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(57) ABSTRACT

Assigning an appropriate channel in an omni-channel con-
tact center environment includes receiving, by a computer of
the contact center, an incoming contact via a first commu-
nication channel, the incoming contact assignable to a
plurality of available communication channels; queueing, by
the computer, the incoming contact in a first queue associ-
ated with the first communication channel; determining, by
the computer, a preferable communication channel from
among the plurality of communication channels and the first
communication channel; and when the preferable commu-
nication channel is one of the plurality of communication
channels, determining whether to assign the incoming con-
tact to the preferable communication channel.
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RECEIVING AN INCOMING CONTACT VIA A FIRST
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DETERMINING A PREFERABLE COMMUNICATION
CHANNEL FOR THE INCOMING CONTACT
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ASSIGNING THE INCOMING CONTACT TO THE
PREFERABLE COMMUNICATION CHANNEL
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INTERACTION BASED SUITABLE
CHANNEL SELECTION FOR QUEUED
CUSTOMERS

BACKGROUND

[0001] The present disclosure relates generally to a contact
center environment, and, more particularly, to managing
multi-channel interaction in a contact center.

[0002] Currently in omni-channel contact centers, there
are many different channels such as audio, video, chat, SMS
etc. available for the customers to use. Thus a customer may
select a channel initially to begin an interaction with a
contact center. Additionally, a contact center may have a
website and try to show the waiting times of all channels on
that website to show the response time customers can expect
for each channel. But often, a customer may not be able to
determine the most suitable channel for a specific problem
for which they are contacting because the customer is not
aware of the contact center agent skills or waiting time for
specific queues. So though the estimated wait time for a
particular channel on an average may be low, the customer
might have used a less preferred channel for that issue that
may have more waiting time because of less number of
skilled agents on that channel.

BRIEF SUMMARY

[0003] One aspect of the present invention relates to a
computer-implemented method in a contact center that
includes receiving, by a computer of the contact center, an
incoming contact via a first communication channel, the
incoming contact assignable to a plurality of available
communication channels; queueing, by the computer, the
incoming contact in a first queue associated with the first
communication channel; determining, by the computer, a
preferable communication channel from among the plurality
of communication channels and the first communication
channel; and when the preferable communication channel is
one of the plurality of communication channels, determining
whether to assign the incoming contact to the preferable
communication channel.

[0004] Inaccordance with this aspect, the method can also
include assigning, by the computer, the incoming contact to
the preferable communication channel; and after assigning
the incoming contact with the preferable communication
channel, moving, by the computer, the contact into a second
queue associated with the preferable communication chan-
nel.

[0005] Furthermore, the method can include that before
assigning the incoming contact to the preferable communi-
cation channel the computer informs a user device associ-
ated with the incoming contact about the preferable com-
munication channel; receives an indication from the user
device to change to the preferable communication channel
or to remain assigned to the first communication channel and
when the indication is to remain assigned to the first com-
munication device the computer maintains assignment of the
incoming contact to the first communication channel.

[0006] In accordance with this aspect the method can also
include when the preferable communication channel is the
first communication channel, maintaining assignment of the
incoming contact to the first communication channel and
transmitting to a user device associated with the incoming
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contact an indication that the first communication channel is
the preferable communication channel.

[0007] In accordance with this aspect, the plurality of
communication channels and the first communication chan-
nel comprise at least two of a short message service, a chat
service, an audio channel, a video channel, a social media
channel, or a web-based channel. Furthermore, the prefer-
able communication channel can be determined based upon
relative wait times associated with each of the first commu-
nication channel and the plurality of communication chan-
nels or can be determined based on capabilities of a plurality
of agents available handle the incoming contact.

[0008] Further in accordance with this aspect, the method
can include disconnecting the incoming contact from the
first communication channel; and sending to a user device
associated with the incoming contact a link to connect with
the preferable communication channel.

[0009] Another aspect of the present invention relates to a
system of a contact center that includes a memory device,
storing executable instructions and a processor in commu-
nication with the memory device. In particular, the processor
when executing the executable instructions receives an
incoming contact via a first communication channel, the
incoming contact assignable to a plurality of available
communication channels; queues the incoming contact in a
first queue associated with the first communication channel;
determines a preferable communication channel from
among the plurality of communication channels and the first
communication channel; and when the preferable commu-
nication channel is one of the plurality of communication
channels, determines whether to assign the incoming contact
to the preferable communication channel or maintain assign-
ment to the first communication channel.

[0010] In accordance with this aspect, the processor can
also assign the incoming contact to the preferable commu-
nication channel; and after assigning the incoming contact
with the preferable communication channel, move the con-
tact into a second queue associated with the preferable
communication channel.

[0011] Furthermore, the processor can, before assigning
the incoming contact to the preferable communication chan-
nel, inform a user device associated with the incoming
contact about the preferable communication channel;
receive an indication from the user device to change to the
preferable communication channel or to remain assigned to
the first communication channel and when the indication is
to remain assigned to the first communication device the
processor maintains assignment of the incoming contact to
the first communication channel.

[0012] In accordance with this aspect the processor can,
when the preferable communication channel is the first
communication channel, maintain assignment of the incom-
ing contact to the first communication channel and transmit
to a user device associated with the incoming contact an
indication that the first communication channel is the pref-
erable communication channel.

[0013] In accordance with this aspect, the plurality of
communication channels and the first communication chan-
nel comprise at least two of a short message service, a chat
service, an audio channel, a video channel, a social media
channel, or a web-based channel. Furthermore, the prefer-
able communication channel can be determined based upon
relative wait times associated with each of the first commu-
nication channel and the plurality of communication chan-
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nels or can be determined based on capabilities of a plurality
of agents available to handle the incoming contact.

[0014] Further in accordance with this aspect, the proces-
sor can disconnect the incoming contact from the first
communication channel; and send to a user device associ-
ated with the incoming contact a link to connect with the
preferable communication channel.

BRIEF DESCRIPTION OF THE DRAWINGS

[0015] So the manner in which the above recited features
of'the present disclosure may be understood in detail, a more
particular description of embodiments of the present disclo-
sure, briefly summarized above, may be had by reference to
embodiments, which are illustrated in the appended draw-
ings. It is to be noted, however, the appended drawings
illustrate only typical embodiments encompassed within the
scope of the present disclosure, and, therefore, are not to be
considered limiting, for the present disclosure may admit to
other equally effective embodiments, wherein:

[0016] FIG. 1 and FIG. 2 provide an example contact
center environment and are provided to illustrate a typical
computer-based enterprise architecture in which embodi-
ments in accordance with the present disclosure can be
implemented; and

[0017] FIG. 3 is a flowchart of an example method to
manage contacts in an omni-channel environment in accor-
dance with the principles of the present disclosure.

