Manual Assignment – Beta Instructions

How to test: (note:  recommend testing with email)
1) Ensure the appropriate permissions are assigned to the user updating the API
	
	Assign to Others
	Assign to Self
	View* (existing)

	Voice
	conversation:call:assign
	conversation:call:pull
	conversation:call:view

	Email
	conversation:email:assign
	conversation:email:pull
	conversation:email:view

	Chat
	conversation:webchat:assign
	conversation:webchat:pull
	conversation:webchat:view

	Messaging
	conversation:message:assign
	conversation:message:pull
	conversation:message:view

	Callback
	conversation:callback:assign
	conversation:callback:pull
	conversation:callback:view









2) Select queue to test with
a) Enable queue-level setting via API
i) GET/api/v2/routing/queues/<queueID>
(1) Copy payload
ii) PUT/api/v2/routing/queues/<queueID> (use payload from the previous GET step)
(1) Insert a new row: ‘"enableManualAssignment": true,’  (recommend inserting into its own row after ‘skillEvaluationMethod’
(a) See sample payload below
3) Check queue settings to ensure evaluation method for you intend to test with is either ‘All Skills Matching’ or ‘Best Available Skills’
4) Log in an agent to the test queue
a) Make sure agent have has no skills or proficiency
b) Note AgentID for later
5) Send an email into the queue with and skill attached (skills are set in architect flow)
6) If setup correctly, the email should be sitting in queue in a ‘waiting’ state
7) To assign the interaction to the agent:
a) Find conversation ID of waiting interaction
b) Use new API:  POST /api/v2/conversations/{conversationId}/assign
i) Insert conversationID into API payload where requested
ii) Insert AgentID into body of payload
iii) Send the request
iv) If successful – you should receive a ‘202 Accepted’ response from the API and the agent should receive the alert notification to accept or decline the interaction.
Phase 1 Limitations
1) Manual assignment will only work to agents in the same queue
2) Utilization will be honored – so once an agent’s utilization is full for a specific media, they will not be eligible to receive an assigned interaction.
a) It’s very unlikely that when they do come available a supervisor would have enough time to manually assign an interaction as assignment would have already picked it up.
3) Manual assignment will ignore all skills, languages, priority, time-in-queue, bullseye ring number, or Preferred Agent Routing score
4) Agents must be on-queue and in an Idle, interacting, or communicating state
a) ‘Not_responding’ agents will not be eligible
5) Agents cannot be assigned an interaction if they are already in an alerting state for another interaction.  
6) Agents must have the appropriate permissions to receive assigned media type.
7) Interactions that are declined or not answered by an agent (timeout threshold reached) will return to queue where they may be assigned again until successfully answered.
NOTE:  If you update the queue settings after enabling manual assignment – you will need to re-enable the queue via the API before testing again.

API Sample:  Conversation > Assign > PUT
{
  "id": "efcaa1f9-da08-4ed4-a297-99ebca52ede4",
  "name": "ChrisBohlin",
  "division": {
    "id": "b825f73b-b96f-43fe-b9bc-f43c48d9d49b",
    "name": "Home",
    "selfUri": "/api/v2/authorization/divisions/b825f73b-b96f-43fe-b9bc-f43c48d9d49b"
  },
  "dateModified": "2020-07-14T19:02:58.741Z",
  "modifiedBy": "0cbe4603-7a7d-4b7d-8fc9-e9799d309cf1",
  "memberCount": 3,
  "mediaSettings": {
    "call": {
      "alertingTimeoutSeconds": 8,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "socialExpression": {
      "alertingTimeoutSeconds": 300,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "chat": {
      "alertingTimeoutSeconds": 30,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "callback": {
      "alertingTimeoutSeconds": 30,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "message": {
      "alertingTimeoutSeconds": 30,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "videoComm": {
      "alertingTimeoutSeconds": 8,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 20000
      }
    },
    "email": {
      "alertingTimeoutSeconds": 300,
      "serviceLevel": {
        "percentage": 0.8,
        "durationMs": 86400000
      }
    }
  },
  "routingRules": [],
  "acwSettings": {
    "wrapupPrompt": "MANDATORY_TIMEOUT",
    "timeoutMs": 120000
  },
  "skillEvaluationMethod": "ALL",
  "enableManualAssignment": true,
  "autoAnswerOnly": true,
  "callingPartyName": "",
  "callingPartyNumber": "",
  "defaultScripts": {},
  "selfUri": "/api/v2/routing/queues/efcaa1f9-da08-4ed4-a297-99ebca52ede4"
}
[bookmark: _Hlk46827953][bookmark: _GoBack]
API Failure Errors:
1) Queue not enabled for manual assignment
[image: ]

2) Missing ‘conversation>call>assign’ permission:
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3) Missing ‘conversation>call>pull’ permission
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4) Missing ‘conversation>email>pull’ permission
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5) User already alerting
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6) Agent off-queue
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7) Agent ‘not-responding’
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8) Bad conversationID: 
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9) Agent fully utilized
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10) Agent not active on queue
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11) Feature toggle not enabled on org:
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12) User does not have permissions to accept
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13) Interaction already alerting another agent
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REQUEST DATA

