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1300

STORING A WORKLOAD MODEL FOR A SET OF ANALYSIS ELEMENTS
ASSOCIATED WITH USER COMMUNICATIONS, WHEREIN THE SET OF
ANALYSIS ELEMENTS ARE ASSOCIATED WITH A MEASUREMENT OF
WORKLOAD
1305

RECEIVING AN INCOMING REQUEST FOR A USER COMMUNICATION,
THE INCOMING REQUEST INCLUDING INFORMATION REGARDING ONE
OR MORE ANALYSIS ELEMENTS OF THE SET OF ANALYSIS ELEMENTS

1310

IDENTIFYING A WORKLOAD MEASUREMENT FOR THE USER
COMMUNICATION BASED ON COMPARING THE INCOMING REQUEST
TO THE WORKLOAD MODEL
1315

IDENTIFYING AN AGENT THAT IS AVAILABLE TO HANDLE THE USER
COMMUNICATION, WHEREIN THE AGENT IS IDENTIFIED AS
AVAILABLE BASED ON A CURRENT WORKLOAD CAPACITY FOR THE
AGENT AND THE WORKLOAD MODEL INDICATING THE AGENT AS
HAVING THE CURRENT WORKLOAD CAPACITY TO HANDLE A
WORKLOAD INDICATED BY THE WORKLOAD MEASUREMENT
1320

ACTIVATING AN COMMUNICATION SLOT FOR THE AGENT, THE
COMMUNICATION SLOT DEFINED BASED ON THE WORKLOAD
MEASUREMENT
1325

ROUTING THE INCOMING REQUEST TO THE AGENT

1330

SETTING THE CURRENT WORKLOAD CAPACITY FOR THE AGENT
BASED ON THE WORKLOAD MEASUREMENT
1335

FIG. 13




WO 2020/219813

16 /16

142

o
ol
e
agT——

1406

o
'Hs;:j-'
N

PCT/US2020/029723

FIG. 14