DETAILED DESCRIPTION

[0018] The term “a” or “an” entity refers to one or more
of that entity. As such, the terms “a” (or “an”), “one or
more,” and “at least one” may be used interchangeably
herein. It is also to be noted that the terms “comprising,”
“including,” and “having” may be used interchangeably.
[0019] The term “automatic” and variations thereof, as
used herein, refers to any process or operation done without
material human input when the process or operation is
performed. However, a process or operation may be auto-
matic, even though performance of the process or operation
uses material or immaterial human input, if the input is
received before performance of the process or operation.
Human input is deemed to be material if such input influ-
ences how the process or operation will be performed.
Human input that consents to the performance of the process
or operation is not deemed to be “material.”

[0020] In the present description, an “agent” and a
“resource” can both be used to describe a person working at
the contact center handling contacts. A contact center “cus-
tomer” refers to a company or entity that has products and/or
services for which the contact center provides support.
[0021] The term “computer readable medium” as used
herein refers to any tangible storage and/or transmission
medium that participates in storing and/or providing instruc-
tions to a processor for execution. Such a medium may take
many forms, including but not limited to, non-volatile
media, volatile media, and transmission media. Non-volatile
media includes, for example, NVRAM, or magnetic or
optical disks. Volatile media includes dynamic memory,
such as main memory. Common forms of computer readable
media include, for example, a floppy disk, a flexible disk,
hard disk, magnetic tape, or any other magnetic medium,
magneto-optical medium, a CD-ROM, any other optical
medium, punch cards, paper tape, any other physical
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medium with patterns of holes, RAM, PROM, EPROM,
FLASH-EPROM,; solid state medium like a memory card,
any other memory chip or cartridge, a carrier wave as
described hereinafter, or any other medium from which a
computer may read. A digital file attachment to email or
other self-contained information archive or set of archives is
considered a distribution medium equivalent to a tangible
storage medium. When the computer readable media is
configured as a database, it is to be understood that the
database may be any type of database, such as relational,
hierarchical, object-oriented, and/or the like. Accordingly,
the disclosure is considered to include a tangible storage
medium or distribution medium and prior art-recognized
equivalents and successor media, in which the software
implementations of the present disclosure are stored.
[0022] As used herein in connection with embodiments of
the present disclosure, the term “contact” refers to a com-
munication from a user or a customer. The communications
may be by way of any communications medium such as, but
not limited to, a telephone call, email, instant message, web
chat, and the like. The terms “user” and “customer” denote
a party external to the contact center and are used herein to
refer to the other party to a contact or a communications
session. A user or customer may include, for example, a
person having a commercial relationship with the contact
center or with a business represented by the contact center.
[0023] For each contact received by the contact center, a
computer of the contact center will instantiate a “contact
object,” which may comprise one or more variables, func-
tions, and data structures that represent the contact. Each
contact object comprises a number of attributes, which are
assigned values based on its corresponding contact. Each
contact object can also include pointers, links or references
to other data and/or attributes associated with its correspond-
ing contact. The contact object may be passed amongst the
different queues, databases, systems, software applications
and other computer-based resources of the contact center.
Each contact object may also include a forward reference to
another contact object and a backward reference to yet
another contact object. In this manner, a prioritized list, or
queue, of contact objects may be constructed.

[0024] The terms “determine,” “calculate,” and “com-
pute,” and variations thereof, as used herein, are used
interchangeably and include any type of methodology, pro-
cess, mathematical operation or technique.

[0025] The term “module” as used herein refers to any
known or later developed hardware, software, firmware,
artificial intelligence, fuzzy logic, or combination of hard-
ware and software that is capable of performing the func-
tionality associated with that element. Also, while the pres-
ent disclosure is described in terms of exemplary
embodiments, it should be appreciated that those individual
aspects of the present disclosure may be separately claimed.
[0026] The terms “switch,” “server,” “contact center
server,” or “contact center computer server” as used herein
should be understood to include a Private Branch Exchange
(PBX), an ACD system, an enterprise switch, or other type
of telecommunications system switch or server, as well as
other types of processor-based communications control
devices such as, but not limited to, media servers, comput-
ers, adjuncts, and the like. One or more embodiments of the
present disclosure may utilize Session Initiation Protocol
(SIP) as a communications protocol. SIP is a communica-
tions protocol that is known and described in Internet
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Engineering Task Force (IETF) Request For Comment
(RFC) 3261, the content of which is hereby incorporated by
reference in its entirety. SIP is an open signaling protocol for
establishing many kinds of real-time communications ses-
sions, such as voice, video, and/or instant messaging, and
may be used with other IETF protocols to build multimedia
architectures including Real-Time Transport Protocol
(RTP), Real-Time Streaming Protocol (RTSP), Media Gate-
way Control Protocol MEGACO), and the Session Descrip-
tion Protocol (SDP).

[0027] FIG. 1 and FIG. 2 provide an example contact
center environment and are provided to illustrate a typical
computer-based enterprise architecture in which embodi-
ments in accordance with the present disclosure can be
implemented.

[0028] FIG. 1 shows an exemplary embodiment of a
communications system 100 according to the present dis-
closure. The communications system 100 may comprise a
communications network 104 connecting components of a
contact center 102 via a communications link 106 to one or
more customer communication devices 108-1 to 108-M,
where M is an integer, M 1 (referred to herein collectively
as a customer communication device 108). Each customer
communication device 108 may be associated with a contact
or customer and may comprise, for example, a cellular
phone, computer, Personal Digital Assistant (PDA), digital
or analog phone, and the like. The communications network
104 may comprise any type of known communication
medium or collection of communication media and may use
any type of protocols to transport messages between end-
points. The communications network 104 may be packet-
switched and/or circuit-switched and may include wired
and/or wireless technologies.

[0029] The contact center 102 may comprise, for example,
a boundary device 124, a central contact center server 110,
a media server 122, one or more other servers 126, and a set
of data stores or databases 114. The additional servers 126
may include, for example, an Interactive Response unit
(IVR), a voice portal, a video call server, an email server,
and the like. Some or all of the components of the contact
center 102 may be interconnected by an internal network
142 such as a local area network (LAN) or WAN. One or
more of the components of the contact center 102 may also
be connected via one or more optional communications links
(not shown) to one or more other components of the contact
center 102.

