'ou are about to create the Site.

T o modify the Site properties, click Back.

To create the Site and proceed to azsighing it to exizting objects, click Mext.

Site Mame:  [=rZ5ite]

< Back Finigh Cancel

Figure 50: Site Summary

7. Click Finish. The Framework Objects screen appears with the newly
created Site (see Figure 51).

Universal Routing YWizard

Framework Objects
Create the mizzing Framework, objects.

Chooze required object lppe and then manipulate with the objects. When finished, click Mest ar
Back to review the Framework rezources again.

Ohbject Type: I Site j
I arne | Type | Dezcription | Folder Claz= | Object Lt
L 1svZSitel Configuration Un... Site

4| | i

Hemove | Broperties... |

Figure 51: Framework Objects, One Site Created
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8. Ensure that Site is already selected opposite Object Type (see Figure 51
on page 111), and then click Add. The Welcome to the Site Wizard screen
appears as shown in Figure 46 on page 108.

9. Continue adding Sites that can potentially be routed to by repeating Steps 2
through 7.

End of procedure

Procedure:
Entering Site-to-Site Transfer Cost

Purpose: To define the Infrastructure cost for transferring an interaction from
one Site to another Site (see Figure 10 on page 38).
Start of procedure

1. Select a Site on the Framework Objects screen (see Figure 52).

Universal Routing Wizard

Framework Objects
Create the mizzing Framework objects.

Chooze required object type and then manipulate with the objects. *When finished, click Mest ar
Back to review the Framewark regzources again.

Object Type: I Site j
Mame | Type | Description | Folder Claz= | Objec =
ite ] Configuration Ln...
_1ABC Site Configuration Un... Site
1 DEF Site Canfiguration Un... Site |
1 MND Site Configuration Un... Site
“IMFFSita CrwFirnratioe |1 Sita hd
4 ‘ | 3
Add Bemove | Properties. .. |

Figure 52: Framework Objects, Site Selected

2. Click Properties. The Site Properties dialog box opens with the General
tab selected (see Figure 53).
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il x¥2Sitel Properties x|

General | Routing | Assigned Objects |

a)

H ame:

Diezcription:

Figure 53: Site Properties, General Tab

3. Click the Routing tab (see Figure 54).

il xY2sitel Properties |

General Routing |

Cozt Contract; I@ [MOME] j Lﬁl
Costs of transfernng interactions from this site to other sites:
Site | Tranzfer Cogt |
add... | Eemowve... | Broperties... |

] I Cancel | Aoy |

Figure 54: Site Properties, Routing Tab

4. Click Add. The Transfer Cost screen appears (see Figure 55).
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Transfer Cost Wizard

Tranzfer Cost
Specify the cost of transfering interactions o a Site.

Select a Site and specify the Transfer Cost azsociated with this site. Y'ou can
create a new Site in the Browse window.

NONE] =i
Tranzfer Cosgt: I.EIEI

Figure 55: Transfer Cost

Site:

5. Click the folder icon to the right of the Site field.

6. Seclect a Site that can potentially be routed to. A Browse for Folder (Site)
window appears (see Figure 56).

x
Lok jn: Ia TechPubz75 j _1 i ‘ 3 ~ d

Mame | Type | Dezcription | Folder Class
1 ABC Site Configuration nits Site
I DEF Site Configuration Units Site
1 DFF Site Configuration Urits Site
CIMHO Site Configuration Units Site
C1svrZsitel Configuration nits Site

4| I _"I
Object Hame: I (]
Obijects of Tupe: | Folder =] Canicel

Figure 56: Browse For Folder (Site)

7. Select a Site and then click. 0K. The Transfer Cost screen are appears (see
page 115).
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Transfer Cost Wizard x|

Tranzfer Cost
Specify the cost of ransgfering interactions bo a Site.

Select a Site and specify the Tranzfer Cogt azzociated with thiz zite, You can
create a new Site in the Browse window.,

Site: [C2 aBcsite ~
Transfer Cogt: I.EIEI

< Back Hext =

Cancel |

Figure 57: Entering Transfer Cost for Selected Site

Note: This screen corresponds to the New Transfer Cost dialog box
shown in Figure 11 on page 39.

8. Enter the Infrastructure cost for transferring an interaction to this Si te.

9. Click Finish. The Routing tab shows the transfer cost from the first Site to
the second Site (see Figure 58).
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i xvZsitel1 Properties x|

General Routing I Azzigned Objects |

Cost Contract; I@ [MOME] j @

Coztz of tranzsfeming interactions from this site to other sites:

Site | Tranzfer Cost |
[o] ABL Site 10

Hemove... | Ern:nperties...l

] | Cancel | Apply |

Figure 58: Site Properties, Routing Tab

Note: In this example, the transfer cost is from XYZ Site1 (Figure 52 on
page 112) to ABC Site.

10. Click Add. The Transfer Costs screen appears as shown in Figure 55 on
page 114

11. Continue adding transfer costs for Sites in this fashion by repeating steps 5
through 9. When you are done, the Routing tab in the Site properties dialog
will look similar to the one shown in Figure 59.
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im xvZsitel1 Properties x|

General Fouting |.-“-‘-.ssigneu:| I:Il:uiectsl

Time £one; I% ACT j QI
Cogt Cantract: I@ [MOME] j QI
Coztz of transfering interactionz from this site to other zites:
Site | Transfer Cosgt |

4] ABC Site 10

4 DEF Site 10

[41 EFG Site 20

[ MMO Site 15

Bemowve... | Ern:nperties...l

] | Cancel | Apply |

Figure 59: Site Properties After Adding Site Transfer Costs

Note that the Site Properties dialog box also has an Assigned Objects
tab (see Figure 60).

x
Generall Routing  Assighed Objects I

To aszign this Site to other objects. first chooze the Object Type.

Then zelect one or more objectz and click Assign.

Obiect Type: B
I zert ame | Site | Tenant | Last Man
8 A002 TechPubz G A002
8 A001 TechPubzra A001
8 4002 TechPubs7a 4002
8 4001 TechPubz A 4001
8 G003 TechPubz G G003
8 BOOT TechPubzrh G007
8 BO0E TechPubs7a BO0E
[ L o

Figure 60: Site Properties, Assigned Objects Tab
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Universal Routing Wizard

Framework Objects

Site Wizard

Here you can assign the current Site to one of the objects listed in “Site and
Cost Contract Associations” on page 31. For now, however, these

instructions continue with creating Sites.

12. When through adding transfer costs for all Sites as shown in Figure 59 on

page 117, click 0K. The Framework Objects screen appears (see Figure 61).

Create the mizsing Framework, objects.

Chooze required object lppe and then manipulate with the objects. When finished, click Mest ar

Back to review the Framework rezources again.

Object Type: I Site

=

Add | Bemove |

M ame | Type | Dezcription | Folder Clazs | Object L
L 1svZSitel Configuration Un... Site hConfigu
LA ABCSite Configuration Un... Site
1 DEF Site Configuration Ln.. Site
1 MNO Site Canfiguration Un... Site

1]

< Back | Mest » |

Firzh

Cancel

Figure 61: Framework Objects, All Site Objects Configured
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13. Click Next in the Framework Objects screen. The wizard returns you to the
Framework Resources screen, which shows the number of Sites configured
(see Figure 62).
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Universal Routing Wizard

Framework Resources
Review the Framework, resources available to support the zelected routing
features.

Cost Contract Wizard

----- @ Fouting Points: 2 il
b @ Wirtual Routing Pointz: None
ﬁ Sites: 4
== Cost Contracts: Mone - Attention! Cost Contracts are required for the selected Ce
E\“ Yariable Rate IT Contracts: Mone - Attention! % ariable R ate IT Contracts are reqg
| E?E Yolume | T Contracts: Mone - Attention! \-’u:ulumEI! IT Contractz are required for the ™
- 3

If all required rezources are available, or if you wizh to add the miszing rezources later, chooze
first action below, Othensize choose second action. Click Mest to proceed.

The nest step iz to...
" Continue the zolution creation process with the Framework rezources az they are now.

f* [Create miszing objects and review the Framework resources again.

¢ Back I Heut I Firizh Cancel

Figure 62: Framework Resources, Number of Site Objects Configured
End of procedure

Next Steps

* Now that you have configured Sites and the Site-to-Site Infrastructure
cost, you have the option of configuring “Resource Cost” as described

starting on page 43.

Cost Contract Wizard

As shown in Figure 62 under Sites, the next objects to configure are Cost

Contracts (page 44).

Procedure:
Configuring Cost Contract objects

Purpose: To calculate the cost of Resources, such as agents, knowledge
workers, employees, or non-human resources such as [VRs.
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Start of procedure

Cost Contract Wizard

1. On the Framework Resources screen (Figure 62 on page 119), select Create
missing objects and review the Framework resources again and then

click Next. The Framework Objects screen appears.

2. Click the downward-pointing arrow to the right of 0bject and select Cost

Contract (see Figure 63).

Universal Routing YWizard

Framework Objects
Create the mizsing Framework objects.

Chooze required object bppe and then manipulate with the objects. When finished, click Mest or
Back to review the Framework rezources again.

Obiect Type:  EERTETSA |

Mame | T enant | Descrption | Object Location

Add | Bemove | Broperties... |

< Back I et > I Finizh | Cancel |

Figure 63: Framework Objects, Cost Contract Object Type

3. Click Add. The Welcome to the Cost Contract Wizard screen appears (see

Figure 64).
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Cost Contract Wizard

Welcome to the Cost Contract

ﬁ Wizard
- Thiz wizard helps pou configure an Cost Contract [az an

Objective Table configuration object).

GENESYS'

AN ALCATEL £OMPANY To continue, click Mesxt.

Cost Contract Wizard

x|

Figure 64: Welcome to the Cost Contract Wizard

Finizh Canhcel

Note: You can also bring up the Cost Contract Wizard from

Configuration Manager.

4. Click Next. The Cost Contract Name screen appears (see Figure 65).

Cost Contract Wizard

Cost Contract Hame
Azsign a unique name to this Cost Contract. Optionally, specify itz description.

I arne: I

Dezcription: I

Folder |23 Objective Tabies B =i

Figure 65: Cost Contract Name
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Note: This screen corresponds to the upper half of the General tab of the
Cost Contract Properties dialog box shown in Figure 14 on
page 44.

5. Name the Cost Contract, describe it, and change the folder location if
necessary. Once you enter a name for the Cost Contract, the Next button
(not shown in Figure 65 on page 121) becomes enabled.

6. Click Next. The General Settings screen appears (see Figure 66).

Cost Contract Wizard x|

General zettings

Specify the Time Zone and validity dates of this Cost Contract. Optionally zpecify
Total Prepaid Cost.

Time £one:

Start: | 24122007 j

End: | 24122007 |
[lozal time in the specified Time Zone]

Total Prepaid Cost: I.EIEI

< Back I Hest » I Firzh Cancel

Figure 66: General Settings

Note: This screen corresponds to the Advanced tab in the Cost Contract
Properties dialog box shown in Figure 18 on page 51. The format
used for the Start and End fields depends on Local Regional
Settings.

7. Complete the fields on this screen as follows:

* Total Prepaid Cost is an optional field that you can use for reporting
on Volume Contracts (see Table 6 on page 52) (URS does not use this
field). It is the total prepaid cost in dollars and cents for a volume
period.

* Time Zone is a required field that URS uses for converting time into a
Statistical Day.
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* The Start and End fields are required fields that represent the start and
end dates (respectively) for applying a Cost Contract.

8. When you are done, click Next. The Interaction Type Records screen
appears (see Figure 67).

Cost Contract Wizard

Interaction Type Records

Cozt Contract can comprize multiple subcontracts, represented by Interaction Type
records. Specify Interaction Tepe recardz for this Cost Contract.

To create a new record, click Add.

Media Type | Service Type | Customer Segment | IT Contract

4| | B

Add... | Bemove... | Ernperties...l

< Back I et I Firiigh | Cancel |

Figure 67: Interaction Type Records

Note: This screen corresponds to the lower half of the General tab in the
Cost Contract Properties dialog box shown in Figure 14 on
page 44.

9. Click Add to define the Interaction Types (see page 46) associated with this
Cost Contract. The Interaction Type Record screen appears (see
Figure 68).
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Cost Contract Wizard

Interaction Type Record

For the Interaction Type - a combination of Media Type, Service Type and
Cuztomer Segment, azzign a Wolume-bazed or 2% ariable A ate Contract,

Interaction Type Contract Wizard

=gl

=gl

=]

Media Tepe:

Service Type: IIZi default
LCustomer Segment; IIZi default
IT Contract: |® MonE]

/=]

< Back

Wext > | Finish |

Cancel

Figure 68: Adding New Interaction Type Record

Note: This screen corresponds to the Objective Table Record dialog box
shown in Figure 15 on page 46.

10. Complete the Media Type, Service Type, and Customer Segment fields as
described in Table 5 on page 47. See important note on these fields on
page 46. The next section describes the IT Contract field.

End of procedure

Next Steps

* Selecting a value for the IT Contract field in Figure 68, which involves
creating the IT Contract objects associated with the Cost Contract object.

Interaction Type Contract Wizard

There are two types of Interaction Type (IT) Contracts: Variable Rate
Contracts (see page 54) and Volume Contracts (see page 56). The following
instructions assume you wish to create a Variable Rate Contract.
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Procedure:
Creating a Variable Rate Contract

Purpose: To define an Interaction Type contract (IT Contract object) based
on a flat rate or an agent hourly rate.

Start of procedure

1. Opposite IT Contract as shown in Figure 68, click the folder icon. The
Browse for Statistical Table dialog box opens (see Figure 69).

& Browse for Statistical Table {(¥olume Contract Table, ¥ariable Rate il

Browsze for an exizting Interaction Tepe [IT] Contract or click Mew tool ko create a new |T Contract.
Loak in: I tistical Tables j _1 - I - m - (_1

M ame | Tenant | Type

Figure 69: Browse for Statistical Table

2. Click downward-pointing arrow next to the icon and then select New
Variable Rate Contract Table (see Figure 70).

& Browse for Statistical Table (Yolume Contract Table, Yariable Rat |

Brroweze for an exigting |nteraction Type (IT) Contract or click Mew tool to create a new IT Contract.

Loak in: I j ;N S|

Mew Yolume Contract Table

Mew Yariable Rate Contrack Table
Mew Statistical Table

Mame | Tenant | Tupe
E‘; ITContract="2 TechPubs?S  Yariable Rate Contract T al:uls/
E‘; svfesl aniableR ate TechPubs?  Wanable Rate Contract T abl
EJ__-\; ZZ2| T Cantract TechPubs?S  Yolume Contract Table
% ZEAolumeContract  TechPubs?s Wolurne Contract Table

Figure 70: Browse for Statistical Table, Creating a New Variable Rate Contract

The Welcome to the Interaction Type Contract Wizard screen appears
(see Figure 71).
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Interaction Type Contract Wizard il

Welcome to the Interaction
Type Contract Wizard

Thiz wizard helps pou configure an Interaction Type
Contract [az a Statistical Table configuration object].

GENESYS

AN ALCATEL COMPANY To continue, click Hest.

< Back Finizh Cancel

Figure 71: Welcome to the Interaction Type Contract Wizard

3. Click Next. The Interaction Type Contract Name screen opens with
Variable Rate Contract Table selected in the Type field (see Figure 72).

Interaction Type Contrack Wizard il

Interaction Type Contract Hame
Azsign a unique name to this [nteraction Type Contract and zelect a type,

M arne: IITE-::ntrau:tXYZI

Type: Warable Rate Contract T able

Falder: II:I Statistical T ables j EI

Figure 72: Interaction Type Contract Name, Variable Rate Contract
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Interaction Type Contract Wizard

Note: This screen corresponds to the General tab of the New IT Contract

Properties dialog box shown in Figure 19 on page 53.

4. Check that the Type field shows the correct selection. In this case, it is

Variable Rate Contract Table.

5. Name the IT Contract and then click Next. The Rate screen appears (see
Figure 73).

Interaction Type Contrack Wizard

Rate

Specify whether URS should wuze a flat rate per interaction for the Interaction
Types agzociated with thiz Contract or an agent hourly rate.

X

5

— Rate
(¢ | Flat:
 Agent Hourly:

|.nn

|.nn

< Back I Hest » I

Cancel

Figure 73: Rate for Variable Rate Contract

Note: This screen corresponds to the Advanced tab of the Variable

Contract Properties dialog box shown in Figure 20 on page 54.

6. Under Rate, select cither Flat or Agent Hourly and then enter a value as

described in Table 8 on page 55.

7. Click Next. The Completing the Interaction Type Contract Wizard
screen appears. [t indicates you have completed the task of defining the

Variable Rate Contract (see Figure 74).
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Interaction Type Contract Wizard il

Completing the Interaction Type
Contract Wizard

Y'ou have successfully completed the Interaction Type
Contract WWizard.

GENESYS To cloze this wizard, click Finigh.

AN ALCATEL COMPAMNY

< Back [HiEwt =

Cancel |

Figure 74: Completing the Interaction Type Contract Wizard

4. Click Finish. The Browse for Statistical Table dialog box opens
showing the newly created Variable Rate Contract (see Figure 75).

& Browse for Statistical Table (¥olume Contrack Table, ¥ariable Rate Contrac El

Browse for an exizting Interaction Type [IT] Contract ar click Mew tool to create a nev IT Contract.
F - g

Mame | T enart | Type |
%XW’ZSitEWariable TechPubsrS  Vanable Rate Contract T able

Lok in: atistical T ables

Figure 75: Browse for Statistical Table with New Variable Rate Contract

End of procedure
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Procedure:
Creating a Volume Contract

Purpose: To define an Interaction Type contract (IT Contract object) based
on volume.

Start of procedure

To create a Volume Contract (see page 56):

1. Click small downward-pointing arrow (see Figure 76) and select New
Volume-Contract Table.

& Browse for Statistical Table (¥olume Contract Table, ¥ariable Rate Conktra El

Browsze for an exizting Interaction Tepe [IT] Contract or click Mew tool to create a new [T Contract.

Lock in: ||:| Statistical T ables j J I 8 * o

Mew Yalume Conkrack Table

Mew Yariable Rate Contrack Table
Mew Statiskical Table

Mame | Tenant | Tupe

@ [TContrack<yZ  TechPubs?5  “ariable Rate Contract T;bhe/
@,WariableHate TechPubs?Ss  Wariable Rate Contract Table

Figure 76: New Volume Contract Table

The Welcome to the Interaction Type Contract Wizard screen appears
(see Figure 77).

Interaction Type Contract Wizard El

Welcome to the Interaction

| Type Contract Wizard

Thiz wizard helps vou configure an Interaction Type
Contract [az a Statigtical Table configuration object).

GENESYS

AN ALCATEL COMPANY To continue, click Hest,

Firzh Cancel

Figure 77: Welcome to the Interaction Type Contract Wizard
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2. Click Next. The Interaction Type Contract Name screen opens with
Volume Contract Table selected as the Type (see Figure 78).