URL  POST /api/v2/conversations/e99c82c4-d44a-48c5-8577-bb202f7897 ba/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>

RESPONSE
400 Bad Request

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 225274270360 417C-bd37-024bb778ide1
inin-ratelimit-allowed 300
inin-ratelimit-count 1
inin-ratelimit reset 61
pragma no-cache

BODY

er F5fbe27-o0e1-4632-2¢5-5752126F5720 has already gone OFF queus
‘operation.failed”,

‘User £457427-00e1-4532-2205-87521227572d has already gone off queue.”,
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REQUEST DATA

URL  POST /api/v2/conversations/e99c82c4-d44a-48c5-8577-bb202f7897 ba/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>
RESPONSE
400 Bad Request
HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id B68e2af 921-494-bbSb-c95cce9B4fEa
300
2
inin-ratelimit reset 3%
pragma no-cache

1
2 “message™: "Agent FfSfb427-09e1-4632-22C5-875212e7572d 15 NOT_RESPONDING, S0 manual assignment is not possible.”,
3 “code": "bad.request”,

s rstatus: a0,
s

6

7

s

“context1d": “dsegezaf-21e-ssfs-bhSb-cISccesssea’,
“details”: [1,
“errors": 1]
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REQUEST DATA

URL  POST /api/v2/conversations/e99c82c4-d44a-48c5-8577-bb202f78976z/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>

RESPONSE

500 Internal Server Error

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 8494f1b1-Ge41-4d50-bfd2-35343659244
inin-ratelmit-allowed 300
inin-ratelimit-count 1

61
pragma no-cache

ittempt o retrieve conversation es9ca2ce-d4da-48C5-8577-bb202F769762 Failed with status code 404.7
“internal.server. error”,
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REQUEST DATA

URL  POST /api/v2/conversations/6a9981f1-07cf-4933-b550-cabPaaafd858/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>
RESPONSE
400 Bad Request
HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id ccba3555-4da7-40f0-a097-1ect913a9508
300
2
inin-ratelimit reset 3
pragma no-cache

‘User £457427-00e1-4532-22c5-87521227572d cannot. handle any more email conversations, So cannot be assigned conversation a9381F1-07CF-4933-bSS0-cag3azafdsse”,

o,
CcbaSss-aday-40fo-2097-1ec1572a950e"
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RESPONSE

400 Bad Request

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id d7125682-693d-4393-bid1-4118240b8ef0

300

:

61
pragma no-cache

User FF5fb427-0e1-4632-22c5- 875212275720 15 ot active on Queue efcasify-dags-deds-a2s7-59ebcasedes, So Cannot be assigned conversation Ga9981F1-97cF-4933-bS50-Ca9aaTISSE"

‘operation.failed”,

208,

nessageuithparans:

nessageparans”: {3,
47175¢52-e530-4353-bF01-4115260b5ef0"

jSer £457427-00e1-4532-2205-8752127572d 1 ot active on Queue efcasif3-dass-deds-a2s7-59ebcasedes, SO Cannot be assigned conversation GasSEIFL-97cf-4333-bSSO-CaGS2a2FURSE"
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REQUEST DATA

URL  POST /api/v2/conversations/bclab564-2e66-496b-aa7c-39d4c7fbc2c3/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>
RESPONSE
403 Forbidden
HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 83004267-106e-41b6-83cB-1e47008540c
inin-ratelimit-allowed 300
inin-ratelimit-count 1
inin-ratelimit reset 61
pragma no-cache
BODY

1

2 “message": "Tnis feature 1s not enabled for this organization.”,

3 “code": “forbidden’,

s stetst: s,

s cdetails®: [

& "errors®: [

7




image12.png
REQUEST DATA

URL  POST /api/v2/conversations/bclab564-2e66-496b-aa7c-39d4c7fbc2c3/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>

RESPONSE
400 Bad Request

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id dTfaBe50-1cat-45ae-843d-28ce929e6afc
inin-ratelimit-allowed 300
inin-ratelimit-count 1
inin-ratelimit reset 61
pragma no-cache

User FF5fb427-08e1-4632-22c5- 875212275724 does ot have the required permission for email conversations, So so cannot be assigned conversation bclabses-2e66-496b-aa7C-3905CT D",
peration. failed",
208,
essageuitiparans’ s "User F5b427-8821-4632-2205-5752126F5720 does not have the required permission for emsil Conversations, so SO camot be assigned conversation bC1absse-2ess-43sb-aa7c-3904C7FCAC3",
essageparans”: {3},

47fa8e50- 1ca1-45ae-843d- 26ce25e8a ",
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REQUESTDATA

URL  POST /api/v2/conversations/bclab564-2e66-496b-aa7c-39d4c7fbc2c3/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>

RESPONSE
400 Bad Request

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 90150122 2f4-417c-a644 Bebicecseds
inin-ratelimit-allowed 300
inin-ratelimit-count 2
inin-ratelimit reset 27
pragma no-cache