[0030] Although depicted as separate servers and/or appli-
cations that are co-located with one another, it should be
appreciated that such a configuration of components is not
required. For example, some or all of the functions depicted
in FIG. 1 may be co-hosted and/or co-resident on a single
server and/or processor, e.g., the contact center server 110,
and/or two or more of the contact center 102 components
may be distributed and connected to one another over the
communication network 104, with the communications
between these components may be secured with tunneling
protocols or a Virtual Private Network (VPN; not shown). In
addition, although one central contact center server 110 is
depicted in FIG. 1, two or more servers 110 may be provided
in a single contact center 102 or across multiple separate
LANs 142 owned and operated by a single enterprise, but
separated by the communications network 154. Likewise,
two or more media servers 122 may be provided in the
contact center 102. In configurations where the contact
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center 102 includes two or more servers 110 and/or media
servers 122, each server 110, 122 may comprise similar
functionality, but may be provisioned for providing its
features to only a subset of all contact center users.

[0031] A customer associated with a customer communi-
cation device 108 may utilize the device 108 to generate and
transmit a communication, such as a telephone call, an email
message, an instant message (IM), an SMS message, etc.,
over the communications network 104, which is received as
a contact at the contact center 102. The contact may be
received at the boundary device 124, which maintains a
secure separation between the communication network 104
and the internal network 142 and facilitates communications
between the customer communication device 108 and the
contact center 102. The boundary device 124 may include
the functionality of one or more of a switch, a computer-
telephony integration (CTI) interface, a SIP gateway, a
security gateway, a firewall, a router, or the like. A boundary
device 124 comprising a SIP gateway may, for example,
connect with one or more SIP trunks from the communica-
tions network 104 and split incoming aggregate SIP traffic
into individual SIP sessions and aggregate the individual
outbound SIP sessions. The boundary device 124 may be
implemented as hardware such as via an adjunct processor
(as shown) or as a chip in the contact center server 110 (not
shown).

[0032] Following receipt at the contact center 102, a
contact object is instantiated for each contact as described
herein and the contact objects are distributed to a plurality of
resources 112-1 to 112-N, wherein N is an integer, N 1
(referred to collectively herein as resource 112). Each
resource 112 represents a processing resource of the contact
center 102 and may comprise completely automated
resources (e.g., processors, servers, or the like), human
resources utilizing communication devices (e.g., human
agents utilizing a computer, telephone, laptop, etc.), or any
other resource known to be used in a contact center 102. In
some embodiments, contact objects may be assigned to the
IVR (not separately labeled), a voice portal (not separately
labeled), or other component of the contact center 102 for
automated customer service processing prior to or simulta-
neous with assigning the contact object to a human resource
(e.g., a contact center agent). For example, the voice portal
and the IVR may work together to provide IVR services to
the contacts.

[0033] Each resource 112 may be associated with a
resource communication device (not shown), which may be
apacket-switched device such as a computer workstation, an
IP hardphone or softphone, a packet-based H.320 video
phone and conferencing unit, a packet-based voice messag-
ing and response units, a packet-based traditional computer
telephony adjunct, a peer-to-peer based communications
device, and/or any other suitable communications device.
These packet-switched devices may be SIP compatible. The
resource communication device may also comprise circuit-
switched devices that each correspond to one of a set of
internal extensions and may include, for example, wired and
wireless telephones, voice messaging and response units,
traditional computer telephony adjuncts, and any other suit-
able communications device.

[0034] With reference to FIG. 2, the contact center server
110 may further comprise a work assignment application
116, a routing engine 128, a work force management (WFM)
module 130, an analytics module 136, a customer relation-
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ship management (CRM) module 138, a correlation engine
140, and one or more database(s) 120. Although each of
these functions is depicted in FIG. 2 as residing on the
contact center server, it should be appreciated that one or
more of the functions, such as the routing engine 128, may
reside elsewhere and/or be executed by another server/
engine.

[0035] Each contact object may comprise one or more
work items and generally comprises at least a request for a
resource 112. The format of each work item may depend
upon the capabilities of the communication device 108 and
the format of the communication. In particular, work items
are logical representations within the contact center 102 of
work to be performed in connection with servicing a par-
ticular contact received at the contact center 102 (and more
specifically at the work assignment application 116). Work
items may be received at the work assignment application
116 from the customer communication devices 108 via one
or more customer communications lines or channels 200a to
200y (which may be one or more trunks, phone lines, etc.)
and maintained at the work assignment application 116, a
switch or server connected to the work assignment applica-
tion 116, or the like until a resource 112 is assigned to the
work item. As described below, the channels of the contact
center can comprise multiple different mediums such that an
interaction or contact may occur over multiple types of
channels. The work assignment application 116 comprises a
work assignment engine 118 that enables the work assign-
ment application 116 to make intelligent routing decisions
for work items. As used herein, assignment and/or routing of
a contact or contact object to a resource and association of
contact attributes with the contact or contact object are
intended to be synonymous with assignment and/or routing
of the work item(s) associated with the contact or contact
object to a resource and association of contact attributes with
the work item(s).

[0036] The work assignment engine 118 may determine
which of the plurality of processing resources 112 is quali-
fied and/or eligible to receive the work item and further
determine which of the plurality of processing resources 112
is best suited to handle the processing needs of the work
item. In situations of a work item surplus, the work assign-
ment engine 118 may also determine an optimal assignment
of a work item resource to a particular resource, e.g.,
resource 112-1. In some embodiments, the work assignment
engine 118 may be configured to achieve true one-to-one
matching by utilizing bitmaps/tables and other data struc-
tures. Following assignment of the resource 112-1 to a work
item, the work assignment application 116 passes the work
item to the routing engine 128 to connect the customer
communication device 108 that initiated the communication
with the assigned resource 112-1 via one of a plurality of
resource communications lines 204a to 204y (which may be
a voice-and-data transmission line such as a LAN 142 and/or
a circuit switched voice line).

[0037] The WFM module 130 may be configured to
manage the workforce of the contact center 102 (namely the
human resources 112). The WFM module 130 may comprise
a variety of functionalities, such as a forecasting engine 132
and a scheduling engine 134, that operate together to achieve
optimal management of the workforce. The forecasting
engine 132 may monitor current work item volume, current
resource availability/utilization, past work item volume, past
resource availability/utilization, estimated wait times, ser-
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vice levels, and other objectives and provides a forecast or
estimate of the work item volume and required staffing
levels in the contact center 102 for a desired shift period. For
example, the forecasting engine 132 may be configured to
monitor one or more Service Level Agreements (SLAs)
between the contact center 102 and one or more clients or
customers of the contact center 102 to ensure compliance
with the applicable SLA(s).