Interaction Type Contrack Wizard El

Interaction Type Contract Hame
Agzgign a unique name to this Interaction Type Contract and zelect a type. q
t ame: ||
Type: Wolume Contract Table

Falder: Il:l Statiztical T ables j El

< Back I Ii [ Eirizh Cancel

Figure 78: Interaction Type Contract Name, Volume Contract

Note: This screen corresponds to the General tab of the New IT Contract
Properties dialog box shown in Figure 19 on page 53.

3. Name the IT Contract and then click Next. The Day Contracts screen
appears (see Figure 79).
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Interaction Type Contrack Wizard

x|
Day Contracts
Specify a Day Contract for thiz Wolume-B azed Interaction Type Contract, %
-]

To add D'ay Contracts to thiz table, click Add.

Mame

4| | |

Add... | Bemove... | Eru:nperties...l

¢ Back I Hest » I Eimizh | Cancel |

Figure 79: Day Contracts
End of procedure

Note: The screen in Figure 79 corresponds to the lower half of the Advanced
tab of the Day Contract Properties dialog box shown in Figure 24 on
page 61.

Day Contract Wizard

With a Volume Contract (see page 56), you define one or more Day Contracts
(see page 58).

Procedure:
Creating Day Contracts

Purpose: To create the Day Contract objects that are required by Volume
Contracts.
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Start of procedure

1. Click Add to define a Day Contract for the Volume Contract that you are
creating. The Browse for Statistical Day (Day Contract) dialog box
opens. The example below shows several Day Contracts already created.

& Browse for Statistical Day (Day Conktrack) ﬂ

Browse for an exizting Day Contract or click Hew tool to create a new Day Contract.

Lok jrn: histical D ays j AH I 2 T 1'_1

M ame | T enant | Dayl StartTimel End Timel Type
%ﬂ Haoliday TechPub:7s 342 430 1020  Day Contract
FhtestDay TechPubs7h 2 480 1020 Dap Contract

4| | 2

Object Hame: I (K

Objects of Type: | statistical Day =l Cancel

Figure 80: Browse for Statistical Day (Day Contract)

2. Click the downward-pointing arrow and select New Day Contract (see
Figure 81).

& Browse for Statistical Day (Day Conktrack) |

Browsze for an exizting Day Contract or click Mew tool to create a new Day Caontract,

Loak ir: I . - JI ¥ P - ]
R | Tenant | Da_l,ll StartTimel End Timel Tupe Mewe By Contract
T Holiday TechPubs?S 342 480 1020 Day o__M=w Statistical Day
%test[)aﬂ,r TechPubz A 2 420 1020 Dray Contract

Figure 81: New Day Contract

The Welcome to the Day Contract Wizard screen appears (see Figure 82).
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Day Contract Wizard x|

Welcome to the Day Contract

g Wizard

Thiz wizard helps you configure a Day Contract. Day
Contracts are uzed in the Cost-Based Routing and are
represented by a Statistical Day configuration objects.

A Dap Contract, azzociated with a Volume-bazed Interaction
Type Contarct, allows pou accommaodate volume
fluctuations that may ocour on different days of the weelk,
weekendz, and excephion days, such as holidays.

“'ou have the option of forecasting interaction volurme and
zpecifying penalties | interactions are over or under the

farecast.
=
=
GENESYS ) .
AN ALCATEL COMPANY To continue, click Mesxt.
< Back Firizh Cancel

Figure 82: Welcome to the Day Contract Wizard

3. Click Next. The Day Contract Name screen appears. Figure 83 shows the
screen with sample entries.

Day Contract Wizard x|

Day Contract Name
Aszsign a unigue name to this Day Contract. Specify its valid period. q

Name: IDa'_.rCDntmct}(YZ

™ Any Day
" Dayof Week  |Monday

% Day of Year [22 = [March

S8 N K 8K

" Speciiic Date | 1/26/2007

Folder: I[:I Statistical Days j

L4

Figure 83: Day Contract Name
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Note: The screen in Figure 83 corresponds to the General tab in the Day
Contract Properties dialog box shown in Figure 23 on page 59.
The format of the Specific Date field in Figure 83 depends on the
Local Regional Settings.

4. Name the Day Contract, select one of the day/date radio buttons as
described in Table 10 on page 60, and then click Next. The Vo Lume
Contract Options screen appears. Figure 84 shows the screen filled in with
example entries.

Day Contract Wizard x|

Volume Contract Options
Specify the Volume Contact options defined by this Day Contract.

Business Day
( Stat: | g00AM = End: | 500PM =
Time Interval increment : (Number of minutes in each time 60 P
interval in the Business Day) = =l
r Flat Rate: (Select if all interactions during this =
day are covered by a flat rate; then enter flat ate) I"“‘
Forecast Without Penalty: (3 of forecasted volume that 0 o

can be under or over forecast without penalty) =

Cwer Forecast Penalty: (% of base rate that is added
when an over forecast penalty applies) 20 =

IUnder Forecast Penalty: (% of base rate that is added
when an under forecast penalty applies)

|
a4

=]
AE
o

< Back Next > Firish | Caneel |

Figure 84: Volume Contract Options

Note: This screen corresponds to the upper half of the Advanced tab in the
Day Contract Properties dialog box shown in Figure 24 on
page 61.

Sample Data for Day Contract

Assume that the particular work day being configured includes five different
periods of call volume. Based on historical contact center data, each period
will have its own forecasted volume of calls as follows:
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Forecasted Volume

The volume periods are as follows:

1. 8:00 AM to 9:00 AM are morning peak hours; expect 1,000 calls per hour.
2. 9:00 AM to 12:00 PM are low volume hours; expect 200 calls per hour.

3. 12:00 PM to 2:00 PM are lunch peak hours; expect 1,200 call per hour.

4. 2:00 PM to 4:00 PM are low volume hours; expect 200 calls per hour.
5

4:00 PM to 5:00 PM are after work peak hours; expect 1,000 calls per
hour.

Interval Configuration Data

Based on the preceding expected call volumes, we need to configure the
following time intervals in the wizard:

*  8:00 AM to 9:00 AM Time Interval: Forecasted volume = 1000
interactions per hour, Base Rate (cost per interaction) = 7.25. Cost per
interaction if actual volume exceeds penalty-free volume window = 8.70.

*  9:00 AM to 12:00 PM Time Interval: Forecasted volume = 200 interactions
per hour, Base Rate = 10.00. Cost per interaction if actual volume exceeds
penalty-free volume window = 12.00. The Day Contract will have this time
interval divided into three 60-minute intervals, with a forecasted volume of
200 calls for each interval.

e 12:00 PM to 14:00 PM Time Interval: Forecasted volume = 1200
interactions per hour, Base Rate = 7.00. Cost per interaction if actual
volume exceeds penalty-free volume window = 8.40. The Day Contract
will have this time interval divided into two 60-minute intervals with a
forecasted volume of 1,200 calls for each interval.

e 14:00 to 16:00 PM Time Interval: Forecasted volume = 200 interactions
per hour, Base Rate = 10.00. Cost per interaction if actual volume exceeds
penalty-free volume window = 12.00. The Day Contract will have this time
interval divided into two 60-minute intervals, with a forecasted volume of
200 calls for each interval.

¢ 16:00 to 17:00 PM Time Interval: Forecasted volume = 1000 interactions
per hour, Base Rate = 7.25. Cost per interaction if actual volume exceeds
penalty-free volume window = 8.70.

Day Contract Options That Apply to All Intervals
The information on the Volume Contract Options screen shown in Figure 84
on page 134 applies to all intervals that will be defined in the following steps.

1. Onthe Volume Contract Options screen (Figure 84 on page 134),
complete the fields as described in Table 11 on page 61, and then click
Next. The volume periods screen appears (see Figure 85).
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Day Contract Wizard

Yolume Penods
Specify the Yolume Penads for thig D ay Cantract,

To create a new Yolume Perod, click Ihzert.

Start | End | Forecaszted Yalu... | Baze Rate | Fenalty For 0w
IﬂBEIE:EIEI 1700 1] o .00

Figure 85: Volume Periods

Note: This screen corresponds to the lower half of the Advanced tab in the
Day Contract Properties dialog box shown in Figure 24 on
page 61.

5. Click Insert to add a time interval for a volume period to this Day
Contract. The Volume Period appears. Figure 86 shows the screen after
entering data for the 8:00 AM to 9:00 AM interval described under
“Interval Configuration Data” on page 135.

Day Contract Wizard

Volume Period
Specify the values for this Valume Period.

Stat: [0g00 = End: [os00 =

Forecasted interaction wolume during interval: I'I 000

Base Rate: 725
(Cost per interaction for this Yaolume Period) I

Penalty for Ower Forecast: (Cost per interaction I.I I
if actual exceeds penaltyfree volume window) o

Penalty for Under Forecast: {Cost per interaction 00
if actual falls short of penalttyfree volume window) I

< Back i (= | Finish I Cancel

Figure 86: Volume Period Example
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Day Contract Wizard x|

Specify the Yolume Periods for this Day Contract.

Volume Periods

Note: This screen corresponds to the General tab in the New volume
period Properties dialog box shown in Figure 25 on page 64.

6. Complete the fields on the Volume Period screen as described in Table 12
on page 64.
+ After you enter value in the Base Rate field, the wizard automatically

calculates the value for the next field, Penalty for OverForecast, and
disables the field.

The wizard calculates the penalty amount based on the percent you
previously entered in the Over Forecast Penalty field shown in
Figure 84 on page 134.

+ The wizard also automatically calculates the Penalty for Under
Forecast field and disables it if you entered a percent in the Under
Forecast Penalty field shown in Figure 84 on page 134.

7. Click Finish as shown in Figure 86. The volume periods screen shows the
time interval just defined (see Figure 87).

To create a new Yolume Period, click Insert.

Start | End | Forecasted Yolu... | Baze Hate | Penalty For Ov
E‘ﬁ 08:00 05:00 1000 725 145
f%'.BI}E-:DI} 17:00 1] 0o 0o

| H

Insert .. I Llear... | Eruperties...l

< Back Fiish | Cancel |

Figure 87: One Volume Period Defined

8. Click Insert. The volume period screen re-appears. Figure 88 shows that
the Start value defaults to the End value of the previously entered interval
(in this case, 9:00 AM as shown in Figure 86 on page 136).
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Day Contract Wizard

Volume Period
Specify the values for this Velume Perod.

Start: [[E00 = End: [10:00 =

Forecasted interaction wolume during interval: ID

Baze Rate: 00
{Cost per interaction for this Yolume Period) I

Penalty for Cwer Forecast: (Cost per interaction —
if actual exceeds penalty-free volume window) I"“‘

Penalty for Under Forecast: (Cost per interaction 00
if actual falls short of penaltyfree volume window) I

Figure 88: Volume Period, Defining Next

9. Continue defining all volume periods for the Day Contract by repeating
Steps 5 and 6. When through, the volume periods screen lists all defined
volume periods (see Figure 89).

Day Contract Wizard

Volume Periods
Specify the Volume Periods for this Day Contract.

To create a new Volume Period, click Insert.

Start | End | Forecasted Volu. .. | Base Rate | Fenalty For Ow
ﬂa 08:00 09:00 1000 7.25 1.45
ﬂa 05:00 12:00 200 10.00 200
E‘ﬁ 1200 14:00 1200 700 1.40
'E'.BM:DD 16:00 200 10,00 200
ﬂa 16:00 17:.00 1000 725 145
1] | i

| Insert. .. I Clear... | Eruperties...l

< Back Fish | Cancel |

Figure 89: Five Volume Periods Defined

138 Universal Routing 7.6 @



Chapter 6: Using the Wizard

Day Contract Wizard

Note: In this example, a total of nine intervals were entered using the

information in “Interval Configuration Data” on page 135. The
volume periods screen summarizes the nine intervals into the five
different periods of call volume as described in “Forecasted
Volume” on page 135. Row 1 is comprised of one interval, row 2
(9:00 AM to 12:00 PM) is comprised of three intervals; row 3
(12:00 to 2:00 PM) is comprised of two intervals, row 4 (2:00 to
4:00 PM is comprised of two intervals, and row 5 is comprised of
one interval.

Figure 90 shows how the preceding Day Contract configured in the wizard
appears in Configuration Manager.

® DayContractXYZ [172.21.9.247:3010] Prope X

General Advanced Iﬂnnexl Secuﬁtyl Dependencyl

Business Day Start: | E:00 AM = End: I 5:00 PM =i
Time Interval: IEI} 3:
Flat Rate: [ | — . 000
Forecast allowance Im 5
without penalty: =

Underfnrecastec! m T 20 r
penalty:
—Volume Period

Yolume ... | Forecas... | Baze H... | Penalty ... | Peralty F... |*
% 1 1000 725 145 0.00

% 2 200 10,00 200 0.00

% 3 200 10,00 200 0.00 —
% 4 200 10.00 200 0.00

2 5 1200 7.00 1.40 0.00

Tl‘_'u (g s = 1 A N ll

add | Edt | Delete |

El oK | Cancel |  moby | Hep |

Figure 90: Day Contract in Configuration Manager

Note: Whereas the Volume Periods screen shown in Figure 89 on

page 138 summarizes the nine intervals into five periods of call
volume, the Advanced tab in the Day Contract Properties dialog
box in Configuration Manager contains a row for each interval.

Cost-Based Routing—Configuration Guide 139



Chapter 6: Using the Wizard Day Contract Wizard

10. When through defining all volume periods, do one of the following:

+ To create the Day Contract in the Configuration Database but without
yet assigning it to a Volume Contract, click Finish. The wizard returns
you to the Browse for Statistical Day (Day Contract) dialog box
(see Figure 80 on page 132).

+ To create the Day Contract and assign it to a Volume Contract at this
time, click Next (see Figure 89 on page 138). The Completing the Day
Contract Wizard screen appears (see Figure 91).

Day Contract Wizard x|

Completing the Day Contract

g Wizard

Y'ou have successfully completed the Day Contract Wizard.

GENESYS To cloze this wizard, click Finigh.

AN ALCATEL COMPAMNY

¢ Back Hext =

Cancel |

Figure 91: Completing the Day Contract Wizard

11. Click Finish. The Browse for Statistical Day (Day Contract) dialog
box appears (see Figure 92).

& Browse for Statistical Day (Day Contract) El

Browse for an exdsting Day Contract or click Mew tool to create a new Day Contract.
Loak in: I tatistical Days j Jd-2 - <
MName | Type
% DayContract¥YZ Day Contract

% Holiday Day Contract
I%ﬁtn&:st[ﬁla‘_.r Day Contract

Figure 92: Browse for Statistical Day (Day Contract)

End of procedure
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Procedure:
Assigning Day Contracts to an IT Contract

Start of procedure

1. IntheBrowse for Statistical Day (Day Contract) dialog box, hold down
the Ctrl key to group-select the Day Contracts to be associated with this

Volume Contract. The 0K button becomes enabled (see Figure 93).

& Browse for Statistical Day (Day Contract) x|

Browse for an exdsting Day Contract or click Mew tool to create a new Day Contract.

Lookin: |2 statistical Days =l Q-2 E-d

Day Contra

4| I _"I
Object Name: |DayContractXYZ. Holiday oK
Ohjects of Type: IStatistiu:aI Day j Cancel

Figure 93: Day Contracts Selected for Volume Contract

2. Click oK. The Day Contracts screen shows the Day Contracts added to this

Volume Contract (see Figure 94).

Interaction Type Contract Wizard

x|
Day Contracts l__l
Specify a Day Contract for this Yolume-Based Interaction Type Contract. q

To add Day Contracts to this table, click Add.

Mame
& DayContractXYZ

& Holiday

Figure 94: Day Contracts Added to Volume Contract
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3. Click Next (button not shown above). The Completing the Interaction
Type Contract screen appears (see Figure 95).

Interaction Type Contract Wizard il

Completing the Interaction Type
Contract Wizard

Y'ou have successfully completed the Interaction Type
Contract “Wizard,

GENESYS Ta cloze this wizard, click Finish,

AN ALCATEL COMPAMY

< Back | Hext |

Cancel |

Figure 95: Completing the Interaction Type Contract

4. Click Finish (button not shown). The Browse for Statistical Table
dialog box opens showing the existing IT Contracts (see Figure 96).

& Browse for Statistical Table (¥olume Contract Table, ¥ariable Rate Contrac il

Browsze for an exizting Interaction Tepe [IT] Contract or click Mew tool ko create a new |T Contract.
Lock in: II:I Statistical Tables j J - I - - d

M ame | T enant | Type |
% ITContractdrs TechPubs/5  “anable Rate Contract Table
%WariableHate TechPubs?S  Wariable Rate Contract Table
%ZZZITEDntract TechPubs?s  Wolume Contract T able

Figure 96: Existing Variable Rate and Volume Contracts

End of procedure
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Procedure:
Assigning an IT Contract to an Interaction Type

Start of procedure

1. In the Browse for Statistical Table dialog box, select the IT Contract to be
assigned to an Interaction Type, and then click 0K (see Figure 97).

& Browse for Statistical Table {¥olume Contract Table, ¥ariable Rate x|

Browze for an exizting Interaction Type [IT] Contract ar click Mew tool to create a new IT Contract.
Look jn: I_I Statiztical Tables j ._1 - (B F (] - (_1

M ame | Tenant | Tyupe
E‘; ITContrack<rs TechPubs?5  “anable Rate Contract Table
E‘;Wariableﬁate TechPubs?Ss  Wariable Rate Contract Table

<| T Contract TechPubz?s  “aolume Contract T able

Figure 97: IT Contract Selected

The Interaction Type Contract appears in the IT Contract field of the
Interaction Type Record dialog box (see Figure 98).

Cost Contract Wizard

Interaction Type Record
For the Interaction Type - a combination of Media Type, Service Type and
Cuztomer Segment, azzign a Wolume-bazed or 2% ariable A ate Contract,

Media Tepe: IEi voice j il
Service Type: IEi Sales j
LCustomer Segment; IIZi [ald j

IT Contract; IE‘P; Z7Z| T Contract j

Cancel |

< Back it (=2

Figure 98: Interaction Type Record After Assigning IT Contract
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2. Click Finish. The Interaction Type Records dialog box lists the Interaction
Type record (see Figure 99).

Cost Contract Wizard

Interaction Type Records

Cost Contract can comprize multiple subcontracts, represented by Interaction Tepe
records. Specify Interaction Type recards for this Cozt Contract.

To create a new record, click Add.

Media Type | Service Type | Customer Segmert | IT Contract
ﬁ WOICE default default ZEA W olumel

4| | B

Add... Hemowve... | Eruperties...l

Firizh | Cancel |

Figure 99: Cost Contract With One Interaction Type Record

Note: The process of creating Interaction Type records started in the Cost
Contract creation phase as shown in Figure 67 on page 123.

