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(54) Title: INTENT-DRIVEN CONTACT CENTER

Receiving a communication from a user device, wherein the communication
includes one or more words, and wherein the communication is received in natural
language
805

!

Parsing the communication ta identify ane or mare operative words of the one or
mare words, wherein the one or more operative words are related tc an action
available to a user of the user device
810

Identifying a pre-defined intent associated with the one or more operative words,
wherein the pre-defined intent defines the action available to the user of the user
device
815
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Facilitating annotation of the pre-defined intent, wherein annotation defines a
quality of an association between the communication and the pre-defined intent
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Retrieving one or more agent profiles, wherein the one or more agent profiles are
each associated with an agent and a terminal device
825

|

Selecting an agent profile of the one or more agent profiles, wherein the agent profile is
selected based on a correlation of the agent profile to the pre-defined intent ard the
quality of the association between the communication and the pre-defined intent
830

'

Routing the communication, wherein when the communication is received at the
terminal device associated with the agent profile, execution of the action is
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(57) Abstract: The present disclosure relates generally to providing an intent-driven contact center. The contact center according to
some embodiments analyzes intents to determine to which device or agent to route a communication. The analyzed intent information
can also be used to formulate reports and analyze the accuracy of the identified intents with respect to the received communication.
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