[0038] The scheduling engine 134 uses the information
provided by the forecasting engine to schedule human
agents, e.g., resources 112, to work in the contact center 102.
Additionally, the forecasting engine 132 may automatically
identify future resource availability issues (in the short-term
or long-term) and notify the scheduling engine 134, thereby
enabling the scheduling engine 134 to adjust the scheduling
of resources 112 as necessary. In some embodiments, the
forecasting engine 132 is capable of analyzing prior and
current contact center performance to determine if the
contact center 102 will require more or less resources 112 at
any particular time, e.g., the beginning or end of a calendar
month. The scheduling engine 134 may also be configured
to monitor schedule adherence, social media activity, and the
like, and the WFM module 130 may enable shift bidding,
schedule adjustments, work-at-home resource re-schedul-
ing, and the like.

[0039] The analytics module 136 may be utilized to track
trends and generate one or more reports that indicate agent
performance and overall performance of the contact center
102. In some embodiments, the analytics module 136 may
be configured to pull data stored in one or more databases
114, 120 and prepare the data in a human-readable format.
The database(s) 114, 120 may be configured to store infor-
mation about any or all components of the contact center 102
such as statistics related to the WFM module 130 (e.g.,
resource utilization, compliance with SLA agreements, com-
pliance with objectives, etc.), resource performance statis-
tics (e.g., Key Performance Indicators (KPIs)), and statistics
related to the WAE 118 (e.g., decisions per time period,
successful routing decisions, estimated wait time, etc.).
Advantageously, the analytics module 136 may be config-
ured to run one or more reports for predefined data auto-
matically at predefined intervals. The analytics module 136
may also be enabled to run ad-hoc reports based on inputs
received from a contact center administrator or manager.
Further still, the analytics module 136 may be configured to
run reports in response to a predetermined event or series of
events occurring in the contact center 102.

[0040] The CRM module 138 may be configured to collect
and manage historical customer information, current cus-
tomer information, information related to interactions
between a customer and a contact center 102, customer
preferences, customer purchase history, customer return
history, customer aliases (e.g., in social media networks),
and the like. Such information may be stored and maintained
in one or more of the database(s) 114, 120. The CRM
module 138 may be utilized to help the contact center 102
provide a more robust and personalized customer service
experience. In some embodiments, the CRM module 138
may retrieve desired CRM information from the database(s)
114, 120 to enable one of the resources 112 to more
efficiently process a work item for a returning or known
customer. For example, when a work item is received in a
contact center 102 and the work item is associated with a
customer having historical information stored as CRM infor-
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mation in one of the databases 114, 120, the CRM module
138 may retrieve some or all of the CRM information and
provide the retrieved information to a resource 112, thereby
enabling the resource 112 to provide a more personalized
service to the customer.

[0041] In some embodiments, the contact center server
110 and its various functionalities may be configured to
administer and make work assignment decisions in a queue-
less contact center, as described in U.S. Pat. No. 8,634,543,
the entire contents of which is hereby incorporated herein by
reference.

[0042] In other embodiments, the server 110 may be
configured to execute work assignment decisions in a tra-
ditional queue-based (or skill-based) contact center, as
described in U.S. Pat. No. 8,234,141, the entire contents of
which is hereby incorporated herein by reference. Skill-
based contact centers may maintain a resource profile, which
includes information related to each resource’s skills, level
(s) of skill expertise, and training, as well as metrics asso-
ciated with a plurality of work items serviced by the resource
for each resource skill (e.g., contact type, duration, and
resolution, ratings from the customer and/or a supervisor,
etc.). The resource profiles may be stored, for example, in
one or more contact center database(s) (e.g., 114, 120 in
FIGS. 1 and 2). This resource information is used to assign
each resource to one or more skill groups or resource queues
(not shown). When a new contact is received at a skill-based
contact center, information about the contact is determined,
such as the customer’s identity and current needs, customer
value, and the resource skill that is required for the proper
handling of the contact, and this information, along with
additional data such as current contact center queue lengths,
is used to assign each new contact to a work item queue (not
shown). Some of the information related to the one contact
may be maintained in a customer profile, which may also be
stored, for example, in one or more contact center database
(s) (e.g., 114, 120 in FIGS. 1 and 2). Contacts are assigned
to resources based on a comparison of the resource skill
required to service the contact and the skillset(s) of each
resource. Other servers and applications 150 may also be
provided within the contact center.

[0043] In further embodiments, the server 110 and its
various functionalities are configured to execute work
assignment decisions in an attribute-based contact center,
such as a contact center using the Avaya Oceana™ Solution.
Similar to a skill-based contact center, attribute-based con-
tact centers gather information about customers and assign
each contact to a resource based on matching between
customer and resource data. However, attribute-based
matching provides a match based on a plurality of individual
attributes of the contact and the resource, as opposed to
matching based on a single “skill” assigned to the contact in
a traditional skill-based setting. Attribute-based matching
provides more details about the contacts and delivers a
greater degree of granularity than traditional skill-based
matching, which permits more accurate forecasting of future
needs.

[0044] As shown in FIG. 2, the contact center manage-
ment system 128 can incorporate a processor 130 which
manages several records and subsystems required to operate
the contact center 110 in a known manner, including a record
of available agent resources 132, a queue management
subsystem 134, a workflow management subsystem 136
(which determine the steps involved in treating a contact
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such as routing to IVR 122, allocation to a queue 134, and
allocation to an available agent 120), and a dynamically
updated contact record 138 of contacts which are currently
live at the contact center. The latter record may also include
historical records of contacts which have been terminated.
The processor 130 has access to a memory 140 as part of an
overall implementation within a computer system.

[0045] Returning to FIG. 1, the contact center 110 can thus
operate in a conventional mode, receiving contacts from
users outside the contact center, such as a contact from a
mobile phone 142 via a cellular phone network connected to
the Internet 114, or a contact from a computer user 146 (who
may communicate using telephony, instant messaging,
email, interaction with a web server, or in any other suitable
manner), or from telephone callers 148,150 connected to the
PSTN 116 or to the Internet 114.

[0046] When a contact is received at the gateway 112, a
new contact record is created in the contact record area 138,
and the contact center management system 128 can then
route the communications session associated with the con-
tact to the various resources of the contact center 110 in
accordance with the workflows 136, such as by using an IVR
session 122 to deduce the nature of the contact and the
skillsets required to handle it, allocating the contact to a
suitable queue 134, and when an agent 120 is available to
handle the contact, placing the agent in communication with
the contact. The contact center 110 will also generally
incorporate further components which are conventional and
typical such as a call recording mechanism, conferencing
mechanisms, supervisor functionality, statistics and records,
etc., none of which are shown for conciseness.