3. Do one of the following:
* Click Add to define another Interaction Type record for this Cost
Contract (see Figure 99 on page 144). Then continue with Step 10 on
page 124.
» Ifthrough defining Interaction Type records for this Cost Contract,
click Next The Cost Contract Summary screen appears (see
Figure 100).
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Cost Contract Wizard

Cost Contract Summary
Y'ou are about to create the Cost Contract.

T o modify the Cozst Contract properties, click Back.

To create the Cost Contract and proceed to azsigning it bo existing objects, click Mext.

Cost Contract Mame:  [#vECostCantract

¢ Back Finizh Cancel

Figure 100: Cost Contract Summary

4. Do one of the following:
*  To modify the Cost Contract, click Back.

* To return to the Framework Objects screen (see Figure 63 on page 120)
and create other objects, click Finish.

* To create the Cost Contract and assign it to an existing object (see “Site
and Cost Contract Associations” on page 31), click Next and continue
with the section below.

End of procedure

Procedure:
Assigning a Cost Contract to Another Object

If you click Next in the Cost Contract Summary screen shown in Figure 100,
the Assigned Objects screen appears (see Figure 101).
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Cost Contract Wizard

Aszsigned Objects

To azsign thiz Cost Contract to ather objects, first choose the Object Type.
Then zelect one or more objects and click Azsign.

Object Type:

| zert ame | Ciozt Contract | Tenant | Lazt Mame | First b &

8 5002 TechPubs75 5002 a002

8 m001 TechPubz75 5001 5001

8 4002 TechPubs75 4002 4002

8 4001 TechPubsz 75 4001 a0 —
8 BO03 TechPubs75 G003 G003

8 BOO7 TechPubz75 BOO7 BOO7

SI BO0G TechF‘ubs?? BO0G E:DTILI
4 »

Azzian | I rassign | Broperties... |

< Back I Hest » I Finizh | Cancel |

Figure 101: Assigned Objects

Start of procedure

1. Click the downward-pointing arrow to the right of Object Type. This
brings up a list of objects of the type selected. Figure 101 shows a list of
Person (Agent) objects, but the object could be one of the types described
in “Site and Cost Contract Associations” on page 31.

2. Select one or more objects and click Assign.

3. When done, click Finish. The wizard returns you to the Framework
Objects screen shown in Figure 63 on page 120.

End of procedure
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Appendix

Cost-Based Routing
Reporting

Note: This release of cost-based routing (CBR) does not supply any
preconfigured cost-based routing reports. Instead you can configure
Genesys Interaction Concentrator (ICON) and Genesys Info Mart to
capture sufficient data from Universal Routing to enable the building
of CBR reports as a Genesys Professional Services engagement.

Universal Routing Server (URS) automatically attaches cost-based routing
information to interactions that can be used for reporting when both the
following are true:

* The URS option report_targets is set to true (as described in the
Universal Routing 7.6 Reference Manual).

*  You are implementing Infrastructure cost (see page 35) and/or Resource
cost (see page 43).

The attached cost-based routing data (see page 150) is propagated into

interaction-related event messages from the following sources:

T-Server (for voice interactions). For information on T-Server event
messages, see the Genesys 7 Events and Models Reference Manual.

Interaction Server (for non-voice interactions).

In addition, URS uses AttributeReason of routing requests to automatically
provide additional information for reporting purposes. For more information,
see the report_reasons option description in the Universal Routing 7.6
Reference Manual.

The information in this Appendix is divided among the following topics:

«  Summary of Reporting Data Flow, page 149

« Interaction Attached Data, page 150

- Attached Data For a Variable Rate Contract—Flat Rate, page 153
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Configuring ICON For CBR, page 156
Configuring Genesys Info Mart for CBR, page 160
Reports That Can Be Configured, page 175

CBR Reporting Limitations, page 189

Example Report Formats, page 189

Summary of Reporting Data Flow

When URS attaches CBR reporting information to interactions, the data flow
for generating CBR reports is as follows:

When it is configured to do so, ICON processes these events and stores
interaction-specific details in its databases. For more information, see
“Configuring ICON For CBR” on page 156.

When it is configured to do so, Genesys Info Mart batch processes use
ICON databases as inputs for loading into a Genesys Info Mart database.
For more information, see “Interaction Attached Data” on page 150.

The reporting tool of your choice (for example, Hyperion) extracts data
from Genesys Info Mart and Genesys Configuration Databases and enables
you to build custom reports as a Genesys Professional Services
engagement.

Figure 102 depicts this data flow graphically.

R oute
P aint ICOMN
Fia]
Interaction Segment
el CFG
Cost
Lookup
Reports

Figure 102: CBR Reporting Data Flow
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Interaction Attached Data

Interaction Attached Data

When URS option report_targets is set to true, URS attaches CBR-related
data to interactions before routing them. For information on this option, see the
Universal Routing 7.6 Reference Manual.

Attached Data for Volume-Based Contract

Table 19 shows the attached data for a routing destination that uses a Volume
Contract (see page 56):

Table 19: Volume-Based IT Contract, Attached Data

Type

Key Name

Explanation

string

CBR-contract DBIDs

String in following format:

CfgObjectiveTableDBID-CfgStatTable DBID-
CfgStatDayDBID-volume period

Where:

* CfgObjectiveTableDBID = Cost Contract database identifier
» CfgStatTableDBID = IT Contract database identifier

» CfgStatDayDBID = Day Contract database identifier

string

CBR-actual volume

Actual volume (number of routed interactions within the current
volume interval)

string

CBR-IT-path DBIDs

String in following format:
OrigSiteDBID-DestSiteDBID
Where:

* OrigSiteDBID = Database identifier for the originating Site
where interaction is being routed from.

» DesSiteDBID = Database identifier for the destination Site to
which the interaction is being routed.

150
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Interaction Attached Data

Sample RequestUpdateUserData Message

The following is a section of an example RequestUpdateUserData message for
a Volume Contract. The cost-based routing data is prefixed with CBR.

request to 65200(--) message RequestUpdatelUserData
AttributeReferencelD 32

AttributeUserData

[556] 00 14 00 00..

‘Rv@ID' '

'RTargetTypeSelected' 2"
'RTargetRuleSelected' H
'RTargetObjectSelected’ 'Group1'
'RTargetObjSelDBID' H
'RTargetAgentSelected’  'UN_105_vit_sw2'
‘RTargetPlaceSelected’ 'Place_105_vit_sw2'

'RTenant’ 'Vit'
'RStrategyName' ‘7'
'RStrateqyDBID' '3229'
'CBR-actual_volume' 20" '
'CBR-Interaction_cost' '14'
'CBR-contract_DBIDs' '1031-114-121-3"
'CBR-IT-path_DBIDs' "1122-1123"

'RRequestedSkilLLCombination' t
'RRequestedSkills' (List)

'RTargetRequested’ ‘Group1'
'RTargetRequested’ 'Group2'
‘CustomerSegment’ ‘default’
‘ServiceType' ‘default’

‘ServiceObjective'

AttributeConnID 006b01695d4b300f
AttributeThisDN '2203'

Note: The red text in this example indicates the database identifier (DBID) of

the IT Contract.

In this example:

* URS routed a call to the target associated with a Cost Contract that has a
DBID of 1031, an IT Contract that has a DBID of 114, and a Day Contract

that has a DBID of 121.

* The call was routed within the third interval of mentioned Day Contract.
This was the twentieth call that URS routed within this interval.

* The Resource cost of the interaction according to URS (although reporting
does not need this for Volume Contracts) was 14.

¢ The call was routed from a Site with a DBID of 1122 to a Site with a DBID

of 1123.

Cost-Based Routing—Configuration Guide
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Attached Data for Variable Rate Contract—Agent Hourly

Table 20 shows the attached data for a routing destination that uses an agent
hourly IT Contract (see Figure 20 on page 54):

Table 20: Variable Rate Contract—Agent Hourly Attached Data

Type Key Name Explanation

string CBR-contract DBIDs String in the following format:
CfgObjectiveTableDBID-CfgStatTableDBID
Where:

» CfgObjectiveTableDBID = Cost Contract database
identifier

» CfgStatTableDBID = IT Contract database identifier

string CBR-Interaction_cost Agent hourly interaction cost as entered on the Advanced tab
of the IT Contract shown in Figure 20 on page 54.

string CBR-IT-path_ DBIDs String in following format:
OrigSiteDBID-DestSiteDBID
Where:

* OrigSiteDBID = Database identifier for the originating Site
from which the interaction is being routed.

¢ DesSiteDBID = Database identifier for the destination Site
to which the interaction is being route.

Sample RequestUpdateUserData Message

The following is an example of attached data for a Variable Rate Contract.
request to 65200(--) message RequestUpdatelUserData
AttributeReferencelD 32
AttributeUserData [556] 00 14 00 00..
‘RvQID' "'
'RTargetTypeSelected' 2"
'RTargetRuleSelected' H
'RTargetObjectSelected’ 'Group1'
'RTargetObjSelDBID' H
'‘RTargetAgentSelected’  'UN_105_vit_sw2'
'‘RTargetPlaceSelected’ 'Place_105_vit_sw2'
‘RTenant’ 'Vit'
'RStrategyName' ‘7'
'RStrategyDBID' '3229'
'CBR-actual_volume'
'CBR-Interaction_cost' '20'
'CBR-contract_DBIDs'  '1024-115"
'CBR-IT-path_DBIDs' "1122-1123"
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'RRequestedSkiLLCombination' .
'RRequestedSkills' (List)

'RTargetRequested’ '‘Group1'
'RTargetRequested’ '‘Group2'
'CustomerSegment'’ ‘default’
'‘ServiceType' ‘default’

'‘ServiceObjective'
AttributeConnID 006b01695d4b300f
AttributeThisDN '2203'

In this example:

* A call was routed to a target associated with Variable Rate Contract with a
DBID of 1024, and an IT Contract that has a DBID of 115.

* According to URS, the Resource cost of the interaction is 20.

¢ The call was routed from a Site with a DBID of 1122 to a Site with a DBID
of 1123.

Note: If you plan to implement CBR that uses agent hourly rates, Genesys
recommends that you assign Cost Contracts (pointing to IT Contacts
that use Agent Hourly (see Figure 20 on page 54) to all agents that are
potential routing targets.

Making sure that each agent has an associated agent hourly IT Contract
prevents the scenario in which URS evaluates a potential routing
target, does not find a Cost Contract specifying an agent hourly rate,
and therefore uses a default Cost Contract as defined in Table 13 on
page 68.

Attached Data For a Variable Rate
Contract—FIlat Rate

Table 21 shows the attached data for a routing destination that uses a Flat Rate
per interaction IT Contract:
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Table 21: Variable Rate Contract—Flat Rate Attached Data

Type Key Name Explanation

string CBR-contract DBIDs String in the following format:
CfgObjectiveTableDBID-CfgStatTableDBID
Where:

» CfgObjectiveTableDBID = Cost Contract database
identifier

» CfgStatTableDBID = IT Contract database identifier

string CBR-Interaction_cost Flat rate per interaction cost according to the contract, as
entered on the Advanced tab of the IT Contract object (see
Figure 20 on page 54).

string CBR-IT-path_DBIDs String in following format:
OrigSiteDBID-DestSiteDBID
Where:

OrigSiteDBID = Database identifier for the originating Site
from which the interaction is being routed.

DesSiteDBID = Database identifier for the destination Site
from which the interaction is being routed.

Note: The attached data for flat and hourly rates is identical.

Configuration Database Lookup

To get information about the Contract type, as well as any other details about
the Contract that was used, you must perform a Configuration Database
lookup—for example, a lookup is required for:

e Penalty information for Volume Contracts (see Figure 103).
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Field Name | DataType | Description |
M Text Compasite key incudng Cost Contract dind, [T Contract dbid, Stat Day
dbid, Volume period ID (number) |
CC name Text Cost Contract name sourced from Cost Confract Chiective table
[ cc_dd Text dbid of Coet Contract Objective table
| ITC name Text IT Contract name sourced from IT Contract Stat Table
T _dsd Text dbid of IT Contract Stat Table
|50 name Text Stat Day name
" |so_dtid Text Stat Day dbid
B Inn_Type Text Interaction type: Costomer Segment, Service Type, Media Type
- conbination sourced from Cost Contract record associated with IT Contract
Ve_ID Mumibsar Volume period 10, index
[ VP _Duration Mumiber Duration of volums perion in min, property of stat day
T Number Violume Forecast, property of Volume Period
T e= Tumiber Bage cost per interacton, property of Volume Period
B ) Muarrer Penalty per inteaction for averforecast, property of Uokee Perod
T lru Number Penalty per inteaction for underforecast, property of Yolume Period
T |Fawr Murmber Forecast allowance without penalties %, property of Stat Day

Figure 103: Cost Contract Lookup

e The name of the IT Contract (the DBID of the IT Contract is attached; see
the red text and Note on page 151).

Reporting on Infrastructure Cost

A lookup is required to get the Infrastructure part of the interaction cost (URS
does not attach the Infrastructure cost, but instead uses Site DBIDs (see
Figure 104).

B ITC_ Lookup : Table

L BX

Field hame Data Type Desaription
W |525_dbeds Text compaund key induding from/to dbid
From_dbid Text dbid of Site folder from which nteraction is distributed
To_dbid Text dbid of Site folder to which interaction is distributed
From_Name Text Mame of Site folder from which interaction is distributed
To_MName Text Mame of Site folder to which interaction is distributed
ITCost Mumbser Infastructure transfer cost

Figure 104: Infrastructure (Transfer) Cost Lookup
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Note: For more information on creating Info Mart tables to contain
Configuration Database information, see page 160.

Attached Data Comparison by Contract Type

Volume-based cost reporting can get Cost Contract information from the
Configuration Layer (from Cfg0ObjectiveTableDBID-CfgStatTableDBID-
CfgStatDayDBID-volume period). Then, knowing CBR-actual_volume, the cost
of an interaction can be derived.

In contrast, cost reporting for a Variable Rate Contract using agent hourly cost,
depends on the Average Handling Time statistic. For reporting purposes,
knowing Cfg0bjectiveTableDBID-CfgStatTableDBID is not enough. URS must
explicitly attach cost to an interaction.

Note: For a Variable Rate Contract using a flat rate, the reporting process can
calculate the interaction cost from CfgObjectiveTableDBID-
CfgStatTableDBID. It is not necessary to attach cost to the interaction.
URS does this only to simplify the reporting process.

Configuring ICON For CBR

About ICON

156

When it is configured to do so, ICON processes interaction-related event
messages from T-Server (for voice interactions) and stores interaction-specific
details in its databases.

Interaction Concentrator is a Genesys product that collects and stores detailed
data from various sources in a contact center that use the Genesys software.
Downstream reporting systems can access ICON data in near real time.

Operating on top of Genesys Framework, ICON consists of the Interaction
Concentrator server application and a database called Interaction Database
(IDB). The server receives data from the data sources such as Configuration
Server, T-Server, or particular Genesys solutions; it then stores this data into
IDB through Genesys DB Server.

This section assumes you have installed Interaction Concentrator as described
in the Interaction Concentrator Deployment Guide.
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Note: In a contact center that has a large Genesys configuration environment,
and/or that processes high call volumes with large amounts of attached
data, you can improve Interaction Concentrator performance by
deploying multiple ICON instances, each of which collects data only of
a certain type. You may wish to dedicate an instance of ICON to store
T-Server data including the CBR attached data associated with calls.

Tables for Storing Attached Data

IDB stores in its tables all reporting data that ICON provides. The tables
related to attached data (also sometimes referred to as UserData) contain data
that T-Server attaches to a call, and that ICON selects from TEvents, based on
its configuration. IDB contains two types of tables for UserData collection:

* Flat tables are used when data corresponding to a particular key name is
stored into a particular field in a table.

* Generic, or historical, tables are used when each attached data value is
stored in a separate row with the corresponding context.

Table 22 lists the IDB tables that are used for storage of user data attached to
voice calls.

Table 22: Attached Data Storage Tables for Voice

Table Name Type Description

G_CALL USERDATA call Designed for predefined UserData collected during
the entire duration of a call.

G _CALL USERDATA CUST call Designed for custom UserData collected during the
entire duration of a call.

G _CALL USERDATA CUSTI1 | call Designed for custom UserData collected during the
entire duration of a call.

G_CALL USERDATA CUST2 | call Designed for custom UserData collected during the
entire duration of a call.

G_USERDATA_ HISTORY historical Designed to keep historical changes of UserData.

G _SECURE USERDATA historical Designed to keep historical changes of UserData.

HISTORY Permissions for this table must be set at your

particular Site.

Figure 105 depicts the ICON schema for the attached data storage.
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Figure 105: Attached Data Related Tables
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Mapping Attached Data Key-Value Pairs to IDB Schema

Installing ICON puts an empty version of an attached data XML specification
file in the installation directory. The default file name is ccon_adata_spec.xnml
(although an ICON configuration option enables you to use a different file
name).

The attached data XML specification file maps the key-value pairs (KVPs)
(see Tables 19—21 starting on page 150) from event attributes to tables in the
IDB schema. Below is an example adata_spec.xml file for voice calls, where
the call-cust section (in bold type) has been edited for cost-based routing.

Example XML Specification File

{?xml version="1.0" encoding="utf-8" ?>
{adata_spec>

{public>
<key name = "u_key1" source="userdata" history ="all"/>
{/public)
{secure)
<key name = "u_key2" source="userdata" history ="all"/>
{/secure)
{call>
<key name = "customer-segment" source="userdata" history ="first" field="customer-segment"/>
<key name = "svc_class_cd" source="userdata" history ="first" field="service-type"/>
<key name = "CCTP_CALLTYPE" source="userdata" history ="first" field="service-subtype"/>
<key name = "cid" source="userdata" history ="first" field="customer-id"/>
<key name = "transact_tn_final" source="userdata" history ="first" field="transaction-id"/>
{/call>

{call-cust)
{call-cust>
<key name = "CBR-actual_volume" source="userdata" history ="first" field="cust-data-1"/>
<key name = "CBR-Interaction_cost" source="userdata" history ="first" field="cust-data-2"/>
<key name = "CBR-contract_DBIDs" source="userdata" history ="first" field="cust-data-3"/>
<key name = "RRequestedSkillCombination" source="userdata" history ="first" field="cust-data-4"/>
<key name = "RRequestedSkills" source="userdata" history ="last" field="cust-data-5"/>

<key name = "CustomerSegment" source="userdata" history ="first" field="cust-data-6"/>
<key name = "ServiceType" source="userdata" history ="first" field="cust-data-7"/>
<key name = "ServiceObjective" source="userdata" history ="first" field="cust-data-8"/>

{/call-cust)
{call-cust1>
<key name = "customer-segment" source="userdata" history ="first" field="cust-data-1"/>
<key name = "PegTD" source="userdata" history ="last" field="cust-data-2"/>
{/call-cust1)
{call-cust2>
<key name = "customer-segment" source="userdata" history ="first" field="customer-segment"/>
<key name = "vrapp_ctl_lang" source="userdata" history ="last" field="cust-data-3"/>
{/call-cust2>
{/adata_spec>
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Note: In the case of the call-cust section shown above, the data will be
written to the 6_CALL_USERDATA_CUST table. For information on the
call-cust section and other attributes in the attached data XML
specification file, see the Interaction Concentrator Deployment Guide.