‘Conversation belabsss-2ess-236b-2a7c-3504c7fbC2c3 15 pending assignuent to agent FfSf227-0%e1-4532-3205- 875212645724,
peration. failed",
208,
essageuithparans” ; "Conversation bclabses-2e65-495b-2a7C-3504C7bC2C3 1 pending assignnent to agent Ffsfbe27-ceel-4632-22c5-8752126F5720",
essageparans”: {3},

‘9e15¢122- 26F4-417c-a644- GeBCC2ECSEIE",
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REQUEST DATA

URL  POST /api/v2/conversations/6eae4929-8d81-48b1-add6-777382226fc1/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>
RESPONSE
400 Bad Request
HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 5b487406-dd0c-4142-97bB-1167ciIcd3b
inin-ratelimit-allowed 300
2
29
pragma no-cache

‘The manual assignment setting is not enabled for queue efcaalfo-dads-4eds-2257-99ebcaszedes.”,
reature.not. enabled,
208,
nessagelithearans”: “The manual assigneent setting is not enabled for ueue efcasify-as-deds-a2s7-ssebcaszedes.”,
nessageparans”: {3,

‘Sbas7d05-ddac-432-57b8-1FFE7CFOCAL"
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RESPONSE

403 Forbidden

HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 6295d5c1-ef0e-464b-220-9fcbI5BA52D
inin-ratelmit-allowed 300
inin-ratelimit-count 1
inin-ratelimit-reset 61
pragma no-cache
BODY
Fol
2 *message”: "Unable to perform the requested action. You are missing the permission ‘comversation:calliassign’ in the following division(s). [b825¢73b-b96F-43fe-b3bc-Fa3ciadadest]”,
3 code": "forbidden,
4 tstatus”: ae,
s details: 1,
6 errors”: (1
7
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REQUEST DATA

URL
HEADERS
RESPONSE
403 Forbidden
HEADERS

1
2

3 “forbidden”,
s 23,

s ",

s [§)

7

POST /api/v2/conversations/2752c0c0-ae88-41fc-805f-08db3127c34e/assign

Key
ContentType
Authorization

Key

cache-control
contenttype
expires
inin-correlation-id
inin-ratelimit-allowed

pragma

Value

application/json
<HIDDEN>

Value

no-cache, no-store, must-revalidate
application/json

0
d5c04¢34-1911-4952-9bc1-5095€6703d54
300

:

61

no-cache

nable to perforn the requested action. You are missing the permission 'conversation:callipull’ in the following division(s)

. [0525¢732b-bssf-437e-bsbe-Fa3caadsdashl”,
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REQUEST DATA

URL
HEADERS
RESPONSE
403 Forbidden
HEADERS

POST /api/v2/conversations/26025c52-3725-4761-93a6-6443b94993a2/assign

Key
ContentType
Authorization

Key
cache-control
contenttype
expires
inin-correlation-id

inin-ratelimit-reset
pragma

Value

application/json
<HIDDEN>

Value

no-cache, no-store, must-revalidate
application/json

0
26583¢2a-262d-43eb-affF-1efbb3091170
300

:

61

no-cache

“message": “Unable to perform the requested action. You are missing the permission ‘comversation:emailipull’ in the following division(s)

1
2

3 “code": "forbidden”,
3 rstatis: se3,
s

6

7

“details”: [
“errors": 1]

. [bs25¢73b-bssf-437e-bsbe-Faacasdsdash]”,
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REQUEST DATA

URL  POST /api/v2/conversations/78124ca%-b599-4704-aa6f-f1491657838c/assign

HEADERS  Key Value
Content-Type application/json
Authorization <HIDDEN>
RESPONSE
400 Bad Request
HEADERS  Key Value
cache-control no-cache, no-store, must-revalidate
contenttype application/json
expires 0
inin-correlation-id 95adfd39-9907-4562-a7c5-ch27a2c 151
inin-ratelimit-allowed 300
inin-ratelimit-count 2
inin-ratelimit reset 3
pragma no-cache
BODY
Fe
2 “User eches5e3.7a7d-4b7d-87¢3-<57954309CF1 s pending on a conversation, so will not be assigned further.”,
) ‘operation. failed",
s <20,
5 "messagewithParans”: User Gcbedsed-7a7d-4b7d-5Fc9-e37990203C1 is pending on a conversation, so will not be assigned further.”,
& messageprans’s 0,
7 contextId": "5adfine-s9e-4Sel-aTcs-ChTaEISTd",
8 "aetail
5 “errors
3
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 Assign to Others  Assign to Self  View* (existing)  

Voice  conversation:call:assign  conversation:call:pull  conversation:call:view  

Email  conversation:email:assign  conversation:email:pull  conversation:email:view  

Chat  conversation:webchat:assign  conversation:webchat:pull  conversation:webchat:view  

Messaging  conversation:message:assign  conversation:message:pull  conversation:message:view  

Callback  conversation:callback:assign  conversation:callback:pull  conversation:callback:view  