[0047] Currently in omni-channel contact centers, there
are many different channels such as audio, video, chat, SMS
etc. available for the customers to use. Thus, a customer may
select a channel initially to begin an interaction with a
contact center. Additionally, a contact center may have a
website and try to show the waiting times of all channels on
that website to show the response time customers can expect
for each channel. But often, a customer may not be able to
determine the most suitable channel for a specific problem
for which they are contacting because the customer is not
aware of the contact center agent skills, or waiting time for
specific queues. So though the estimated wait time for a
particular channel on an average may be low, the customer
might have used a less preferred channel for that issue that
may have more waiting time because of a lesser number of
skilled agents on that channel.

[0048] For example, in one scenario, a customer may
make a call to the contact center via one of multiple
available communication channels. However, the context
history collected by the contact center may indicate that
similar queries have been answered more satisfactorily via
an alternate channel than the one the customer selected. For
example, the alternate, or preferable, channel may have
better skilled agents available for this particular query at that
moment or may have a relatively less waiting time on that
particular channel. Conventionally, even in those instances,
the interaction with the contact center will likely proceed
with the channel through which the customer initiated the
contact. As such, the contact may result in a) the contact not
being provided with the best channel, from amongst the
plurality of available channels, to resolve the query, b) the
context information not being used to the fullest extent to
resolve the customer’s issue, ¢) the customer experiencing a



US 2020/0351403 Al

greater-than-needed waiting time, or d) the customer engag-
ing an agent other than a better skilled agent available on
another channel.

[0049] Channel selection in an omni-channel environment
can take into account factors such as the current call context,
the best available skilled agent available to answer the query
across the different channels, the average wait time for all
available channels at that moment, or the best channel which
has resolved similar queries in the past. Embodiments in
accordance with the principles of the present disclosure
consider one or more of those identified factors when
determining whether or not to assign an incoming contact to
a communication channel different than the one the cus-
tomer may have initially selected and to which the incoming
contact was already queued.

[0050] So, determining the preferable or best channel
based on a query or contact context wherein the customer’s
query can be resolved most satisfactorily by a best skilled
available agent at that particular point of time (across the
multiple available channels) with minimal or no waiting
time and at the same time, from the contact center perspec-
tive, utilize the agent’s time most efficiently is beneficial
over conventional techniques for handling a contact that
arrives (and is queued) via one communication channel from
among a plurality of available communication channels.

[0051] Embodiments in accordance with the principles of
the present disclosure contemplate determining a preferable
or best suitable channel dynamically for handling an inter-
action when a customer contacts a contact center using a first
communication channel such that the customer is on a
queued state, in a queue associated with the first communi-
cation channel, and before the customer starts interacting
with an agent on the first channel.

[0052] In the case of an omni-channel contact center with
various channels available, the computer system, or server,
of the contact center is in a position to determine how the
customer query can be resolved in a preferable or best
possible way by considering a combination of various
factors. The contact center server can determine the most
suitable channel, from among a plurality of available com-
munication channels, for a customer interaction in which the
customer has initially selected a first communication chan-
nel for the interaction. Using the queueing and channel
selection techniques described above with respect to the
contact server and work assignment engine, the incoming
contact can be assigned to one of the available communi-
cation channels.

[0053] When a customer calls or contacts a contact center
via their preferred channel, the contact center computer can
evaluate various factors related to that interaction to deter-
mine if there may be a different channel that is preferable to
which the contact may be assigned. By way of example,
some of the factors that may be evaluated include a) the
current call context, b) the customer’s chosen channel, ¢) the
capabilities of the calling device of the customer (e.g.,
landline, smartphone, computer, etc.), d) the best available
skilled agent available to answer the query across the
different channels (this can be determined based on histori-
cal customer comments and/or performance metrics col-
lected by the contact center), ¢) the average wait time for all
available channels at that moment, and f) the best channel
which has resolved similar queries in the past (again, this
can be determined from past customer surveys or from
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quality metrics collected by the contact center such as
first-call resolution, call resolution time, and customer feed-
back).

[0054] As an example, the context of the call can provide
an appropriate reason as to why the customer has called. The
context can be derived from the IVR prompt responses given
by the customer or can also be derived with ASR techniques
where, for example, the customer could be directly asked for
what issue they have called. Thus, the context can help the
contact center computer to determine the reason for the call
and attributes of the call. That will help to map the current
call to more appropriate skills and agents and hence the
channel can be selected by the contact center computer
based on availability of those skills and agents.

[0055] Based on the above factors, the contact center
computer can, after collecting initial information about the
customer and the customer’s query, determine a preferable
communication channel for the customer and suggest the
best or preferable channel to have the query resolved, both
satisfactorily and/or in a minimum possible time. Here the
customer will be queued initially in a queue associated with
the first channel that the customer uses to contact the contact
center but may be moved, by the contact center computer, or
assigned to a second communication channel that is prefer-
able for handling the customer’s query. Assigning the con-
tact to a different channel may occur automatically without
requiring consent of the customer. However, in some
embodiments, the customer is informed of the second,
preferable channel and asked whether or not they would like
their contact or query to be assigned to that preferable
channel. When a customer’s contact or query is assigned to
the second or preferable communication channel, then that
contact is moved so as to be queued in a queue that is
associated with the second communication channel. In that
process, the contact may be de-queued from the first queue
to which it was assigned by the work assignment engine or
an application with similar functionality.

[0056] For determining a current call or contact context,
interactive voice response (IVR) prompts or automated
speech recognition (ASR) techniques can be used. For
communication channels other than a voice call, equivalent
techniques can be used to analyze the initial context of the
contact to determine the nature of the customer and the
customer’s query. Once the mandatory inputs are ready the
contact center server can start the calculations which will
determine the suitable or preferable channel for the custom-
er’s query. One of ordinary skill will recognize that there are
many different factors that can be considered and that each
factor can be given a different level of importance (or
weight). Thus, the factors can be combined in various ways
to create a score or value that is indicative of which channel
may be a preferred or best channel to which a customer’s
query or contact should be assigned. Furthermore, the dif-
ferent available channels can each be assigned a score or
value so that a ranked list of channels can be generated. The
customer can be presented with the ranked list, a portion of
the ranked list, or just the preferred channel and asked
whether or not they would like to be assigned to a different
channel than the one they initially selected for contacting the
contact center.