To configure the CBR key-value pairs described in “Interaction Attached
Data” on page 150:

1. In Configuration Manager, open the ICON Application object. Update the
value of adata-userdata-history option, changing it from none to first.

2. Review the appendix “Attached Data” in the Interaction Concentrator
Deployment Guide. This appendix describes how to make user data that is
attached to interactions available in IDB. It also includes an XML schema
definition for processing KVPs from the attached data that T-Server
provides with TEvents.

3. [Edit the attached data XML specification file according to instructions in
the chapter on attached data processing in the /nteraction Concentrator
Deployment Guide.

Configuring Genesys Info Mart for CBR

Genesys Info Mart produces a “data mart” containing several star schemas you
can use for contact center historical reporting. Genesys Info Mart includes a
software platform and a set of predefined extraction, transformation, and
loading (ETL) jobs. The reporting tool configures these jobs to extract and
transform data from Genesys relational databases, such as a relational database
containing cost-based routing historical data. The transformed data is then
loaded into Dimension and Fact database tables in Genesys Info Mart.

Genesys Info Mart ships with a utility for configuring jobs, the Genesys Info
Mart Administration Console, which is activated by Genesys Configuration
Manager. The reporting tool can extract, transform, and load CBR data from
Genesys database applications.
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Fact and Dimension Tables

There are two types of tables that make up the Genesys Info Mart star schemas
mentioned above.

1. Fact tables are the large tables in the middle of a star schema. They
represent business measures, such as how long customers waited in a
queue, how long and how often agents put customers on hold, or how long
agents talked to customers.

2. A set of slowly-changing Dimension tables surround the fact tables.
Dimension tables describe the attributes of the associated fact table. For
example, dimensions related to interactions might include the date and
time each interaction started, the required skills for various service types
requested by customers, and the value of various customers to the business.

Figure 106 on page 163 depicts an example Interaction_Segment_Fact table
for cost-based routing reporting, along with its related Dimension tables that
could be created after running the ETL batch jobs.

You can see that the Interaction_Segment_Fact table is related to many
Dimension tables. There are many data fields in each Fact and Dimension
table; however, for the sake of illustration Figure 105 on page 158 does not
show all of the fields in the Fact and Dimension tables. To view the specific
fields that make up the Facts and Dimensions tables, see the figures that follow
Figure 106 on page 163.

You can query the data in these tables by using predefined SQL queries. These
queries enable you to display detailed data, reveal patterns, and predict trends.

Genesys Info Mart Database Schema

The Genesys Info Mart database schema contains the dimensions, facts and
aggregates the ETL job load. Specifically, this database schema contains:

* Dimension tables.

* Intraday Fact tables.

* Historical Fact tables.

* Intraday Aggregate tables (hour level).

* Historical Aggregate tables (hour, day, and month levels).

* Historical Aggregate views (week, quarter, and year levels).

All the Fact and Aggregates tables share the Dimension tables. The ETL jobs
load the Dimension tables and Intraday Fact tables frequently during the day to
enable reporting on recent contact center activity. Once a day, generally
overnight, the ETL jobs move the data from the Intraday Fact tables to the
historical Fact tables. The historical Fact tables enable reporting on historical
contact center activity.
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Other Info Mart Schemas

Info Mart also contains the following schemas:

* Genesys Info Mart Views Database Schema. Contains read-only views on
the Dimensions, Facts and Aggregate tables in the Genesys Info Mart
database schema.

* Genesys Info Mart Tenant Views Database Schema. Supplies a separate
database schema for each Tenant (including the Environment Tenant), to
give each Tenant access to only its own data.

For information on these schemas, consult the Genesys Info Mart Reference
Manual for your database type; for example, the Genesys Info Mart MS SOL
Reference Manual.

Database Schema for Cost-Based Routing
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Figure 106 shows the CBR reporting database schema from a very high-level
perspective (it does not exactly correspond to the SQL statements starting on
page 168.
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Configuring Genesys Info Mart for CBR

Figure 106 on page 163 shows all fields in the first three Dimension tables.
This section shows the fields in the remaining tables.

Interaction Segment Table

Note the Interaction_Segment_Fact table in Figure 106 on page 163. This
table is comprised of the fields shown in Figure 107.

#*

GMT_EMTERPRISE_DATE_KEY
GMT_TEMANT_DATE_KEY
GMT_TIME_OF_DaY_KEY
STD_EMTERPRISE_DATE_KEY
STD_TEMANT _DATE_KEY
STD_EMTERPRISE_TIME_OF_DAY _KEY
STD_TEMANT_TIME_OF_DaY_KEY
LOCAL_EMTERFRISE_DATE_KEY
LOCAL_TEMAMT_DATE_KEY
LoCAL_TIME_CF_DaY_KEY
TEMANT_KEY
INTERACTION_TYPE_KEY
MEDLA_TYPE_KEY
TECHMICAL_DESCRIPTOR_KEY
MEDLA_RESOURCE_KEY
RESOURCE_KEY

PLACE_KEY

STRATEGY_KEY
ROUTING_TARGET _KEY
REQUESTED_SKILL_KEY
INTERACTION _DESCRIPTOR_KEY
CUSTOMER_KEY

CURREMCY_KEY
USER_DATA_KEY

CREATE ALDIT KEY

Figure 107:

LIPDATE ALIDIT KEY

INTERACTION_ID
ROOT_INTERACTION_ID
SEG_FACT_EXT_KEY
GMT_START_TIME
GMT_EMD_TIME
STD_EMTERPRISE_START_TIME
STD_EMTERPRISE_EMD_TIME

STD_TEMANT_START_TIME

STD_TEMANT _END_TIME
LoZAL_START_TIME
LoCAL_END_TIME

QRDIMAL

LAST_SEGMEMT
INTERACTION_SEGMEMNT _COUNT
TOTAL_DURATICN
QUELE_COUNT
QUELE_DURATION

ALERT _COUNT
ALERT_DURATION

HAMDLE _COUMT

HAMDLE _DURATION

WRAP _COUNT

WRAP _DURATION

CUSTOMER _HANDLE _COUNT
CUSTOMER _HAMNDLE_DURATION

ACUSTOMER. WAIT COUNT

MER S/ATT AT
REQUESTED SKILL_COUNT
MATCHED SKILL COUMT
REVEMUE_STD_CLIRRENCY
COST_STD_CURREMCY
REVEMUE_LOCAL_CURREMCY
COST_LOCAL CURRERMCY

CASE_ID

USER_DaTA 1

LUSER_DaTa 7

USER_DaTa 3

USER_DATA 4

USER_DATA S

USER_DATA G

USER_DATA 7

USER_DATA &

USER_DATA o9

USER_DaTA_10

USER_DATA 11

USER_DaTA 12

USER_DATA_13

USER_DATA_14

USER_DATA_15

ACTIVE_FLAG

GMT_ROW CREATED TIME
GMT_ROW |UPDATED_TIME -
PURGE FLAG L

a4

Interaction_Segment_Fact Table

Time_Of_Day Table

Note the Time_0f_Day table in Figure 106 on page 163. This table is comprised
of the fields shown in Figure 108:

164
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URDATE_ALDIT_KEY
TIME_IMTERYAL_15_MINUTE
TIME_IMTERYAL_30_MINUTE
TIME_INTERYAL_60_MINUTE
TIME_INTERYAL_15_MINUTE_MUM
TIME_IMTERYAL_30_MINUTE_MUM
TIME_INTERYAL_60_MINUTE_MUM
AMPM_INDICATOR
GMT_ROW_CREATED_TIME
GMT_ROW_UPDATED_TIME
PURGE_FLAG

Figure 108: Time_Of Day Table

Resource_Table

Note the Resource table in Figure 106 on page 163. This table is comprised of
the fields shown in Figure 109:

#*

TEMAMNT_KEY
CREATE_ALDIT_KEY
URDATE_ALDIT_KEY
SWITCH_MAME

IVR_MAME
RESOURCE_TYPE
RESOURCE_TYPE_CODE
RESOURCE_SUBTYPE
RESOURCE_MAME
EMPLOYEE_ID
EXTERMAL_RESOURCE_ID
RESOURCE_CFG_DEID
RESOURCE_CFG_TYPE_ID
GMT_START_TIME
GMT_EMD_TIME
GMT_ROW_CREATED_TIME
GMT_ROW_UPDATED_TIME
PURGE_FLAG

Figure 109: Resource Table

Routing_Target Table

Note the Routing_Target table in Figure 102 on page 149. This table is
comprised of the fields shown in Figure 110:
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TEMAMT_KEY
CREATE_ALUDIT_KEY
URDATE_ALDIT_KEY
ROUTING_TARGET_TYPE
ROUTING_TARGET_TYPE_CODE
AGEMT_GROUP_MAME
PLACE_GROUP_MAME
SKILL_EXPRESSION

GMT_ROW _CREATED TIME
GMT_ROW _UPDATED_TIME
PURGE_FLAG

+*
ROUTING TARGET KEY

Figure 110: Routing Target Table

Enterprise_Date Table

Note the Enterprise _Date table in Figure 102 on page 149. This table is
comprised of the fields shown in Figure 111:

'ENTERPRISE DATE KEY

CREATE_AUDIT_KEY
URDATE_ALDIT_KEY
CAL_DATE
CAL_DATE_STRING
CAL_DAY_MUM_IN_WEEK
CAL_DAY_MAME
CAL_DAY_MUM_IN_MONTH
CAL_DAY_MUM_IN_YEAR.
CAL_LAST_DAY_IN_WEEK
CAL_LAST_DAY_IN_MONTH
CAL_WEEK_NUM_IN_YEAR
CAL_YEAR_WEEK_MUM
CAL_WEEK_START DATE
CAL_WEEK_END_DATE
CAL_MONTH_MUM_IN_YEAR.
CAL_YEAR_MONTH_DAY_NUM
CAL_MONTH_MAME
CAL_YEAR_MONTH
CAL_YEAR_MOMNTH_MUM
CAL_QUARTER_NUM_IN_YEAR
CAL_YEAR_CQUARTER
CAL_HALF_MUM_IN_YEAR
CAL_YEAR_HALF_YEAR

CAL_YEAR_HALF_YEAR.
CAL_YEAR_MUM
FISCAL_DAY_MUM_IN_WEEK
FISCAL_DAY_MUM_IN_MONTH
FISCAL_DAY_MUM_IN_YEAR
FISCAL_LAST_DaY_IN_WEEK
FISCAL_LAST_DAY_IN_MONTH
FISCAL_WEEK_MUM_IN_YEAR
FISCAL_WEEK_START_DATE
FISCAL_WEEK_EMD_DATE
FISCAL_MOMTH_NUM_IN_YEAR

|FISCAL_MOMTH_MAME

FISCAL_YEAR_MONTH
FISCAL_QUARTER_MUM_IN_YEAR.
FISCAL_YEAR_QUARTER
FISCAL_HALF_MUM_IN_VEAR
FISCAL_YEAR_HALF_YEAR
FISCAL_YEAR_MUM
FISCAL_WEEK_MUM_IN_CUARTER
FISCAL_MOMTH_NUM_IN_ClLIARTER
SECOMDS_SINCE_EPOCH
GMT_ROMW _CREATED_TIME
GMT_ROW_UPDATED_TIME
PURGE_FLAG

Figure 111: Routing_Target Table

Genesys Info Mart uses IDB as a data source, and so it gets its attached data
from the IDB tables. You must modify ICON’s attached data specification file
for some additional mapping. This required modification is described in the

Genesys Info Mart Deployment Guide.
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Extensions to Info Mart Database Schema

In the initial release of CBR, the T-Server/URS/ICON/Info Mart chain just
described provides essential cost-based routing reporting information.
However, in some cases, you may wish to generate more specialized reports,
such as the those described in “Reports That Can Be Configured” on page 175.

In this case, you must add four tables to the Genesys Info Mart database
schema. These tables will contain Infrastructure, Volume Contract, and
Variable Rate Contract information from the Genesys Configuration Database.
This guide names the tables as follows:

* CBR_INFRASTRUCTURE
e CBR_VOLUME

e CBR_VARIABLE

e CBR_VOLUME_DATE

The last table in this list, CBR_Volume Date, marks calendar days with
applicable Volume Contracts. This is needed in order to cover border cases
where no calls were made within a particular volume period. In such cases, the
total cost of calls within the interval is 0 (zero) but, based on the Day Contract
object, the cost of the interval is not 0 (zero).

The sections that follow provide:

* The required database schemas for all four tables.

* The SQL CREATE TABLE commands to create the tables.
e The SQL INSERT commands to populate the tables.

e The SQL SELECT statements to extract the data needed for the reports
described in “Reports That Can Be Configured” on page 175.

Note: The database schemas shown in the following sections illustrate one

possible approach; they not represent schemas to be used in a
Production environment.

Required Database Schemas

Figure 112 shows the required database schema to contain Cost Contract and
other information looked up in the Configuration Database.
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CBR_VOLUME
CBR_INFRASTRUCTURE KEY varchar255) <ple
KEY varchar(255) <pk> CONTRACT_DBID int
SITE1_DBID int CONTRACT_NAME varchar(255)
SITE2_DBID int RATE_PLAN_DBID int
TENANT1_NAME varchar(255) RATE_PLAN_NAME varchar(255)
TENANT2_NAME varchar(255) CONTRACT_TYPE_CODE int
SITE1_NAME  varchar(255) CONTRACT_TYPE_NAME varchar(255)
SITE2_NAME  varchar(255) CONTRACT_COST int
cosT int TZ DBID int
CONTRACT_START int
CONTRACT_STOP int
MEDIA_TYPE varchar(255)
SERVICE_TYPE varchar(255)
CBR_VARIABLE CUSTOMER_SEGMENT  varchar(255)
KEY varchar255) <pko OBJECTIVE_GOAL int
CONTRACT_DBID —(—)int OBJECTIVE_DELTA int
CONTRACT_NAME varchar(255) STAT_DAY_NAME varchar(255)
RATE_PLAN_DBID int DAY_TYPE_CODE int
RATE_PLAN_NAME varchar(255) DAY_TYPE_NAME varchar(255)
CONTRACT_TYPE_CODE int Qi [y int
CONTRACT_TYPE_NAME varchar(255) DAY_DATE int
CONTRACT COST i FORECAST_VOLUME int
72 DBID - ALLOWANCE int
CONTRACT START . ALLOWANCE_UNDER int
CONTRACT_STOP int ALLOWANCE_OVER int
FLAT_RATE int BASE_RATE [t
e - PENALTY_OVER int
- PENALTY_UNDER int
STAT_DAY_DBID int
VOLUME_PERIOD int
CBR_VOLUME_DATE
KEY varchar(255) <pk>
ENTERPRISE_DATE_KEY numeric(10) <pk>

Figure 112: Required Database Schemas for Configuration DB Lookup

SQL Create Table Commands

The following are the SQL CREATE TABLE commands to create the tables.

CBR_INFRASTRUCTURE

create table CBR_INFRASTRUCTURE (

"KEY" varchar (255) not null,
SITE1_DBID int not null,
SITE2_DBID int not null,
TENANT 1_NAME varchar (255) not null,
TENANT2_NAME varchar (255) not null,
SITET_NAME varchar (255) not null,
SITE2 _NAME varchar (255) not null,
COST int not null,
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constraint PK_CBR_INFRASTRUCTURE primary key

CBR_VOLUME

create table CBR_VOLUME

"KEY"

CONTRACT_DBID
CONTRACT _NAME
RATE_PLAN_DBID
RATE _PLAN_NAME

CONTRACT_TYPE_CODE
CONTRACT_TYPE_NAME

CONTRACT_COST
TZ_DBID
CONTRACT_START
CONTRACT_STOP
MEDIA_TYPE
SERVICE_TYPE
CUSTOMER_SEGMENT
O0BJECTIVE_GOAL
OBJECTIVE_DELTA
STAT_DAY _NAME
DAY_TYPE_CODE
DAY_TYPE_NAME
DAY _DAY

DAY _DATE
FORECAST_VOLUME
ALLOWANCE
ALLOWANCE _UNDER
ALLOWANCE _OVER
BASE_RATE
PENALTY_OVER
PENALTY_UNDER
STAT_TABLE_DBID
STAT_DAY_DBID
VOLUME_PERIOD

constraint PK_CBR_VOLUME primary key

CBR_VARIABLE

(

varchar (255)
int

varchar (255)
int

varchar (255)
int

varchar (255)
int

int

int

int

varchar (255)
varchar (255)
varchar (255)
int

int

varchar (255)
int

varchar (255)
int

int

int

int

float

float

int

float

float

int

int

int

create table CBR_VARIABLE (

"KEY"

CONTRACT_DBID
CONTRACT _NAME
RATE_PLAN_DBID
RATE _PLAN_NAME

CONTRACT_TYPE_CODE

Cost-Based Routing—Configuration Guide

varchar (255)
int
varchar (255)
int
varchar (255)
int

not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
not
("KEY")

not
not
not
not
not
not

("KEY™)

null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,
null,

null,
null,
null,
null,
null,
null,
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CONTRACT_TYPE_NAME  varchar (255) not null,
CONTRACT_COST int not null,
TZ_DBID int not null,
CONTRACT_START int not null,
CONTRACT_STOP int not null,
FLAT_RATE int not null,
AGENT_RATE int not null,
STAT_TABLE_DBID int not null,

constraint PK_CBR_VARIABLE primary key ("KEY")

CBR_VOLUME_DATE

create table CBR_VOLUME_DATE (
"KEY" varchar (255) not null,
ENTERPRISE_DATE_KEY numeric(10) not null,
constraint PK_CBR_VOLUME_DATE primary key ("KEY",
ENTERPRISE_DATE_KEY)

Extracting Data from Configuration Database

This example extracts data by directly accessing the Configuration Database.

Warning! This approach is not suitable for a Production environment because
the database schema may change while the Configuration Server
protocol stays the same.