[0057] By way of example, and not intended to limit
embodiments of the present invention, to determine a pref-
erable channel the contact center server can consider factors,
such as:
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[0058] a) Current call context—e.g., query of amount
debited from the account, but beneficiary account not cred-
ited (as mentioned above, the context can be derived, for
example, by using ASR (Automatic speech recognition)
techniques where the customer directly mentions the
abstract of the issue when prompted by the system. For
example, a customer may say “1 made a deposit two days
ago but it appears not to have been credited yet”. In
response, the contact center server can look for the skills or
agents who have handled similar issues in the past;

[0059] b) Customer chosen channel—e.g., video;

[0060] c¢) Capabilities of the calling device of the cus-
tomer.—Smart phone which is capable of both audio and
video as opposed to a conventional landline, for example,
capable of only audio (thus, the contact center server can
avoid identifying a channel for which the calling device
might not have capabilities to handle);

[0061] d) Best available skilled agent available to answer
the query across the different channels—e.g., based on
historical contact center metrics the agent for this query is
available via the audio channel;

[0062] e) Average wait time for all available channels at
that moment—e.g., the shortest projected or estimated wait
time is the audio channel (each channel can be ranked from
shortest to longest wait time); and

[0063] f) Based on historical contact center metrics, which
channel has most effectively resolved similar queries in the
past (each channel can be ranked from most effective to least
effective).

[0064] Based on a combination of one or more of the
above factors, a customer initially queued based on the
channel with which they contacted the contact center can be
provided with queue announcements asking if they would
like to switch to a preferable channel (e.g., do they want to
switch from a video channel to an audio channel) for this call
or contact.

[0065] Once the customer agrees to switch the channel,
signaling methods within the contact center server can be
used to switch the channel. For example, changes in SDP
properties can be used to switch in between audio and video.
As known to one of ordinary skill in the art, SDP refers to
session description protocol and is part of SIP messaging.
SDP is used to advertise details about a media stream during
VOIP calls initialization. So, in this instance, by using SDP
headers in the SIP INVITE/REINVITE, contact center
server can change the channel like audio to video etc. If the
first channel that the customer used and the preferable or
best channel that the customer subsequently selects use
different protocols like audio and chat, then the contact
center server can disconnect the first channel and send the
customer, for example, a web chat link to the customer’s
smart phone.

[0066] In some instances. the preferred channel and cus-
tomer’s initially selected channel may be the same. If so, the
call or contact can continue on the same channel as usual and
if desired the customer can be given, by the contact center
server, an indication that they have called on the best
suitable channel for the issue or context of their query.
Doing so provides the customer with confidence that their
query is being handled in an efficient manner.

[0067] In addition to voice, audio, chat, SMS, and web
based communication channels, by way of other examples,
the customer’s initially selected channel (or the determined
preferable communication channel) can include use of Mul-
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timedia Messaging Services (MMS) and/or Rich Commu-
nication Services (RCS) such as messages from social media
networks (e.g., Twitter, Facebook, WhatsApp, kik, etc.). As
one example, an incoming contact or query may arrive via
one of these channels to typically be routed to an automated
bot that uses artificial intelligence to attempt to handle the
contact. In some instances in which the bot is unable to
satisfactorily answer the customer’s question(s), the contact
center server can select a different, preferable communica-
tion channel in which a live agent can participate, such as an
audio call, video call, or other type of messaging service. For
example, the automated bot can ask the customer for contact
information with which the live agent can initiate contact
with the customer using a different communication channel.
Alternatively, the original communication channel may be
maintained but the live agent is added into the communica-
tion channel to replace the automated bot. As described
herein, the changing of the channel assignment may be
performed automatically or the customer may be presented
with a choice of available channels to select from in order to
have some control of how the contact is reassigned to
another communication channel.

[0068] FIG. 3 is a flowchart of an example method to
manage contacts in an omni-channel environment in accor-
dance with the principles of the present disclosure. The
flowchart depicts a computer-implemented method in a
contact center that begins, in step 302, with a computer of
the contact center receiving an incoming contact via a first
communication channel, wherein, because the contact center
is an omni-channel contact center, the incoming contact is
assignable to a plurality of available communication chan-
nels. However, initially in step 304, the computer queues the
incoming contact in a first queue associated with the first
communication channel. As explained above, the contact
center server has a number of different queues in which a
contact may be queued. In particular, each available com-
munication channel in the omni-channel contact center may
have its own respective, associated queue in which contacts
for that particular channel can be queued when the contact
is assigned to that communication channel.

[0069] Even though the contact is initially queued in the
queue associated with the first communication channel, the
contact center computer or server can determine, in step 306,
a preferable communication channel from among the plu-
rality of communication channels and the first communica-
tion channel. As explained above, a number of factors can be
used to determine which communication channel in the
omni-channel contact center is preferable as compared to the
other channels. A contact center computer can be pro-
grammed to assign weights to different factors such that for
some contact centers a shortest wait time may be more
important than the best available agent or the (historically)
most effective channel. To help in this determination, the
contact center computer can collect context-related infor-
mation about the customer, the communications mode of the
customer, and the subject of the customer’s query. Regard-
less of the precise manner in which the factors are consid-
ered and weighted, the contact center computer determines
if the first communication channel or one of the other
available communication channels is preferable for the
incoming contact. Thus, in some instances the respective
capabilities of the agents that are currently available (or will
be available in a predetermined time period) to handle a
contact may be used to determine which channel to assign or
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re-assign the contact to and in other instances the channel
with the shortest estimated wait time is used to determine
which channel to assign or re-assign the contact to.

[0070] In step 308, the contact center computer deter-
mines, when the preferable communication channel is one of
the plurality of communication channels other than the first
communication channel, whether to assign the incoming
contact to the preferable communication channel. As men-
tioned above, the contact center computer may automati-
cally assign the contact to the preferable communication
channel and move the contact into a queue associated with
that preferable communication channel. However, the con-
tact center computer may, alternatively, provide an
announcement to the customer that informs the customer,
via a customer device, that a different communication chan-
nel is preferable over the first communication channel and
inquires from the customer whether or not the customer
would like to be assigned to the preferable communication
channel. If the customer agrees, then the contact can be
assigned and queued to the preferable communication chan-
nel. Otherwise, the contact can remain assigned and queued
with the first communication channel.

[0071] In some instances, the first communication channel
may also be the preferable communication channel. Thus,
the contact center computer can transmit to a user device
associated with the incoming contact an indication that the
first communication channel is the preferable communica-
tion channel. By way of example, the plurality of commu-
nication channels and the first communication channel can
include at least two of a short message service, a chat
service, an audio channel, a video channel, a social media
channel, or a web-based channel.