The SQL extraction scripts shown in this section are run against the Info Mart
database with a connection to Configuration Server database implemented as a
database link with the following parameters:

* esther-2000 = Name of the link
* cfg75-2 = Name of the Configuration Database
* dbo = Schema name

Figure 113 illustrates how Volume and Variable Rate Contracts are represented
in the Configuration Database database.
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‘ Objective table ‘ Objective record Stat table Table day  Stat day Stat interval

‘ Contract name ‘

Rate plan applicability definition: types of interactions and date ranges

Rate plan

Rate plan for variable and volume based contracts

Day level rate plan for volume
based contracts

Interval level rate plan
for volume based
contracts
Prepaid costand ~ many-to-many relation | Contract type, many-to- Day Volume period,
applicable interval |Relation is parameters of non- many definition | Volume,
Name(of contract, |parameterized with volume based contracts, relation Base rate,
really) interaction type and Name(of rate plane, Penalty over,
service factor. really) Penalty under

Figure 113: Volume and Variable Rate Contracts in Configuration Database

SQL Insert Commands

The following are the SQL INSERT commands to populate the tables.

CBR_INFRASTRUCTURE

insert into CBR_INFRASTRUCTURE ("KEY", SITE1_DBID, SITE2_DBID,
TENANT1_NAME, TENANT2_NAME, SITE1_NAME, SITE2_NAME, COST)
SELECT Ltrim(str(r.object_dbid))+'-"+ltrim(str(r.resource_dbid))
, r.object_dbid SITE1_DBID

, r.resource_dbid SITE2_DBID

, t1.name TENANT1_NAME

, t2.name TENANT2_NAME

, s1.name SITE1_NAME

, s2.name SITE2_NAME

, r.long_field_1 COST

FROM cbr1..cfg_obj_resource r

, cbrl..cfg_folder s1

, cbr1..cfg_folder s2

, cbrl..cfg_tenant t1

, cbr1..cfg_tenant t2

WHERE r.object_type = 22
and r.resource_type = 22
and r.object_dbid <> r.resource_dbid
and r.type =3
and r.object_dbid = s1.dbid
and r.object_type = sl.type
and s1.owner_type =17
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and s1.owner_dbid t1.dbid
and r.resource_dbid = s2.dbid
and r.resource_type = s2.type
and s2.owner_type 7

and s2.owner_dbid t2.dbid

CBR_VOLUME

insert into CBR_VOLUME ("KEY", CONTRACT_DBID, CONTRACT_NAME,
CONTRACT_TYPE_CODE,
CONTRACT_TYPE_NAME, CONTRACT_COST, RATE_PLAN_DBID, RATE_PLAN_NAME,
TZ_DBID, CONTRACT_START,
CONTRACT_STOP, MEDIA_TYPE, SERVICE_TYPE, CUSTOMER_SEGMENT,
OBJECTIVE_GOAL, OBJECTIVE_DELTA,
STAT_DAY_NAME, DAY_TYPE_CODE, DAY_TYPE_NAME, DAY_DAY, DAY_DATE,
FORECAST_VOLUME, ALLOWANCE,
ALLOWANCE _UNDER, ALLOWANCE_OVER, BASE_RATE, PENALTY_OVER,
PENALTY_UNDER, STAT_TABLE_DBID,
STAT_DAY_DBID, VOLUME_PERIOD)
SELECT Ltrim(str(ot.dbid))+'-"+ltrim(str(st.dbid))+"-
"+ltrim(str(sd.dbid))+'-"+ltrim(str(si.interval_count))
, ot.dbid CONTRACT_DBID
, ot.name CONTRACT_NAME
, 1 CONTRACT_TYPE_CODE
, 'Volume' CONTRACT_TYPE_NAME
, ot.prepaid_cost CONTRACT_COST
, st.dbid RATE_PLAN_DBID
, st.name RATE_PLAN_NAME
, ot.timezone_dbid TZ_DBID
, ot.time_start CONTRACT_START
, ot.time_end CONTRACT_END
, enuml.name MEDIA_TYPE
, enum2.name SERVICE_TYPE
, enum3.name CUSTOMER_SEGMENT
, otr.obj_threshold OBJECTIVE_GOAL
, otr.obj_delta OBJECTIVE_DELTA
, sd.name STAT_DAY_NAME
, case
when sd.is_day_of_week = 2 then 1
when sd.day = -1 then 2
when sd.date_ <> 0 then 3
else 4
end
DAY_TYPE_CODE
, case
when sd.is_day_of_week = 2 then 'DAY OF WEEK'
when sd.day = -1 then 'ANY DAY'
when sd.date_ <> 0 then 'DATE'
else 'DAY OF YEAR'
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end
DAY _TYPE_NAME
, sd.day DAY_DAY
, sd.date_ DAY_DATE
, si.stat_valuel FORECAST_VOLUME
, sd.min_value ALLOWANCE
, (1-cast(sd.min_value as float)/100)#*si.stat_valuel ALLOWANCE_UNDER
, (1+cast(sd.min_value as float)/100)*si.stat_valuel ALLOWANCE_OVER
, si.stat_value2 BASE_RATE
, case when sd.max_value <> @ or sd.target_value<> 0
then cast(si.stat_value2 as float)*sd.max_value/100 /*
base_rate * percentage */
else cast(si.stat_value3 as float) /* exact value */
end PENALTY_OVER
, case when sd.max_value <> 0 or sd.target_value<> 0
then cast(si.stat_value2 as float)*sd.target_value/100 /*
base_rate * percentage */
else cast(si.stat_value4 as float) /* exact value */
end PENALTY_UNDER
, st.dbid STAT_TABLE_DBID
, sd.dbid STAT_DAY_DBID
, si.interval_count VOLUME_PERIOD
FROM "esther-2000"."cfg75-2".dbo.cfg_obj_table ot, "“esther-
2000"."cfg75-2" .dbo.cfg_obj _record otr
, "esther-2000"."cfg75-2" .dbo.cfg_stat_table st, "esther-
2000"."cfg75-2" .dbo.cfg_table_day td
, "esther-2000"."cfg75-2".dbo.cfg_stat_day sd, "esther-
2000"."cfg75-2" .dbo.cfg_stat_interval si
, "esther-2000"."cfg75-2".dbo.cfg_enum_value enuml, “"esther-
2000"."cfg75-2".dbo.cfg_enum_value enum2
"esther-2000"."cfg75-2".dbo.cfg_enum_value enum3

WHERE ot.dbid = otr.obj_table_dbid
and st.dbid = otr.contract_dbid
and st.type = 4
and st.dbid = td.stat_table_dbid
and sd.dbid = td.stat_day_dbid
and sd.dbid = si.stat_day_dbid

and otr.media_type_dbid = enuml.dbid
and otr.svc_type_dbid = enum2.dbid
and otr.cust_segm_dbid = enum3.dbid

CBR_VARIABLE

insert into CBR_VARIABLE ("KEY", CONTRACT_DBID, CONTRACT_NAME,
CONTRACT_TYPE_CODE,

CONTRACT_TYPE_NAME, CONTRACT_COST, RATE_PLAN_DBID, RATE_PLAN_NAME,
TZ_DBID, CONTRACT_START,

CONTRACT_STOP, FLAT_RATE, AGENT_RATE, STAT_TABLE_DBID)

SELECT Ltrim(str(ot.dbid))+'-"+Ltrim(str(st.dbid))
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, ot.
, ot.
, CAS

W

END
CON

, CAS
W

END

CON
, ot.
, st.
, st.
, ot.
, ot.
, ot.
, cas
else
, cas
else
, st.

Reporting

dbid CONTRACT_DBID

name CONTRACT_NAME

E

HEN st.type = 5 and st.use_flat_rate
TRACT_TYPE_CODE

E

HEN st.type = 5 and st.use_flat_rate

TRACT_TYPE_NAME
prepaid_cost CONTRACT_COST
dbid RATE_PLAN_DBID

name RATE_PLAN_NAME
timezone_dbid TZ_DBID
time_start CONTRACT_START
time_end CONTRACT_END

e when st.type = 5 and st.use_flat_rate

0 end FLAT_RATE

e when st.type = 5 and st.use_flat_rate

0 end AGENT_RATE
dbid STAT_TABLE_DBID

Configuring Genesys Info Mart for CBR

2

2
E

THEN 2
ELSE 3

THEN 'Variable flat'
LSE 'Variable hourly'

2 then st.flat_rate

1 then st.agent_rate

FROM cbr1..cfg_obj_table ot, cbr1..cfg_obj_record otr,

cbr1.
WHERE
and
and

.cfg_stat_table st

ot.dbid = otr.obj_table_dbid
otr.contract_dbid = st.dbid
st.type =5

CBR_VOLUME_DATE

insert into CBR_VOLUME_DATE ("KEY", ENTERPRISE_DATE_KEY)
T vtable."KEY", edate.ENTERPRISE_DATE_KEY
CBR_VOLUME vtable, ENTERPRISE_DATE edate
where edate.CAL_DATE between dateadd(second, vtable.CONTRACT_START,
"1/1/1970') and dateadd(second, vtable.CONTRACT_STOP, '1/1/1970")

SELEC
FROM

and (
OR
edate
OR
edate
OR

1)

174

vtable.DAY_TYPE_CODE

vtable.DAY_TYPE_CODE
.CAL_DAY_NUM_IN_WEEK

vtable.DAY_TYPE_CODE
.CAL_DAY_NUM_IN_YEAR

2

1 and vtable.DAY_DAY

4 and vtable.DAY_DAY

vtable.DAY_TYPE_CODE = 3 and (vtable.DAY_DATE -
datediff (second, '1/1/1970"', edate.CAL_DATE)) between @ and (24%3600-
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Reports That Can Be Configured

This section describes the types of reports that can be configured.

Volume Contract Type

When a routing destination uses a “Volume Contract” as described on page 56,
the reporting tool can be used to generate the types of data listed in the
following section.

Genesys Non-Monitored Resource

When Volume Contract type is used for a Non-Monitored Resource, such as an
outsourcer whose resources (Persons, DNs, software, and so on) are not
defined by Genesys, you can report on the following types of data.

For each volume period of each Day Contract, you can report on:

Forecasted volume for a period.
Actual volume of the period.

Volume delta (plus or minus). This is the difference between the forecasted
volume and the actual volume.

Penalty paid during the volume period (if any).
Total Infrastructure cost of the volume period.
Base rate of the volume period.

Total Resource cost of the volume period, which is the sum of the base rate
and penalty paid for the volume period.

Total routing plan cost of the volume period, which is the sum of the
Infrastructure cost and Resource cost.

Total prepaid cost associated with the Contract.

During custom report creation, you can group data as follows:

Group by From Site/To Site, for example from Site X to Site Y
Subgroup by Contract

Subggroup by Volume Contract

Subgroup by volume period (based on Day Contracts)
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Sample SQL to Generate

select edate.CAL_DATE_STRING,
coalesce( infr.SITET1_NAME, 'Unspecified') SITE_FROM,
coalesce( infr.SITE2_NAME, 'Unspecified') SITE_TO,
vol.CONTRACT_NAME,
vol.RATE_PLAN_NAME,
vol.VOLUME_PERIOD,
sum(vol.FORECAST_VOLUME) over (partition by agg.VOL_KEY,
agg.ENTERPRISE_DATE_KEY) FORECAST_VOLUME,
sum(agg.TCOUNT) over (partition by agg.VOL_KEY,
agqg.ENTERPRISE_DATE_KEY) ACTUAL_VOLUME,
sum (
case when agg.TCOUNT < vol.ALLOWANCE_UNDER then
ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
when agg.TCOUNT > vol.ALLOWANCE_OVER then
ceiling(agg.TCOUNT-vol.ALLOWANCE_UNDER)

else 0
end
) over (partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY)
DELTA,
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0

end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) over (partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY)
PAID_PENALTY,
sum(agg. INFRASTRUCTURE_COST) over (partition by agg.VOL_KEY,
agq.ENTERPRISE_DATE_KEY) INFRASTRUCTURE_COST,
sum(cast(vol.BASE_RATE as float)/100*agg.TCOUNT) over
(partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY) /#base costx/ +
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0
end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) over (partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY)
CONTRACT_COST,
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sum(agg. INFRASTRUCTURE_COST) over (partition by agg.VOL_KEY,
agg.ENTERPRISE_DATE_KEY) +
sum(cast(vol.BASE_RATE as float)/100*agg.TCOUNT) over
(partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY) /#base costx/ +
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0
end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) over (partition by agg.VOL_KEY, agg.ENTERPRISE_DATE_KEY)
CONTRACT_COST_WITH_INFR,
vol.CONTRACT_COST/100 PREPAID_COST

FROM (
select vold."KEY" VOL_KEY,
infr."KEY" INFR_KEY,
vold.ENTERPRISE_DATE_KEY,
cast(sum(coalesce(infr.COST,0)) as float)/100
INFRASTRUCTURE_COST,
sum(case when seg2.USER_DATA_12 is null then 0 else 1
end) TCOUNT

from CBR_VOLUME_DATE vold
left outer join INTERACTION_SEGMENT_FACT seg2 on
(seg2.USER_DATA_12 = vold."KEY"
and
seg2.STD_ENTERPRISE_DATE_KEY = vold.ENTERPRISE_DATE_KEY
and
seg2.ROUTING_TARGET_KEY not in (select tgt.ROUTING_TARGET_KEY from
ROUTING_TARGET tgt where tgt.ROUTING_TARGET_TYPE_CODE in
("UNSPECIFIED', 'DEFAULT")))
left outer join CBR_INFRASTRUCTURE infr on (seg2.USER_DATA_11 =
infr."KEY")

where vold.ENTERPRISE_DATE_KEY in (select ENTERPRISE_DATE_KEY
from
ENTERPRISE_DATE where CAL_DATE < getdate())

group by vold."KEY", infr."KEY", vold.ENTERPRISE_DATE_KEY
) agg
inner join CBR_VOLUME vol on (agg.VOL_KEY = vol."KEY")
inner join ENTERPRISE_DATE edate on (agg.ENTERPRISE_DATE_KEY =
edate.ENTERPRISE_DATE_KEY)
left outer join CBR_INFRASTRUCTURE infr on (agg.INFR_KEY =
infr."KEY")
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Reports That Can Be Configured

order by 1, 4, 6, 2, 3

Genesys-Monitored Resource

When the Volume Contract type is used for a Genesys-monitored Resource
(Agent, Agent Group, Place, Place Group, DN, ACD, Routing Point), you can
report on the following types of data.

For each volume period of each Day Contract, you can report on:

Forecasted volume for a period.
Actual volume of the period.

Volume delta plus or minus. This is the difference between the forecasted
volume and the actual volume.

Penalty paid during the volume period (if any).

Note: Penalty is calculated based on contract attributes in the
Configuration Database.

The recommended formula for calculating penalty paid is as follows:

+ If the actual volume of the volume period is over the forecasted
volume, penalty paid = {[forecast volume*(100% + forecast volume
without penalty %)] - actual volume} * Over forecast penalty where
Over forecast penalty is $Per Interaction or (forecast volume/ $Base
Rate) * (100% + %addition rate for over forecast)

+ If'the actual volume of the volume period is under the forecast volume,
penalty paid = {actual volume - [forecast volume*(100% - forecast
volume without penalty%)]} * Under forecast penalty where Under
forecast penalty is $Per Interaction or (forecast volume/ $Base Rate) *
(100% + %addition rate for under forecast).

Note: Under forecast penalty paid only applies for non-prepaid contract
types.

The Infrastructure cost of routing from a Resource in Site A to a Resource
in Site B.

Base rate for the volume period.

Total Resource cost of the volume period, which is the base rate and
penalty paid for the volume period.

Total routing plan cost of the volume period, which is the sum of the
Infrastructure cost and Resource cost.

Total prepaid cost associated with the Contract.

Sample SQL to Generate

This is similar to the sample SQL for the previous report (see page 176).
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Period Reports

For each Volume Contract, you can create daily, weekly, quarterly, and yearly
period reports at the Contract type-level with the following data:

* Forecast volume of the period. This is the sum of what is specified in the
volume period.

* Actual volume of the period.

*  Volume delta (plus or minus) of the period, which is the difference
between the forecasted volume and the actual volume.

* Penalty paid for a period.
* Total Infrastructure cost for a period.

* 'Total Resource cost for a period, which is the sum of base rate and penalty
paid.

* Total routing plan cost of the period, which is the sum of the Infrastructure
cost and Resource cost.

* Total prepaid cost associated with a contract.

Sample SQL to Generate

SELECT vol.CONTRACT_NAME,
edate.CAL_DATE_STRING,
sum(vol.FORECAST_VOLUME) FORECAST_VOLUME,
sum(agg.TCOUNT) ACTUAL_VOLUME,
sum (
case when agg.TCOUNT < vol.ALLOWANCE_UNDER then
ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
when agg.TCOUNT > vol.ALLOWANCE_OVER then
ceiling(agg.TCOUNT-vol.ALLOWANCE_UNDER)
else 0
end
) DELTA,
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0
end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) PAID_PENALTY,
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sum(agqg. INFRASTRUCTURE_COST) INFRASTRUCTURE_COST,
sum(cast(vol.BASE_RATE as float)/100*agg.TCOUNT) /*base
cost*/ +
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0
end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) CONTRACT_COST,
sum(agg. INFRASTRUCTURE_COST) +
sum(cast(vol.BASE_RATE as float)/100%*agg.TCOUNT) /*base
costx/ +
sum (
(case when agg.TCOUNT < vol.ALLOWANCE_UNDER
then ceiling(vol.ALLOWANCE_UNDER-agg.TCOUNT)
else 0
end) * vol.PENALTY_UNDER/100
+
(case when agg.TCOUNT > vol.ALLOWANCE_OVER
then ceiling(agg.TCOUNT-vol.ALLOWANCE_OVER)
else 0
end) * vol.PENALTY_OVER/100
) CONTRACT_COST_WITH_INFR,
min(vol.CONTRACT_COST/100) PREPAID_COST

FROM (
select vold."KEY" VOL_KEY,
vold.ENTERPRISE_DATE_KEY,
cast(sum(coalesce(infr.COST,0)) as float)/100
INFRASTRUCTURE_COST,
sum(case when seg2.USER_DATA_12 is null then 0 else 1
end) TCOUNT

from CBR_VOLUME_DATE vold
left outer join INTERACTION_SEGMENT_FACT seg2 on
(seg2.USER_DATA_12 = vold."KEY"
and
seg2.STD_ENTERPRISE_DATE_KEY = vold.ENTERPRISE_DATE_KEY
and
seg2.ROUTING_TARGET_KEY not in (select tgt.ROUTING_TARGET_KEY from
ROUTING_TARGET tgt where tgt.ROUTING_TARGET_TYPE_CODE in
("UNSPECIFIED', 'DEFAULT")))
left outer join CBR_INFRASTRUCTURE infr on (seg2.USER_DATA_11 =
infr."KEY")

where vold.ENTERPRISE_DATE_KEY in (select ENTERPRISE_DATE_KEY

180 Universal Routing 7.6 @



Appendix A: Cost-Based Routing Reporting Reports That Can Be Configured

from ENTERPRISE_DATE where CAL_DATE < getdate())

group by vold."KEY", vold.ENTERPRISE_DATE_KEY

) agg

inner join CBR_VOLUME vol on (agg.VOL_KEY = vol."KEY")

inner join ENTERPRISE_DATE edate on (agg.ENTERPRISE_DATE_KEY =
edate.ENTERPRISE_DATE_KEY)

group by vol.CONTRACT_NAME, edate.CAL_DATE_STRING

Variable Rate Contract Type

When a routing destination uses an Variable Rate Contract as described on
page 54, the reporting tool can be used to generate the data listed in the
following section.