[0072] The flowchart and block diagrams in the Figures
illustrate the architecture, functionality, and operation of
possible implementations of systems, methods and computer
program products according to various aspects of the present
disclosure. In this regard, each block in the flowchart or
block diagrams may represent a module, segment, or portion
of code, which comprises one or more executable instruc-
tions for implementing the specified logical function(s). In
addition, while the flowcharts have been discussed and
illustrated in relation to a particular sequence of events, it
should be appreciated that changes, additions, and omissions
to this sequence may occur without materially affecting the
operation of the disclosure. For example, two blocks shown
in succession may, in fact, be executed substantially con-
currently, or the blocks may sometimes be executed in the
reverse order, depending upon the functionality involved. It
will also be noted that each block of the block diagrams
and/or flowchart illustration, and combinations of blocks in
the block diagrams and/or flowchart illustration, may be
implemented by special purpose hardware-based systems
that perform the specified functions or acts, or combinations
of special purpose hardware and computer instructions.
[0073] As will be appreciated by one skilled in the art,
aspects of the present disclosure may be illustrated and
described herein in any of a number of patentable classes or
context including any new and useful process, machine,
manufacture, or composition of matter, or any new and
useful improvement thereof. Accordingly, aspects of the
present disclosure may be implemented entirely hardware,
entirely software (including firmware, resident software,
micro-code, etc.) or combining software and hardware
implementation that may all generally be referred to herein
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as a “circuit,” “module,” “component,” or “system.” Fur-
thermore, aspects of the present disclosure may take the
form of a computer program product embodied in one or
more computer readable media having computer readable
program code embodied thereon.

[0074] Any combination of one or more computer read-
able media may be utilized. The computer readable media
may be a computer readable signal medium or a computer
readable storage medium. A computer readable storage
medium may be, for example, but not limited to, an elec-
tronic, magnetic, optical, electromagnetic, or semiconductor
system, apparatus, or device, or any suitable combination of
the foregoing. More specific examples (a non-exhaustive
list) of the computer readable storage medium would include
the following: a portable computer diskette, a hard disk, a
random access memory (RAM), a read-only memory
(ROM), an erasable programmable read-only memory
(EPROM or Flash memory), an appropriate optical fiber
with a repeater, a portable compact disc read-only memory
(CD-ROM), an optical storage device, a magnetic storage
device, or any suitable combination of the foregoing. In the
context of this document, a computer readable storage
medium may be any tangible medium that may contain, or
store a program for use by or in connection with an instruc-
tion execution system, apparatus, or device.

[0075] A computer readable signal medium may include a
propagated data signal with computer readable program
code embodied therein, for example, in baseband or as part
of a carrier wave. Such a propagated signal may take any of
a variety of forms, including, but not limited to, electro-
magnetic, optical, or any suitable combination thereof. A
computer readable signal medium may be any computer
readable medium that is not a computer readable storage
medium and that may communicate, propagate, or transport
a program for use by or in connection with an instruction
execution system, apparatus, or device. Program code
embodied on a computer readable signal medium may be
transmitted using any appropriate medium, including but not
limited to wireless, wireline, optical fiber cable, RF, etc., or
any suitable combination of the foregoing.

[0076] Computer program code for carrying out opera-
tions for aspects of the present disclosure may be written in
any combination of one or more programming languages,
including an object oriented programming language such as
JAVA, SCALA, SMALLTALK, EIFFEL, JADE, EMER-
ALD, C++, CII, VB.NET, PYTHON or the like, conven-
tional procedural programming languages, such as the “c”
programming language, VISUAL BASIC, FORTRAN 2003,
PERL, COBOL 2002, PHP, ABAP, dynamic programming
languages such as PYTHON, RUBY, and GROOVY, or
other programming languages. The program code may
execute entirely on the user’s computer, partly on the user’s
computer, as a stand-alone software package, partly on the
user’s computer and partly on a remote computer or entirely
on the remote computer or server. In the latter scenario, the
remote computer may be connected to the user’s computer
through any type of network, including a LAN or WAN, or
the connection may be made to an external computer (for
example, through the Internet using an Internet Service
Provider) or in a cloud computing environment or offered as
a service such as a Software as a Service (SaaS).

[0077] Aspects of the present disclosure are described
herein with reference to flowchart illustrations and/or block
diagrams of methods, apparatuses (systems) and computer
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program products according to embodiments of the disclo-
sure. It will be understood that each block of the flowchart
illustrations and/or block diagrams, and combinations of
blocks in the flowchart illustrations and/or block diagrams,
may be implemented by computer program instructions.
These computer program instructions may be provided to a
processor of a general purpose computer, special purpose
computer, or other programmable data processing apparatus
to produce a machine, such that the instructions, which
execute via the processor of the computer or other program-
mable instruction execution apparatus, create a mechanism
for implementing the functions/acts specified in the flow-
chart and/or block diagram block or blocks. Alternatively, a
symmetric multiprocessor (SMP) system or other configu-
ration including a plurality of processors may be used.

[0078] These computer program instructions may also be
stored in a computer readable medium that when executed
may direct a computer, other programmable data processing
apparatus, or other devices to function in a particular man-
ner, such that the instructions when stored in the computer
readable medium produce an article of manufacture includ-
ing instructions which when executed, cause a computer to
implement the function/act specified in the flowchart and/or
block diagram block or blocks. The computer program
instructions may also be loaded onto a computer, other
programmable instruction execution apparatus, or other
devices to cause a series of operational steps to be performed
on the computer, other programmable apparatuses or other
devices to produce a computer-implemented process such
that the instructions that execute on the computer or other
programmable apparatus provide processes for implement-
ing the functions/acts specified in the flowchart and/or block
diagram block or blocks.

[0079] While the exemplary embodiments illustrated
herein show the various components of the system collo-
cated, certain components of the system may be located
remotely, at distant portions of a distributed network, such as
a LAN and/or the Internet, or within a dedicated system.
Thus, it should be appreciated, that the components of the
system may be combined in to one or more devices, such as
a switch, server, and/or adjunct, or collocated on a particular
node of a distributed network, such as an analog and/or
digital telecommunications network, a packet-switch net-
work, or a circuit-switched network. It will be appreciated
from the preceding description, and for reasons of compu-
tational efficiency, that the components of the system may be
arranged at any location within a distributed network of
components without affecting the operation of the system.
For example, the various components may be located in a
switch such as a PBX and media server, gateway, in one or
more communications devices, at one or more users’ prem-
ises, or some combination thereof. Similarly, one or more
functional portions of the system could be distributed
between a telecommunications device(s) and an associated
computing device.

[0080] Furthermore, it should be appreciated that the vari-
ous links connecting the elements may be wired or wireless
links, or any combination thereof, or any other known or
later developed element(s) that is capable of supplying
and/or communicating data to and from the connected
elements. These wired or wireless links may also be secure
links and may be capable of communicating encrypted
information. Transmission media used as links, for example,
may be any suitable carrier for electrical signals, including
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coaxial cables, copper wire, and fiber optics, and may take
the form of acoustic or light waves, such as those generated
during radio-wave and infra-red data communications.