Contract Based on Agent Hourly Cost

When a monitored Resource is an Agent or Place, the collected data for a
Contract using Agent Hourly cost enables you to create a custom report that
drills down to more detailed information.

For each Agent (or Place), you can create a report that drills down to (in
chronological order):

* FEach interaction handled by this Agent/Place.
* For each interaction, the From Site and To Site.

* For each interaction, the Variable Rate Contract name, and the IT Cost
Contract name.

* For each interaction, the media type (voice or voip in 7.6).

* For each interaction, the routing plan cost used. This is the sum of the
Infrastructure cost and Resource cost.

* For cach interaction, the Infrastructure cost alone.
* For each interaction, the Agent Hourly cost.

Sort the list first by From Site/To Site, then by Cost Contract name, and then
by Variable Rate Contract name.

Sample SQL to Generate

SELECT res.RESOURCE_NAME,
edate.CAL_DATE_STRING,
seg2.INTERACTION_ID,
coalesce( infr.SITE1_NAME, 'Unspecified') SITE_FROM,
coalesce( infr.SITE2_NAME, 'Unspecified') SITE_TO,
var.CONTRACT _NAME,
var .RATE_PLAN_NAME,
id.CUSTOMER_SEGMENT,
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id.SERVICE_TYPE,

coalesce(cast(infr.COST as float)/100,0) +
coalesce(cast(var.AGENT_RATE as
float)*seg2.HANDLE_DURATION/3600/100, @) RATE_PLAN_COST,

coalesce(cast(infr.COST as float)/100,0)
INFRASTRUCTURE_COST,

coalesce(cast(var.AGENT_RATE as
float)*seg2.HANDLE_DURATION/3600/100, @) VARIABLE_COST

FROM INTERACTION_SEGMENT_FACT seg
inner join INTERACTION_SEGMENT_FACT seg2 on (seg.INTERACTION_ID =
seg2.INTERACTION_ID

and seg.ORDINAL <
seg2.0RDINAL

and seq.GMT_END_TIME <=
seg2.GMT_START_TIME

and
seg2.TECHNICAL_DESCRIPTOR_KEY in (select td.TECHNICAL_DESCRIPTOR_KEY
from TECHNICAL_DESCRIPTOR td where td.RESOURCE_ROLE_CODE =
'ROUTEDTO"))
inner join RESOURCE_ res on (seg2.RESOURCE_KEY = res.RESOURCE_KEY
and res.RESOURCE_TYPE_CODE = 'AGENT')
inner join ENTERPRISE_DATE edate on (seg2.STD_ENTERPRISE_DATE_KEY =
edate.ENTERPRISE_DATE_KEY)
inner join INTERACTION_DESCRIPTOR id on
(id.INTERACTION_DESCRIPTOR_KEY = seg2.INTERACTION_DESCRIPTOR_KEY)
inner join CBR_VARIABLE var on (seq.USER_DATA_12 = var."KEY" and
var.CONTRACT_TYPE_CODE = 3)
left outer join CBR_INFRASTRUCTURE infr on (seg.USER_DATA_11 =
infr."KEY")

where seg.ROUTING_TARGET_KEY not in (select tgt.ROUTING_TARGET_KEY
from ROUTING_TARGET tgt where tgt.ROUTING_TARGET_TYPE_CODE in
("UNSPECIFIED"))

and seg.TECHNICAL_DESCRIPTOR_KEY in (select
td.TECHNICAL_DESCRIPTOR_KEY from TECHNICAL_DESCRIPTOR td where
td.TECHNICAL_RESULT_CODE = 'ROUTED"')

and seg.MEDIA_TYPE_KEY in (select MEDIA_TYPE_KEY from MEDIA_TYPE
where MEDIA_NAME_CODE = 'VOICE')
order by 1, seg.GMT_START_TIME

Agent Group/Place Group Drilldown

For contracts based on an agent hourly cost, you can create a custom report
that drills down to more detailed information.

For each Agent Group (or Place Group), you can create reports that drill down
to (in chronological order):

* Each interaction handled by this Agent.

* For each interaction, the From Site and To Site.
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* For cach interaction, the Variable Rate Contract name, and the IT Contract
name.

* For each interaction, the media type (voice or voip in 7.6).

* For each interaction, the routing plan cost. This is the sum of the
Infrastructure and Resource cost.

* For each interaction, the Infrastructure cost alone.
* For each interaction, the Agent Hourly Cost used for cost accounting.

Sort the list first by From Site/To Site and then by Cost Contract name, and
then by Variable Rate Contract name.

Sample SQL to Generate

This is similar to the previous sample SQL (see page 181) except for one
dimension, which is Group instead of Agent/Person.

Period Reports for Agent Hourly Rate

When the monitored Resource is Agent, Place the collected data for a Variable
rate IT Contract using Agent Hourly Cost enables period summarization.

Agent/Place Period Reports

For each Agent (or Place), you can create daily, weekly, quarterly, and yearly
period reports (up to the point where the contract applies), grouped by From
Site and To Site then sub-grouped by Contract type then by media type.

The reports can show:
* Total number of interactions handled by an Agent (or Place) for the period.

* Total routing plan cost for the period, which is the sum of the
Infrastructure cost and Resource cost.

* Average routing plan cost per interaction for the period.
* Total Resource cost alone for the period.

* Total Infrastructure cost alone for the period.

Sample SQL to Generate

select res.RESOURCE_NAME,
ed.CAL_DATE_STRING,
coalesce( infr.SITE1_NAME, 'Unspecified') SITE_FROM,
coalesce( infr.SITE2_NAME, 'Unspecified') SITE_TO,
var.CONTRACT _NAME,
var .RATE_PLAN_NAME,
id.CUSTOMER_SEGMENT,
id.SERVICE_TYPE,
TCOUNT TOTAL_IXN_NUMBER,
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coalesce(cast(infr.COST as float)/100*TCOUNT, 0)
/*INFRASTRUCTURE_COST*/ +

coalesce(cast(var.AGENT_RATE as
float)*agg.HANDLE _DURATION/3600/100, 0) /*VARIABLE_COST*/

RPLAN_COST,

(coalesce(cast(infr.COST as float)*TCOUNT/100, 0)
/*INFRASTRUCTURE_COST*/ +

coalesce(cast(var.AGENT_RATE as
float)*agg.HANDLE _DURATION/3600/100, 0) /+*VARIABLE_COST*/

)/TCOUNT AVERAGE_COST,

coalesce(cast(infr.COST as float)*TCOUNT/100,0)
INFRASTRUCTURE_COST,

coalesce(cast(var.AGENT_RATE as
float)*agg.HANDLE _DURATION/3600/100, @) VARIABLE_COST

from (SELECT seg2.INTERACTION_DESCRIPTOR_KEY,
seg2.STD_ENTERPRISE_DATE_KEY,
infr."KEY" INFR_KEY,
var."KEY" VAR_KEY,
seg2.RESOURCE_KEY,
sum(seg2.HANDLE_DURATION) HANDLE_DURATION,
count (*) TCOUNT
FROM INTERACTION_SEGMENT_FACT seg
inner join INTERACTION_SEGMENT_FACT seg2 on
(seg.INTERACTION_ID = seg2.INTERACTION_ID
and seg.ORDINAL <
seg2.0RDINAL
and seg.GMT_END_TIME
{= seg2.GMT_START_TIME
and
seg2.TECHNICAL_DESCRIPTOR_KEY in (select td.TECHNICAL_DESCRIPTOR_KEY
from TECHNICAL_DESCRIPTOR td where td.RESOURCE_ROLE_CODE =
"ROUTEDTO0"))
inner join CBR_VARIABLE var on (seg.USER_DATA_12 =
var."KEY" and var.CONTRACT_TYPE_CODE = 3) -- make it outer join to
include interactions which had no associated variable rate contract
left outer join CBR_INFRASTRUCTURE infr on (seg.USER_DATA_11
= infr."KEY")
where seg.ROUTING_TARGET_KEY not in (select
tgt.ROUTING_TARGET_KEY from ROUTING_TARGET tgt where
tgt.ROUTING_TARGET_TYPE_CODE in ('UNSPECIFIED'))
and seg.TECHNICAL_DESCRIPTOR_KEY in (select
td.TECHNICAL_DESCRIPTOR_KEY from TECHNICAL_DESCRIPTOR td where
td.TECHNICAL_RESULT_CODE = 'ROUTED')
and seg.MEDIA_TYPE_KEY in (select MEDIA_TYPE_KEY from
MEDIA_TYPE where MEDIA_NAME_CODE = 'VOICE')
group by seg2.INTERACTION_DESCRIPTOR_KEY,
seg2.STD_ENTERPRISE_DATE_KEY, infr."KEY", var."KEY",
seg2.RESOURCE_KEY

) agg
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inner join INTERACTION_DESCRIPTOR id on
(id.INTERACTION_DESCRIPTOR_KEY = agg.INTERACTION_DESCRIPTOR_KEY)
inner join ENTERPRISE_DATE ed on (ed.ENTERPRISE_DATE_KEY =
agg.STD_ENTERPRISE_DATE_KEY)

inner join RESOURCE_ res on (res.RESOURCE_KEY = agg.RESOURCE_KEY and
res.RESOURCE_TYPE_CODE = 'AGENT')

left outer join CBR_INFRASTRUCTURE infr on (agg.INFR_KEY
infr."KEY")

left outer join CBR_VARIABLE var on (agg.VAR_KEY
var."KEY" and var.CONTRACT_TYPE_CODE = 3)

order by 1, 2, 3, 4, 5, 6, 7, 8 9

Agent Group/Place Group Period Reports

When the monitored Resource is an Agent Group or Place Group, the collected
data for a Variable Rate Contract using an agent hourly cost enables period
summarization.

For each Agent Group (or Place Group), you can create hourly, daily, weekly,
quarterly, and yearly (or up to the point where the contract period ends) period
reports, grouped by From/To Site; subgrouped by Cost Contract and then by
Interaction Type.

The reports can show:

* Total number of interactions handled by an Agent Group or Place Group
for the period.

* Total routing plan cost for the period.
*  Average routing plan cost per interaction for the period.
* Total Resource cost alone.

e Total Infrastructure cost alone.

Sample SQL to Generate

This is similar to the previous sample SQL (see page page 183) except for one
dimension, which is Agent Group instead of Agent/Person.

Contract Based on Flat Rate

During custom report creation for a Variable Rate Contract using a flat rate per
interaction, you can create interaction-level reports that drill down to more
detailed information.

Based on the strategy, each interaction has a routing target. This can be an
Agent, Agent Group, Place, Place Group, a DN such as ACD or Routing Point,
or a non-monitored DN.

You can create reports that drill down as follows:

* For each interaction, the From Site and To Site.
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* For each interaction, the Contract name, Variable Rate Contract Name, and
media type.

* For each interaction, the routing plan cost, which is the sum of the
Infrastructure and Resource cost.

* For each interaction, the Infrastructure cost alone.
* For each interaction, the flat rate per interaction cost alone.

You can sort by From Site and To Site, then by Cost Contract type, and then by
IT Contract.

Sample SQL to Generate

SELECT edate.CAL_DATE_STRING,

seg. INTERACTION_ID,

tgt .ROUTING_TARGET_TYPE,

coalesce( infr.SITE1_NAME, 'Unspecified') SITE_FROM,

coalesce( infr.SITE2_NAME, 'Unspecified') SITE_TO,

var .CONTRACT _NAME,

var .RATE_PLAN_NAME,

id.CUSTOMER_SEGMENT,

id.SERVICE_TYPE,

coalesce(cast(infr.COST as float)/100,0) +
coalesce(cast(var.FLAT_RATE as float)/100,0) RATE_PLAN_COST,

coalesce(cast(infr.COST as float)/100,0)
INFRASTRUCTURE_COST,

coalesce(cast(var.FLAT_RATE as float)/100,0) VARIABLE_COST

FROM INTERACTION_SEGMENT_FACT seg
inner join INTERACTION_SEGMENT_FACT seg2 on (seg.INTERACTION_ID =
seg2.INTERACTION_ID

and seg.ORDINAL <
seg2.0RDINAL

and seg.GMT_END_TIME <=
seg2.GMT_START_TIME

and
seg2.TECHNICAL_DESCRIPTOR_KEY in (select td.TECHNICAL_DESCRIPTOR_KEY
from TECHNICAL_DESCRIPTOR td where td.RESOURCE_ROLE_CODE =
"ROUTEDTO0"))
inner join ENTERPRISE_DATE edate on (seg.STD_ENTERPRISE_DATE_KEY =
edate.ENTERPRISE_DATE_KEY)
inner join ROUTING_TARGET tgt on (seq.ROUTING_TARGET_KEY =
tgt.ROUTING_TARGET_KEY and tgt.ROUTING_TARGET_TYPE_CODE not in
("UNSPECIFIED"))
inner join INTERACTION_DESCRIPTOR id on
(id.INTERACTION_DESCRIPTOR_KEY = seg.INTERACTION_DESCRIPTOR_KEY)
inner join CBR_VARIABLE var on (seg.USER_DATA_12 = var."KEY" and
var.CONTRACT_TYPE_CODE = 2)
left outer join CBR_INFRASTRUCTURE infr on (seg.USER_DATA_11 =
infr."KEY")
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where seg.ROUTING_TARGET_KEY not in (select tgt.ROUTING_TARGET_KEY
from ROUTING_TARGET tgt where tgt.ROUTING_TARGET_TYPE_CODE in
('UNSPECIFIED'))

and seg.TECHNICAL_DESCRIPTOR_KEY in (select
td.TECHNICAL_DESCRIPTOR_KEY from TECHNICAL_DESCRIPTOR td where
td.TECHNICAL_RESULT_CODE = 'ROUTED"')

and seg.MEDIA_TYPE_KEY in (select MEDIA_TYPE_KEY from MEDIA_TYPE
where
MEDIA_NAME_CODE = 'VOICE")

order by 1, seg2.GMT_START_TIME

Period Reports for Flat Rate Contract

When Variable Rate Contract with flat rate per interaction is used, the
collected data enables period summarization.

For each media type, you can create hourly, daily, weekly, quarterly, and
yearly (up to the point where the contract period ends) period reports grouped
by From Site and To Site, and then subgrouped by Cost Contract name and
then by IT Contract name.

The reports can show:
* Total number of interactions handled for the period

* Total routing plan cost for the period, which is the sum of the
Infrastructure and Resource cost.

* Average routing plan cost per interaction for the period.
* Total Resource cost alone.
* Total Infrastructure cost alone.

You can configure Genesys Info Mart to create Interaction Segment/Routing
Point information for reports using:

* Interaction ID

*  Custom keys (sourced from UserData):

e Cost Contract\IT Contract\Stat Day\Volume Period
* From Site\To Site

* Cost per interaction for Variable Rate Contracts

Sample SQL to Generate

select ed.CAL_DATE_STRING,
id.CUSTOMER_SEGMENT,
id.SERVICE_TYPE,
coalesce( infr.SITET1_NAME, 'Unspecified') SITE_FROM,
coalesce( infr.SITE2_NAME, 'Unspecified') SITE_TO,
var.CONTRACT_NAME,
var .RATE_PLAN_NAME,
TCOUNT TOTAL_IXN_NUMBER,
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coalesce(cast(infr.COST as float)*TCOUNT/100, 0)
/*INFRASTRUCTURE_COST*/ +

coalesce(cast(var.FLAT_RATE as float)*TCOUNT/100, 0)
/*VARIABLE _COST*/

RPLAN_COST,

(coalesce(cast(infr.COST as float)/100,0)
/*INFRASTRUCTURE_COST*/ +

coalesce(cast(var.FLAT_RATE as float)/100, 0)
/*VARIABLE_COST*/

) AVERAGE_COST,

coalesce(cast(infr.COST as float)*TCOUNT/100,0)
INFRASTRUCTURE_COST,

coalesce(cast(var.FLAT_RATE as float)*TCOUNT/100, 0)
VARIABLE_COST

from (SELECT seg2.MEDIA_TYPE_KEY
seg2.INTERACTION_DESCRIPTOR_KEY,
seg2.STD_ENTERPRISE_DATE_KEY,
infr."KEY" INFR_KEY,
var."KEY" VAR_KEY,
count () TCOUNT
FROM INTERACTION_SEGMENT_FACT seg
inner join INTERACTION_SEGMENT_FACT seg2 on
(seg.INTERACTION_ID = seg2.INTERACTION_ID
and seg.ORDINAL <
seg2.0RDINAL
and seg.GMT_END_TIME
<= seg2.GMT_START_TIME
and
seg2.TECHNICAL_DESCRIPTOR_KEY in (select td.TECHNICAL_DESCRIPTOR_KEY
from TECHNICAL_DESCRIPTOR td where td.RESOURCE_ROLE_CODE =
'ROUTEDTO"))
inner join CBR_VARIABLE var on (seg.USER_DATA_12 =
var."KEY" and var.CONTRACT_TYPE_CODE = 2) -- make it outer join to
include interactions which had no associated variable rate contract
left outer join CBR_INFRASTRUCTURE infr on (seg.USER_DATA_11
= infr."KEY")
where seg.ROUTING_TARGET_KEY not in (select
tgt.ROUTING_TARGET_KEY from
ROUTING_TARGET tgt where tgt.ROUTING_TARGET_TYPE_CODE in
("UNSPECIFIED"))
and seg.TECHNICAL_DESCRIPTOR_KEY in (select
td.TECHNICAL_DESCRIPTOR_KEY from TECHNICAL_DESCRIPTOR td where
td.TECHNICAL_RESULT_CODE = 'ROUTED")
and seg.MEDIA_TYPE_KEY in (select MEDIA_TYPE_KEY from
MEDIA_TYPE mt where mt.MEDIA_TYPE_KEY = seg.MEDIA_TYPE_KEY)
group by seg2.MEDIA_TYPE_KEY,
seg2.INTERACTION_DESCRIPTOR_KEY, seg2.STD_ENTERPRISE_DATE_KEY,
infr."KEY", var."KEY"

) agg
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inner join INTERACTION_DESCRIPTOR id on
(id.INTERACTION_DESCRIPTOR_KEY = agg.INTERACTION_DESCRIPTOR_KEY)
inner join ENTERPRISE_DATE ed on (ed.ENTERPRISE_DATE_KEY =
agg.STD_ENTERPRISE_DATE_KEY)

left outer join CBR_INFRASTRUCTURE infr on (agg.INFR_KEY

infr."KEY")

left outer join CBR_VARIABLE var on (agg.VAR_KEY

var. "KEY")

order by 1, 2, 3, 4, 5 6, 7, 8

CBR Reporting Limitations

In addition to the limitations listed on page 32, the 7.6 release of CBR has
following reporting limitations:

If default routing occurs, such as when the Switch handles an interaction
instead of URS routing, attached data (such as reporting data) can become
outdated. This occurs for all types of reporting based on interaction
attached data, not just cost-based data. For this reason, Genesys
recommends that you work with Professional Services to handle this
situation for the purpose of reporting. You may wish to set the URS option
default-destination to a value that Genesys can monitor.

In multi-tenant deployment, if a reporting application is designed in
accordance with the Genesys Interaction Management data model, some
limitations may occur. Limitations may also occur when an interaction is
propagated to several routing strategies. Consult your Genesys
Representative for the details.

In order to automatically attach reporting information to a call (option
report_targets=true), URS requires that a call specify both the
CustomerSegment and ServiceType attributes. If one of these attributes is
not specified, URS treats the call as not fully classified, and it reports the
default CustomerSegment and ServiceType.

When the Average Handling Time statistic is not opened, URS does not
attach the agent hourly rate data to interactions.

Example Report Formats

This section shows types of cost-based routing reports that can be created
using Info Mart data.
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Appendix

Sample Strategies

There are two methods to activate a cost-based routing (CBR) solution:
1. “Method #1: TargetSelectionTuning” in a Function object (see page 195).
2. “Method #2: RStatCost” in a strategy Selection object (see page 210).

The information in this appendix is divided among the following topics:
«  Sample Strategies, page 193

«  Method #1: TargetSelectionTuning, page 195

«  Method #2: RStatCost, page 210

Sample Strategies

Universal Routing 7.6 provides the sample strategies described in the chapter
on manually configuring routing in the Universal Routing 7.6 Deployment
Guide. This chapter describes two of the sample strategies:

* cbr_enabled_sample

* costbasedrouting_sample

Both of these sample strategies demonstrate cost-based routing between DNs.
You can use either of the strategies in a configuration environment that defines
both Infrastructure cost (see page 35) and Resource cost (see page 43). The
Cost Contracts can include Interaction Types (see page 46) that have
associated IT Contracts (see page 52) that specify either Volume Contracts (see
page 56) or Variable Rate Contracts (flat rate or agent hourly as described on
page 54).

The two samples described in this section assume that you have already
defined the required Sites, Cost Contracts, and IT Contracts. The samples
cannot provide the required Configuration Database objects since these objects
will be specific to your particular environment.

For example, note the Routing Selection object used in cbr_enabled_sample, as
shown in Figure 120 on page 200. In this case, the samples assume that each
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Destination Label DN is associated with both a Cost Contract object and a
Site object.

Figure 114 shows an example properties dialog box for a Network Destination
DN that has an associated Cost Contract and Site.

@, 1810 [terry:2020] Properties x|

General Advanced |.-“-‘-.nne:-:| Securit_l,ll Dependenc_l,ll

FNEE 1210 vit_sw |

Route Type: IDefault j
Group: I [Mone] j él
Use Overide: [ I j

Login 10 I j

Switch-zpecific Type: |'|

MHumber of Trunka: IEI 3:

Cost contract: E—; CostContract] j Al
Site: I_I Site j Al

EI k. I Cancel | Apply | Help |

Figure 114: Network Destination DN With Associated Cost Contract and Site

When evaluating a target and considering cost:

+ Universal Contact Server (URS) uses the Cost Contract specified in the
Cost contract field (see Figure 114) to calculate the Resource cost.
Within the Cost Contract, it gets the IT Contract for the Interaction
Type (see Figure 4 on page 28), which can specify a Volume Contract
or a Variable Rate Contract -based (the strategy sample works for both
types).

+ To calculate the Infrastructure cost, URS uses the Transfer cost (see
Figure 11 on page 39) to route to the destination specified in the Site
field in Figure 114.
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Method #1: TargetSelectionTuning

Function TargetSelectionTuning enables you to activate CBR without the need
to modify existing strategies (other than by adding a Function object that sets
TargetSelectionTuning to true for routing targets). This function works
together with regular statistics-based target selection.

Sample CBR Strategy #1

Figure 115 shows the costbasedrouting_sample strategy supplied by Universal
Routing 7.6. It uses three Function objects, each specifying
TargetSelectionTuning as true.

.......................... | TargetSelectionTuning[true] | |

.......................... . ] 19001234567.190074

mode=CER. between 2 agents groups af agent level) |

— . Segment3— 4o
UseAgentStatistics[trie] | - :l TargetSelectionTuning[tre] | -------

. ;%|LDEEL—‘LgentGmup:REﬂ
S R SR DA DR DR AR ENE SN !
___________________________________________________ )
______________________________________________________ o)

Figure 115: Strategy costbasedrouting_sample

When TargetSelectionTuning is set to true, URS selects the target with the
minimum cost.

* Ifatarget has no associated Infrastructure cost, URS considers that cost to
be 0 (zero).

* Ifatarget has no associated Cost Contract, URS considers Resource cost to
be 0 (zero).

If more then one target happens to have the minimum cost, URS performs
normal statistics-based selection on this subset of targets. You specify the
selected statistic (to be applied in addition to URS’s RStatCost statistic) on the
Target Selection tab of the Routing Selection object (see Figure 124 on
page 204).
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Note: Sece the Universal Routing 7.6 Deployment Guide for instructions on
obtaining the sample strategies.

Processing Flow

Segment 1

196

Note: The numbers in each of the subheadings that follow are keyed to the
strategy in Figure 115 on page 195.

The information in this section is grouped by segment. Each segment
corresponds to one of the interaction paths coming out the right side of the
Generic Segmentation object shown in Figure 115 on page 195.

1. Generic Segmentation Object

After the Entry object, the first object in the strategy shown in Figure 115 on
page 195 is a Generic Segmentation object. This object causes interactions to
take different paths in the strategy based on the value of a variable called mode.

You can verify that mode is a predefined variable by clicking the X= icon on the
Routing Design window toolbar. The Variable List dialog box opens
showing that mode is defined as a variable (see Figure 116).

x

ZF X

Variable Type Scope
mode STRING LOCAL

Cancel |

Figure 116: Variable List Dialog Box
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Note: Using mode in the sample strategy demonstrates that incoming
interactions can be segmented to take different paths based on the
value of a variable. In this case, the content of the variable reflects the
type of CBR being demonstrated.

Figure 117 shows the properties dialog box for the Generic Segmentation

object (object 1 in Figure 115 on page 195) as well as the Expression Bui lder
dialog box used to build Segment 1.

Generic segmentation properties ﬂ
General I
i P Y
Segment Expression
1 mode="CBR between 2 DNz’
2 mode="CBR between 2 agentz groups’
3 mode="CBR between 2 agentz groups at a
Expression Builder x|
General I
— Expression
mode=T"ER between 2 DMNs" ﬂ

— Data
Type MName Operator Value

interaction Data - _ = |

Business Attributes ActiveServerMame I=

ANI 5 mode
Calllnfa AnzwerCall »=
Configuration Options BearerCapahility :
Data Manipulation BusinessData =
Date/Time BusinessDatalMT -
Hst M?nipulatinn j P I"_ | »

Figure 117: Generic Segmentation 1 and Expression Builder Dialog Boxes

Note: Note that ACDQ is highlighted in Figure 117. This is because when the
Expression Builder dialog box first opens, ALL Functions is selected
and ACDQ just happens to be the first function listed. The sample
strategy does not use the this function.
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Each segment in the Generic Segmentation object shown in Figure 115 on
page 195 demonstrates a slightly different type of cost-based routing.

* The first segment, mode="CBR between 2 DNs' demonstrates cost-based
routing where URS must choose the least expensive of two DNs. As
described in “Site and Cost Contract Associations” on page 31, you can
assign Cost Contract objects to certain types of DNs, such as a Routing
Point DN (see Figure 118).

& 2201 [terry:2020] Properties |

Annex | Security | Dlependency |
General Advanced | Defaul DMs
Alias: |22EI1_vit_sw3 |
Boute Type:
Group: | @ [Nore] =l il
Use Overide: ¥ | =l

Login 1D I j

Switch-zpecific Type: |'|

Humber of T rumnks:

Cost contrack: Iﬁ; CostContract] j il
Site: IJ Site j il

EI ] I Cancel | Apply | Help |

Figure 118: Example Properties Dialog Box for a Switch DN

* The second segment, mode="CBR between 2 agent groups' demonstrates
cost-based routing where URS must choose the least expensive Agent
Group. As described in “Site and Cost Contract Associations” on page 31,
you can assign Cost Contract objects to agents (Person objects) (see
Figure 7 on page 31) and Agent Group objects.

* The third segment, mode="'CBR between 2 agent groups at agent level'
demonstrates cost-based routing where URS must choose the least
expensive agent within all Agent Group objects used.
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2. Function Object

The top port in the Generic Segmentation object shown in Figure 115 on

Method #1: TargetSelectionTuning

page 195 (mode="CBR between 2 DNs') connects to a Function object.
Figure 119 shows the properties dialog box for this object.

Function properties

e

General I
— Expression
I j F T argetS electionT uningltrue] ;I
pRE Type Mame
StTolpper ﬂ Add |
Calllnfa SuzpendForDM
Configuration Ophions SuzpendForE vent et |
Diata M anipulation SuzpendForTreatmentEnd ey
DatedTime T argetComponentSelected
Force T argetObjectSelected
Ligt M armpulation T arget5elected
Mizcellaneous - fionT uning W anables |
| TP _—
Parameter ¥alue
|sei_ostFactor frue

Return walue twpe: WOID. Thiz function makes Router to extend statishic selection with ;I
cozt related with cozt of routing to the target az main criteria

[

o |

Cancel |

Help

Figure 119: Function Object 2 Properties Dialog Box

The Function object (2) is placed before the Routing Selection object (3) in the
strategy shown in Figure 115 on page 195. With TargetSelectionTuning is set
to true, this placement tells URS to consider as additional selection criteria
any cost information that is associated with targets specified in the Routing
Selection object.

Cost-Based Routing—Configuration Guide
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200

3. Routing Selection Object

The side port of the Function object (2) shown in

Method #1: TargetSelectionTuning

Figure 115 on page 195

connects to a Routing Selection object (3). Figure 120 shows the Target
Selection tab of the properties dialog box for this object (the General and

Busy tabs in the sample are empty).

Selection properties El
General | Bugy  Target Selection |
— Statiztics
C i
e Mame I j
£ bax
— T argets
i v Clear Target Timenutl vI Sec
Type Name StatServer
1 |Destination Labef 19001234567
2 |Destination Labef 19007654321
—Yirtual Queue
[T Use Yitual Queue
Alias | ~]
Syitch | ]
I umber I j
k. I Cancel | Help |

Figure 120: Routing Selection Object 3 Properti

es Dialog Box

Note: The sample in Figure 120 does not specify a timeout value for the
Timeout field, which means URS will use a timeout of 0 (zero).
Normally you will always want to specify a non-zero timeout period,
which specifies the number of seconds that URS is given to make a

routing decision.

In Figure 120, note that Destination Label is selected under Type. Destination
Label is another type of DN that can have an associated Cost Contract.

Figure 121 shows an example properties dialog b
Destination Label.

ox for a DN of type
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@ 19001234567 [madrid1:7575] Properkies El

General Advanced | Annes |

Alias: |1 B0 wit_swl

Boute Type: IDefauIt

Group: I [Mone]

Use Ovemnide: v I

Login [0 I

Switch-zpecific Tepe: |1

Murmber of T mink.z: |2 3:

LCosgt contract: If_f; Cozt Contract Site lewel j _}J,l

Site: [ SitzBLM 1 =l s

EI ] I Cancel | Apply | Help |

Figure 121: Example Destination Label DN Properties Dialog Box

A Destination Label target type is defined on a Network Switch, and it is
controlled by Network T-Servers. It enables interactions to be routed to a
remote destination.

Note: For more on this target type, see the section on statistical objects in
Chapter 2 of the Universal Routing 7.6 Reference Manual.

Segment 1 Summary

When URS executes the Segment 1 in the strategy shown in Figure 115 on
page 195, the Function object (see Figure 119 on page 199) turns on cost-based
routing for the targets specified in the Routing Selection object (see Figure 121
on page 201). This causes URS to consider cost as additional selection
criteria.
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Segment 2

202

Segment 2 in the strategy shown in Figure 115 on page 195 is similar to
Segment 1.

4. Function Object

The Function properties dialog box is the same as that shown in Figure 119 on
page 199.

5. Routing Selection Object

In Segment 1, the target objects are DNs of type Destination Label. In the
Routing Selection object (5) in Segment 2, the targets are Agent Groups (see
Figure 122).

Selection properties El

Generall Bugy  Target Selection |

— Statiztics
i
e Mame I j
£ bax
— T argets
i v Clear Target Timenutl vI Sec
Type Name StatServer

1 [Agent Group LocalfigentGro
2 |Agent Group Remotedgentia

—Yirtual Queus
[T Use Yitual Queue

Figure 122: Routing Selection Object 5 Properties Dialog Box

Segment 2 Summary

Similar to Segment 1, the Function object (4) is placed before the Routing
Selection object (5) in the strategy shown in Figure 115 on page 195. This
placement tells URS to consider as additional selection criteria any cost
information that is associated with targets specified in the Routing Selection
object.
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Segment 3

Segment 3 (mode="CBR between 2 agents groups') in the strategy shown in
Figure 115 on page 195 is almost the same Segment 2. The difference is that
there are two Function objects before the Routing Selection object instead of
one.

6. Function Object

Figure 123 shows the properties dialog box for Function object 6 in Figure 115
on page 195, which specifies a value of true for function UseAgentStatistics.

Function properties

aeneral |

— Exprezsion

I j F UsedgentStatistica]true] LI

s Type M arne
UD ata a| Add
Callnfa UDatalMT — |
Configuration Qptions |lpdate et |
Drata M anipulation |lpdateBusineszData o
D ate/Time |l pdatelnteractionD ata
Force |lpdateScript
Li_st b anipulation |lzedgentState
Micalaneows o IEECETERE o] eiables |
Parameter ¥alue
|IsefgentStatiskic frue
Return walue tepe: YOI, This funchon makes Bouter to apply statistics for target ;I

gelection at level of agents or places even if targets are groups of comesponding objects

I
| ] I Cancel | Help

Figure 123: Function Object 6 Properties Dialog Box

Setting UseAgentStatistics to true causes URS to apply the statistic for target
selection at the level of individual Agents (Persons) or Places, even if targets
are groups of corresponding objects, such as Agent Groups or Place Groups.
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7. Function Object

The properties dialog box for the Function object (7 in Figure 115 on
page 195) is the same as that used in Segment 1 (see Figure 119 on page 199).

8. Routing Selection Object

Figure 124 shows the Target Selection tab of the properties dialog box for the
Routing Selection object (object 8 in Figure 115 on page 195).

Selection properties El

Generall Busy  Target Selection |

— Statistics
& ir
et Mame Statdgentdcoupanc -
Ve |Statda parcy |
— T argets
i Y ¥ Clear Target Til‘ﬂEDutI "I Sec
Type Name StatServer

1 [Agent Group LocaldgentGra
2 |Agent Group RemotefgentG

—Wirtual Queue
[T Use Virtual Queve

Alias | =l
Suitch | =
I Lrnter I j

] I Cancel | Help |

Figure 124: Routing Selection Object 8

In Figure 124, note that statistic StatAgentOccupancy is selected.

Statistic StatAgentOccupancy enables URS to route interactions to the least
occupied agent, which is the agent with the lowest occupancy rate (the
ratio between the time the agent has been busy since his or her last login
and the agent’s total login time). It also enables URS to evaluate multiple
available agents and select the least occupied agent so that the workload
among available agents is balanced.
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As stated in “6. Function Object” on page 203, StatAgentOccupancy will be
applied at the level of individual agents as a result of function
UseAgentStatistics. As a result, if more than one target is available, URS
performs normal statistic-based selection (in this case, using
StatAgentOccupancy) in addition to cost-based selection.

Sample CBR Strategy #2

Figure 125 shows the cbr_enabled_sample strategy supplied by Universal
Routing.

customer_segrent=GetCustormerSegrentf, ‘
service_type=GetServiceType(l, oo

chr=FindServiceCbjective['CBR ' GetMediaType[ ],service_type,customer_segment,false] | - - - - ‘

Figure 125: Strategy cbr_enabled_sample

Like the costbasedrouting_sample strategy (see Figure 115 on page 195), it
also uses the TargetSelectionTuning function, but in a slightly different fashion

Processing Flow

Note: The numbers in each of the subheadings that follow are keyed to the
strategy in Figure 125.

The cbr_enabled_sample strategy uses the following variables:
* cbr

* customer_segment

* service_type

These were previously defined in the Variable List dialog box, which opens
by click the X= icon in the Routing Design window (see Figure 126).
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Yariable list x|

ZF X

Variable Type Scope
chr IMTEGER LoCAL
customer_zegmernt STRING LAl
zervice_type STRING LAl

Figure 126: Variable List Dialog Box

1. MultiAssign Object

After the Entry object, the first object shown in the strategy in Figure 125 is a
Multi Assign object where you assign values to the three variables (see
Figure 127).

Multi Assign properties El

Generall
— Azsign
i o4 Edit "v"arial:ulesl
Name Expression
1 |customer_segment GaetCustomerSegment[]
2 |service_type
3 |cbr

| 0k I Cancel Help

Figure 127: Multi Assign Object Properties Dialog Box

The customer_segment and service_type variables will contain output from
the GetCustomerSegment and GetServiceType functions respectively. As
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Method #1: TargetSelectionTuning

described in the Universal Routing 7.6 Reference Manual, these functions

(which

do not have parameters) get the Customer Segment and Service Type

from interactions (see Table 5 on page 47).

Figure 128 shows the Assign Properties dialog box where the content of the
cbr_variable is defined (to open this dialog box, click the downward-pointing
arrow under Expression in Figure 127 on page 206).

Assign properties

General |

X

— E=prezsion

EER - | |-

FindService0bjective[ CBR" . GetMediaT ypell.zervice_ty :I
pe.customer_segment, falze]

=

—Data

Type M ame
Interaction Data a | | Digtrbutedyw aiting T ime ;I fdd |
Buzineszs Attributes OMIS
Al Functions Excludedgents T "
Callrnfo Expandaroup Werify |
Configuration Options E spandw/Fhuctivity
Drata b anipulation EuterzionD ata + | - | ¢ | : |
Date/Time
Li_st b anipulation - ;I YWariables |

Parameter

Cbjective Table

CEBR.

MediaType

GethMediaType(]

Setvice Type

service_tvpe

Cusktorer Segrment

cuskorer_segrment

Update

false

Objective to the interaction.