[0081] A number of variations and modifications of the
disclosure may be used. It would be possible to provide for
some features of the disclosure without providing others.
For example, in one alternative embodiment, the systems
and methods of this disclosure may be implemented in
conjunction with a special purpose computer, a programmed
microprocessor or microcontroller and peripheral integrated
circuit element(s), an ASIC or other integrated circuit, a
digital signal processor, a hard-wired electronic or logic
circuit such as discrete element circuit, a programmable
logic device or gate array such as PLD, PLA, FPGA, PAL,
special purpose computer, any comparable means, or the
like. In general, any device(s) or means capable of imple-
menting the methodology illustrated herein may be used to
implement the various aspects of this disclosure. Exemplary
hardware that may be used for the present disclosure
includes computers, handheld devices, telephones (e.g., cel-
Iular, Internet enabled, digital, analog, hybrids, and others),
and other hardware known in the art. Some of these devices
include processors (e.g., a single or multiple microproces-
sors), memory, nonvolatile storage, input devices, and out-
put devices. Furthermore, alternative software implementa-
tions including, but not limited to, distributed processing or
component/object distributed processing, parallel process-
ing, or virtual machine processing may also be constructed
to implement the methods described herein.

[0082] Although the present disclosure describes compo-
nents and functions implemented in the embodiments with
reference to particular standards and protocols, the disclo-
sure is not limited to such standards and protocols. Other
similar standards and protocols not mentioned herein are in
existence and are considered to be included in the present
disclosure. Moreover, the standards and protocols men-
tioned herein and other similar standards and protocols not
mentioned herein are periodically superseded by faster or
more effective equivalents having essentially the same func-
tions. Such replacement standards and protocols having the
same functions are considered equivalents included in the
present disclosure.

[0083] While the foregoing is directed to embodiments of
the present disclosure, other and further embodiments of the
present disclosure may be devised without departing from
the basic scope thereof. It is understood that various embodi-
ments described herein may be utilized in combination with
any other embodiment described, without departing from the
scope contained herein. Further, the foregoing description is
not intended to be exhaustive or to limit the present disclo-
sure to the precise form disclosed. Modifications and varia-
tions are possible in light of the above teachings or may be
acquired from practice of the present disclosure.

What is claimed is:

1. A computer-implemented method in a contact center,
comprising:
receiving, by a computer of the contact center, an incom-
ing contact via a first communication channel, the
incoming contact assignable to a plurality of available
communication channels;

queueing, by the computer, the incoming contact in a first
queue associated with the first communication channel;
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determining, by the computer, a preferable communica-
tion channel from among the plurality of communica-
tion channels and the first communication channel; and
when the preferable communication channel is one of the
plurality of communication channels, determining
whether to assign the incoming contact to the prefer-
able communication channel.
2. The method of claim 1, further comprising:
assigning, by the computer, the incoming contact to the
preferable communication channel; and
after assigning the incoming contact with the preferable
communication channel, moving, by the computer, the
contact into a second queue associated with the pref-
erable communication channel.
3. The method of claim 1, further comprising:
before assigning the incoming contact to the preferable
communication channel:
informing, by the computer, a user device associated
with the incoming contact about the preferable com-
munication channel;

receiving, by the computer, an indication from a user
device to change to the preferable communication
channel or to remain assigned to the first communi-
cation channel.

4. The method of claim 3, further comprising:

when the indication is to remain assigned to the first
communication channel, maintaining assignment of the
incoming contact to the first communication channel.

5. The method of claim 1, further comprising:

when the preferable communication channel is the first
communication channel, maintaining assignment of the
incoming contact to the first communication channel.

6. The method of claim 5, further comprising:

transmitting to a user device associated with the incoming
contact an indication that the first communication chan-
nel is the preferable communication channel.

7. The method of claim 1, wherein the plurality of
communication channels and the first communication chan-
nel comprise at least two of a short message service, a chat
service, an audio channel, a video channel, a social media
channel, a multimedia messaging service communication
channel, a rich communication service communication
channel, or a web-based channel.

8. The method of claim 1, further comprising:

disconnecting the incoming contact from the first com-
munication channel; and

sending to a user device associated with the incoming
contact a link to connect with the preferable commu-
nication channel.

9. The method of claim 1, wherein the preferable com-
munication channel is determined based upon relative wait
times associated with each of the first communication chan-
nel and the plurality of communication channels.

10. The method of claim 1, wherein the preferable com-
munication channel is determined based on capabilities of a
plurality of agents available to handle the incoming contact.

11. A system of a contact center comprising:

a memory device, storing executable instructions;

a processor in communication with the memory device,
the processor when executing the executable instruc-
tions:
receives an incoming contact via a first communication

channel, the incoming contact assignable to a plu-
rality of available communication channels;
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queues the incoming contact in a first queue associated
with the first communication channel;

determines a preferable communication channel from
among the plurality of communication channels and
the first communication channel; and

when the preferable communication channel is one of
the plurality of communication channels, determines
whether to assign the incoming contact to the pref-
erable communication channel or maintain assign-
ment to the first communication channel.

12. The system of claim 11, wherein the processor when
executing the executable instructions:

assigns the incoming contact to the preferable communi-

cation channel; and

after assigning the incoming contact with the preferable

communication channel, moves the contact into a sec-
ond queue associated with the preferable communica-
tion channel.

13. The system of claim 11, wherein the processor when
executing the executable instructions:

before assigning the incoming contact to the preferable

communication channel:

informs a user device associated with the incoming
contact about the preferable communication channel;
and

receives an indication from the user device to change to
the preferable communication channel or to remain
assigned to the first communication channel.

14. The system of claim 13, wherein the processor when
executing the executable instructions:

maintains assignment of the incoming contact to the first

communication channel when the indication is to
remain assigned to the first communication device.

15. The system of claim 11, wherein the processor when
executing the executable instructions:

maintains assignment of the incoming contact to the first

communication channel when the preferable commu-
nication channel is the first communication channel.

16. The system of claim 15, wherein the processor when
executing the executable instructions:

transmits to a user device associated with the incoming

contact an indication that the first communication chan-
nel is the preferable communication channel.

17. The system of claim 11, wherein the plurality of
communication channels and the first communication chan-
nel comprise at least two of a short message service, a chat
service, an audio channel, a video channel, a social media
channel, a multimedia messaging service communication
channel, a rich communication service communication
channel, or a web-based channel.

18. The system of claim 11, wherein the processor when
executing the executable instructions:

disconnects the incoming contact from the first commu-

nication channel; and

sends to a user device associated with the incoming

contact a link to connect with the preferable commu-
nication channel.

19. The system of claim 11, wherein the preferable
communication channel is determined based upon relative
wait times associated with each of the first communication
channel and the plurality of communication channels.
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20. The system of claim 11, wherein the preferable
communication channel is determined based on capabilities
of a plurality of agents available to handle the incoming
contact.
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