Segment. If found the Service Objective YWalue of the row iz returmed. IF flag Update is ﬂ
true then router attaches speciied Service Type, Customer Segment and Service

-

o |

Cancel | Help |

Figure 128: Assign Properties Dialog Box

The cbr variable will contain the output from the FindServiceObjective
function. In this example, the function:

1.

Checks an Objective Table object named CBR, which holds Cost Contract

information (see “Creating a Cost Contract Object” on page 44).

Cost-Based Routing—Configuration Guide
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2. Finds a Service Objective for a given combination of Customer Segment
(obtained from the customer_segment variable), Service Type (obtained
from the customer_segment variable), and Media Type (obtained from the
function GetMediaType).

3. Instructs URS not to attach the Service Objective to the interaction because
the Update parameter set to false.

4. The expression shown in Figure 128 on page 207 does not disable or
enable CBR by itself. It simply returns the Service Objective for a given
combination of Customer Segment, Service Type and Media Type. The
corresponding field of the Objective Table named CBR (see page 207)
must be set to one of the following:

+ 1 to have CBR activated for this interaction type.

+ 0 to have CBR de-activated off.

If the search is successful, the interaction goes out the green port to a Function
object.

2. Function Object

The second object in the strategy shown in Figure 125 on page 205 is a
Function object. Figure 129 shows the properties dialog box of this object.

Function properties El

General |
— Expression
I j F T arget5electionT uning[cbr] ﬂ
=
—Dat
4 Type M ame
StrT ol pper A Add |
Callnfo SuzpendForDb
Configuration Qptions SuspendFaorEvent erf |
D ata b anipulation SuspendForT reatmentE nd E
DrateTime TargetComponents elected
Force Target0bjectSelected
Lizt M anipulation T argetselected -
r;:li_s_cle_lllirleuus ;I netEi electionT uning ;I Wariahles |
Parameter ¥alue
UseCostFactor cbr

Figure 129: Function Object with TargetSelectionTuning
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In this example, the value of the UseCostFactor parameter (1 or 0) is contained

in the variable cbr. Function TargetSelectionTuning switches CBR on or off

depending on value of this variable.

e Ifthe value is 1, CBR is activated for the current interaction. The
interaction goes out the green port to a Selection object.

e Ifthe value is 0, CBR is deactivated.

3. Routing Selection Object

The third object in the strategy shown in Figure 125 on page 205 is a Routing
Selection object.

As in the costbasedrouting_sample strategy (see Figure 115 on page 195), the
placement of a Function object specifying TargetSelectionTuning before the
Routing Selection object tells URS to consider as additional selection criteria
any cost information associated with the specified targets.

Figure 130 shows the Target Selection tab of the Routing Selection object
with the Name drop-down list expanded to show the statistics (both regular and
pseudo) that are available for selection (see Figure 130 on page 209).

Selection properties El

Generall Busy  Target Selechon |

— Statiztics
i Min . -
Marme Stattgentloading bt
£ bax
RStatE spectedL BEW T LA ;|
~Tagets——————| F5tatE wpectedl oadk alance

) RStatLBEMWT LA,
i W' Clear T| RS tatl nadB alance

Stattgentloading
Type Stattgentloadingtedia
1 |Agent Group StatdgentDocupancy
2 |Agent Group Statdgentstyeailable

StatdgentzBusy

Stathgentzinueuel ogin
StatdgentzlnlueueR eady

StatdgentsT otal

StatCallzdnzwerad

StatCallzCompleted

StatCallzlndusue &7

Figure 130: Routing Selection Object Properties Dialog Box, Statistic
Selection

Note: No matter how a CBR solution is activated, URS always looks for both
the Infrastructure cost and Resource cost. If one of these is not
configured, URS ignores that part.
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Method #2: RStatCost

In addition to Method #1, which uses function TargetSelectionTuning (see
page 195), you also activate a CBR solution by selecting the predefined IRD
statistic RStatCost on the Target Selection tab of the Routing Selection
object (see Figure 131).

Selection properties il

General | Busy  Target Selection I

— Statistics
i+ Min —
Mame RStatCost e
£ hax =
~Tagets—|RStatCallsintueue —
=l RStatCallzln T ranzition
¢ WV Clear T O
RiStatE spected B E W T Lidh,
Type RStatE spectedloadB alance
1 |&gent Group RStatLBE W TLAA,
2 |Agent Group R5tatloadk alance

Statdigentloading
StatdgentLoadingtedia
Statdugentlccupancy

Stathgentzdvalable
StakdugentzB sy
Statdgentzintueuelogin
StatbugentzinueueR eady i
—Wirtual Queue
[T Usze Virtual Queve
Alias | -
Siitch | v
furmnter I -

[k I Cancel Help

Figure 131: Activating CBR Via RStatCost Statistic

Activating CBR in this way causes URS to consider both the Infrastructure and
Resource costs when evaluating a target. No matter how a CBR solution is
activated, URS always looks for both the Infrastructure cost and Resource cost.
If one of these is not configured, then URS ignores that part.

210 Universal Routing 7.6 @



S

GENESYS

AN ALCATEL-LUCENT COMPANY

Index

A
activating a cost-based routing solution .77,193,
210
Agent Hourly cost for Variable rate contract . 55,
Agent Hourly cost in Person object . . . . . 80
Attached data for CBR reporting. . . . . . . 150
attached data XML specification file . . . . . 159
audience
defining . . . . ... ... ... 10
B
balancing workload. . . . . . . . ... ... 204
Base Rate for Day Contract . . . . . . .. 62, 64
business priority routing . . . . . . . .. .. 23
busy agent
StatAgentOccupancy . . . . . . ... .. 204
C
Call Concentrator. . . . . . ... ... ... 156
Campaign Group targettype. . . . . . . .. 34
ccon_adata_specxml . . . .. ... ... 159
cfgdata function . . . . . ... ... ... 81
chapter summaries. . . . . . . .. ... .. 11
CIMPlatform . . . . . .. ... ... ..... 9
commenting on this document . . . . . . . . 15
Configuration Database . . . . . . ... .. 84
Contract cost calculation. . . . . . . .. .. 68
Contract cost in cost-based routing . . . . . 43
Cost Contract object
objects associatedwith . . . . . . . .. .. 32
cost-based routing . . . . . ... .. .. 85, 193
absence of Cost Contract . . . . . . .. 52,66
activatingasolution . . . . . . .. .. 77,210
balancingworkload . . . . . . ... ... 204
cfgdata. . . . . .. ..o 81
contract calculation methods . . . . . . 28,52

Cost-Based Routing—Configuration Guide

Contractcost . . . . . .. ... ... ... 43
Cost Contract search sequence . . . . . . 68
Customer Segment . . . . . . . ... ... 47
DayContracts. . . . ... ... ...... 59
definiton . . . ... . .. 17,35,43,73,79, 83
Destination Label target type . . . . . 76,200
destinations. . . . . .. ... ... .. 31,44
Direct Selection Criteria. . . . . . . . .. 210
Dominant Optimization Factor . . . . . . . 47
Interaction Types . . . . . . . .. ... .. 46
IT Contractfield. . . .. . ... ...... 47
MediaType . . . . . . . . ... ... ... 47
multi-tenant . . . . . ..o 25
Network Routing . . . . . . . . .. 77,84, 201
outsourcers . . . . . . ... 36
penalties . . . . . . . ... ... ... .. 62
reporting . . . . ... ... ... ..., 148
sample strategies . . . . . . ... .. 195, 205
Service Type . . . . ... ... ...... 47
simple solution . . . . .. ... ... ... 79
total prepaidcost . . . . . ... ... ... 52
Transfer Costfield . . . . ... ... ... 39
Variable Rate contracts . . . . . . ... .. 54
Variable rate cost calculation . . . . . . . . 69
Volume based cost calculation . . . . . . . 70
Volume Rate IT contract . . . . . . .. 30, 56
costbasedrouting_sample strategy . . . 74,195
CPUsizing. . . . . ... ... ... ..... 14
CreateSkillGroup. . . . . . ... .. ... .. 69
Customer Segment in cost-based routing . . .47

D
data flow for reporting . . . . . . ... ... 148
database-drivenrouting . . . . . . . ... .. 23
DayContract. . . . ... ... ... ..... 30
BaseRate. . . . . . . ... ... ... .. 64
BusinessDay Start . . . . . ... ... .. 61
defining peak and off-peak . . . . . . . .. 67
definiton . . . . .. ... ... 58
FlatRate . . . . . ... ... .. ..... 62
21



Index

Forecast allowance without penalty . . . . . 62
Forecasted Volume . . . . . . . . ... .. 64
Overforecasted . . . . . . ... ...... 63
penalty diagram . . . . . . . ... .. ... 65
Penalty for Interaction. . . . . . .. .. .. 65
Under forecasted . . . . . .. . ... ... 62
Volume Period. . . . .. .. ... ... 62,64
Destination LabelDN. . . . . . . . . .. 76,200
Direct Selection Criteria method . . . . . . . 210
DN
non-configured . . . .. ... .. .. ... 19
outsourcing . . . . .. ... ... L. 19
document
conventions . . . . .. ... ... ... .. 11
errors, commentingon . . . . .. ... .. 15
version number . . . .. . ... 11
documentation
Agent Capacity Wizard . . . . . . ... .. 14
Deployment Guide. . . . . . . .. ... .. 13
Events and Models Reference Manual . . .14
Framework 6.5 Log Events Help . . . . . . 14
getting started information. . . . . . . . .. 13
IRDHelp. . . . .. ... ... ....... 14
Reporting . . . . . . ... ... .. .... 14
sizing . . ... ... 14
StatServer. . . .. ..o 14
Universal Routing Business Process User’s
Guide . . . . ... ... ... .. 14
Universal Routing Reference Manual . . . .13
Universal Routing Strategy Samples . . . .14
Dominant Optimization Factor . . . . . . . 47,48
E
estimated wait time . . . . . ... ... 23
EstimatedWaitingTime . . . . . . . . .. .. 32
ExpectedWaitingTime . . . . . . . ... .. 32
F
FindServiceObjective function . . . . . . . . 207
Flat Rate for Day Contract . . . . . . . . .. 62
Flat rate for Variable rate cost contract. . . . 55
Flat Rate for Volume rate IT contract. . . . . 58
Forecast alllowance without penalty . . . . . 62
Forecasted Volume in Day Contract . . . . . 64
functions
cfgdata. . . . .. ... ... ... ... .. 81
FindServiceObjective . . . . . . . . . .. 207
TargetSelectionTuning. . . . . . . 74,195, 205
UseAgentStatistics . . . . .. ... ... 203
212

H
hardware sizing . . . . . . . ... ... ... 14
help file
Framework 6.5 LogEvents . . . . . . . .. 14
Interaction Routing DesignerHelp . . . . . 14
hourly agent cost in IT Contract object . . . .55
hourly agent cost in Person object. . . . . . . 80
|
ICON. . . . . .. ... ... ..... 149, 156
InffoMart. . . ... ... ... .... 149, 156
Infrastructure cost
non-monitored outsourcers . . . . . . . .. 85
Infrastructure cost calculation . . . . . . . .. 40
Infrastructure costreporting . . . . . . . .. 155
Infrastructure costtable . . . . . .. ... .. 40
Interaction Types . . . . . . ... ... ... 28
worksheet. . . . . .. ... ... 90
IT Contract
DBID ... ... .. ... ... ... 155
worksheet. . . . . . .. ... L. 94
IT Contract field in cost-based routing. . . . . 47
L
logevents . . . . ... ..o 14
M
Media Type in cost-based routing . . . . . . . 47
Multimedia definition. . . . . . . .. ... .. 10
N
Network Routingand CBR. . . . . . . .. .. 86
non-configured DN. . . . . . ... ... ... 19
non-monitored outsourcer . . . . . . . . . .. 19
non-monitored outsourcers . . . . . . .. .. 85
o
occupancyrate. . . . . . ... ... ... 204
outsourcers . . . . .. .. .. .. .. 18, 36, 84
P
pacer algorithm for volume rate contract . . .66
peak and off-peak in Volume contract. . . . . 67
penalties for interaction volume . . . . . . .. 65
Penalty for interaction in Day Contract . . . .65
Percentage allocation . . . . . . .. ... .. 32

Universal Routing 7.6 @



Index

predicted waittme . . . . . . . . ... ... 23
prepaid contractcost. . . . . . . .. .. .. 52
R
reporting for cost-based routing . . . . . . . 148
RequestUpdateUserData message . . . . . 151
routing

strategy samples . . . . . . ... ... .. 14
routing destinations . . . . . .. ... .. 31,44
routing solution. . . . . . ... ... ... 18
RStatCost statistic . . . . . . . ... .. 77,210
S
sample strategy

cost-based routing. . . . . . ... .. 195, 205
Samples . . . ... ... ... L. 14
Service Type in cost-based routing . . . . . 47
service-levelrouting . . . . . .. ... ... 22
share agent by service level agreement routing .

22

Siteobject . . . . .. ... L. 83

objects associated with Sites . . . . . . . . 32

reporting. . . . . .. .. ... ... ... 150

worksheet . . . . . ... ... L. 87
sizing. . .. ... 14
skills-based routing. . . . . . . . ... ... 22
sourcingDN . . . . .. ... 19
StatAgentOccupancy statistic . . . . . . .. 204
StatCallsInQueue. . . . . . . .. ... ... 32
StatEstimatedWaitingTime . . . . . . . . .. 32
statistical routing . . . . . . . .. ... ... 22
StatLoadBalance . . . . . . ... ... ... 32
T
Target. . . . . . ... 69
TargetSelectionTuning function 49, 74, 195, 205
TDMinteractions. . . . . . . . . ... ... 17
Timezone . . ... ... . ... ...... 70
total prepaid contractcost . . . . . . . . .. 52
Transfer cost in cost-based routing . . . . . 39
typographical styles . . . . . .. ... ... 12
U
Under forecastpenalty . . . . ... ... .. 62
Universal Routing Server

logevents . . . . . . ... ... 14
UseAgentStatistics function . . . . . . . .. 203
User Data

volume-based Contract . . . . . . .. .. 151

Cost-Based Routing—Configuration Guide

\'4
Variable rate contract
agenthourlycost . . . . . ... ... ... 55
calculation. . . . . .. ... ... ... .. 69
flatrate . . . .. ... .. ... 55
properties . . . . . . . . ... ... 54
Variable Rate IT Contract . . . . . . ... .. 29
version numbering
document. . . . . .. ... ... ... .. 11
VOIP interactions . . . . . . ... .... .. 17
Volume IT Contract . . . . . ... .. .. .. 30
Volume rate IT Contract
costcalculation . . . . . .. ... ... .. 70
DayContracts. . . . . . ... ... .... 58
definiton . . . . . .. ... 56
flatrate . . . ... . ... ... .. 58
pacer algorithm . . . . . . .. . ... ... 66
Volume Period . . . .. .. .. ... ... 64
W
waittime . . . . . .. .. ..o 23
Wizard
configuration . . . . . .. ... ... ... 99
worksheets . . . . . .. .. .. ... ... 86
worksheet
Interaction Types . . . . . . . ... .. .. 90
ITContract . . . . ... ... ... .... 94
site .. ... . 87
wizard. . . . ... 86
X
XML specificationfile . . . ... ... ... 159

213



Index

214 Universal Routing 7.6 @



	Table of Contents
	List of Procedures
	Preface
	Customer Interaction Management
	Multimedia

	Intended Audience
	Chapter Summaries
	Document Conventions
	Related Resources
	Making Comments on This Document

	Overview
	What Is a CBR Routing Solution?
	Infrastructure Cost
	Resource Cost

	Solution Levels
	Benefits and Features
	CBR Solution Elements
	Compatibility With Other Types of Routing
	Strategy Creation Guidelines
	CBR Objects
	Site Object
	Cost Contract Object
	IT Contract Object
	Day Contract Object

	Site and Cost Contract Associations
	Limitations

	Infrastructure Cost
	Contact Center Infrastructure
	Creating a Site Object
	General Tab
	Advanced Tab

	Defining Transfer Cost to a Site
	Calculating Infrastructure Cost
	When No Direct Site Reference To Agent or Place


	Resource Cost
	Creating a Cost Contract Object
	Creating Interaction Types
	IT Contract-Setting a Dominant Optimization Factor
	Alternative Method for Specifying DOF
	Example Interaction Types

	Cost Contract Properties-Advanced Tab
	Creating IT Contract Objects
	New IT Contract Properties Dialog Box

	Variable Rate Contracts
	Volume Contract
	General Tab
	Advanced Tab

	Day Contracts
	Creating a Day Contract Object
	Adding a Volume Period
	Day Contract Penalties
	Pacer Algorithm
	Targets Without Cost Contracts
	Defining Peak and Off-Peak Times
	Sharing IT Contracts Based on Volume

	Calculating Resource Cost
	Variable Rate Cost Calculation
	Volume Contract Cost Calculation


	Activating a CBR Solution
	Activating CBR in Strategies
	Method #1: TargetSelectionTuning
	Method #2: RStatCost
	Interaction Types
	Example Interaction Type
	Using IT Contracts for Resource Cost


	Cost as an Agent Property
	Specifying Cost in the Annex Tab
	Using Function cfgdata

	Using the Wizard
	Defining Sites
	About Outsourcers
	Nonmonitored Destinations
	CBR and Network Routing

	Wizard Worksheets
	Site Worksheet
	Site Object Associations Worksheet
	Cost Contracts Worksheet
	Cost Contract Object Associations Worksheet
	IT Contracts Worksheet

	Wizard Configuration
	Universal Routing Wizard
	Site Wizard
	Cost Contract Wizard
	Interaction Type Contract Wizard
	Day Contract Wizard
	Sample Data for Day Contract


	Cost-Based Routing Reporting
	Summary of Reporting Data Flow
	Interaction Attached Data
	Attached Data for Volume-Based Contract
	Attached Data for Variable Rate Contract-Agent Hourly

	Attached Data For a Variable Rate Contract-Flat Rate
	Configuration Database Lookup
	Attached Data Comparison by Contract Type

	Configuring ICON For CBR
	About ICON
	Tables for Storing Attached Data
	Mapping Attached Data Key-Value Pairs to IDB Schema

	Configuring Genesys Info Mart for CBR
	Fact and Dimension Tables
	Genesys Info Mart Database Schema
	Database Schema for Cost-Based Routing
	Extensions to Info Mart Database Schema

	Reports That Can Be Configured
	Volume Contract Type
	Variable Rate Contract Type

	CBR Reporting Limitations
	Example Report Formats
	Contract Based on a Flat Rate
	Contract Based on an Agent Hourly Rate
	Contract Based on Volume


	Sample Strategies
	Sample Strategies
	Method #1: TargetSelectionTuning
	Sample CBR Strategy #1
	Processing Flow
	Segment 1
	Segment 2
	Segment 3
	Sample CBR Strategy #2
	Processing Flow

	Method #2: RStatCost

	Index

