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SCHEDULED RETURN TO QUEUE WITH
PRIORITY (SRQP)

RELATED APPLICATION(S)

This patent application claims priority under 35 U.S.C.
§119(e) of the co-pending, co-owned U.S. Provisional
Patent Application Ser. No. 60/404,076, filed Aug. 16, 2002,
and entitled “YOSEMITE ARCHITECTURE SPECIFICA-
TION.” The U.S. Provisional Patent Application Ser. No.
60/404,076, filed Aug. 16, 2002, and entitled “YOSEMITE
ARCHITECTURE SPECIFICATION” is also hereby incor-
porated by reference in its entirety.

The co-pending, co-owned and co-filed United States
patent application Ser. No. 10/327,360, filed Dec. 20, 2002,
and entitled “REMOTE AGENT ACCESS METHOD TO A
VOIP CONTACT CENTER WHERE HIGH QOS IS NOT
SUPPORTED is also hereby incorporated by reference in
its entirety.

FIELD OF THE INVENTION

The present invention relates generally to the field of
Contact Centers. More specifically, the present invention
relates to the field of call queue management and priority
designation.

BACKGROUND OF THE INVENTION

In Contact Centers, oftentimes the incoming contact will
be required to hold for excessively long periods of time,
leading to customer dissatisfaction. Generally, there are
limits to the amount of time a person will remain on hold
without becoming upset about the opportunity cost of their
time spent holding. When they are subsequently connected
to an agent, the frustration of being on hold will often taint
the whole customer experience and is very wearing on the
agents as well. Also, if the contact is accessing the Contact
Center by a toll free call, there is significant telephony
expense to support that contact while on hold. While the
contact is on hold, they must remain on the telephone. If the
telephone is a corded model, their ability to do other tasks
is restricted. Additionally, regular announcements to the
effect of “please continue holding, we will be with you
soon,” become a distraction to other work the contact is
attempting to do while on hold. The contact on hold may
also be irritated by the choice of music or advertising that is
played to indicate that the connection to the Contact Center
is still present.

Furthermore, contacts tend to initiate calls to Contact
Centers at times that will cause “peaks” in the daily contact
load. Depending on the application, these peaks will likely
be realized at the beginning of the business day, at lunch
time, and late in the afternoon. Staffing to meet these peaks
will often leave agents idle during off peak times, and
reducing the number of agents to match the average load for
the Contact Center will increase contact hold times at these
peaks.

Some Contact Centers provide a feature where a contact
may leave a call back number so that when an agent is
available, the contact will receive a return call. This is an
improvement over holding for long periods, but it still means
that the contact has no idea when they will be called, causing
them to remain near the telephone and interfering with their
involvement in normal daily activities while they wait for
the return call. Further, the phone must be monitored and
kept clear for the return call, lest they miss the important call

20

40

45

2

back from the Contact Center. If the contact needs to run an
errand, such as picking up children from school, there is a
high likelihood they will miss the callback and have to start
all over, unless the contact has a cell phone to give as the
callback number. All of these tend to create the impression
that somehow the Contact Center is “more important™ than
the contact.

What is needed is a Contact Center with a system that
allows a contact calling into a Contact Center to receive
service without unreasonable delay. What is also needed is
a Contact Center that can accommeodate contacts who call
during “peak” hours by allowing the contact to choose a
convenient time to call into the Contact Center, thereby
conveniently scheduling a callback time into the contact’s
daily schedule.

SUMMARY OF THE INVENTION

A system and method of distributing contact volume in a
contact center when the volume of incoming calls greatly
exceeds the number of agents currently answering calls. In
an embodiment of the invention, the caller calling in at such
a peak time is notified of the relatively long wait time to
speak to an agent. The caller is then prompted as to whether
he or she wishes to hold or accept a later callback time to
receive immediate service. By accepting a later callback, the
caller may access the contact center at a later time by dialing
a unique telephone number or by entering a unique code
when dialing the main line. This scheduled return to queue
with priority system and method seeks to essentially elimi-
nate high call volume times by redistributing those calls to
times when the agent volume exceeds the incoming call
volume, thus ultimately decreasing call center staffing costs.

An embodiment of the present invention includes a
method of distributing contact volume in a contact center
comprising the steps of notifying a contact of a significant
hold time when the contact enters the contact center having
the significant hold time, calculating a callback time with a
distribution algorithm in the event the contact does not wish
to hold for the significant hold time, verifying that the
callback time is acceptable to the contact, assigning a
callback code to the contact, disconnecting the contact from
the contact center and providing priority service to the
contact when the contact enters the callback code at the
verified callback time.

In this embodiment, when the contact does not wish to be
assigned the callback code, the contact will hold for the
significant hold time until service is provided. The verifying
step also includes receiving a suggested callback time from
the contact when the calculating step provides an unaccept-
able callback time, recalculating the callback time with the
distribution algorithm and the suggested callback time and
reverifying that the callback time is acceptable to the con-
tact.

Also in this embodiment, the contact re-enters the contact
center using the callback code. The distribution algorithm
assigns the contact the callback time based on a set of
predicted call volume data.

A further embodiment of the present invention includes a
system for managing a queue and distributing contact vol-
ume in a contact center comprising means for notifying a
contact of a significant hold time when the contact enters the
contact center having the significant hold time, means for
calculating a callback time with a distribution algorithm in
the event the contact does not wish to hold for the significant
hold time, means for verifying that the callback time is
acceptable to the contact, means for assigning a callback
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code to the contact, means for disconnecting the contact
from the contact center and means for providing priority
service to the contact when the contact enters the callback
code at the verified callback time.

In this further embodiment, when the contact does not
wish to be assigned the callback code, the contact will hold
for the significant hold time until service is provided. The
verifying means also includes means for receiving a sug-
gested callback time from the contact when the calculating
means provides an unacceptable callback time, means for
recalculating the callback time with the distribution algo-
rithm and the suggested callback time and means for reveri-
fying that the callback time is acceptable to the contact.

Also in this further embodiment, the contact re-enters the
contact center using the callback code. The distribution
algorithm assigns the contact the callback time based on a
set of predicted call volume data.

A further embodiment of the present invention includes an
article of manufacture comprising a computer readable
medium bearing program code embodied therein for use
with a computer, the computer program code including
means for notifying a contact of a significant hold time when
the contact enters a contact center having the significant hold
time, means for calculating a callback time with a distribu-
tion algorithm in the event the contact does not wish to hold
for the significant hold time, means for verifying that the
callback time is acceptable to the contact, means for assign-
ing a callback code to the contact, means for disconnecting
the contact from the contact center and means for providing
priority service to the contact when the contact enters the
callback code at the verified callback time.

In this further embodiment, when the contact does not
wish to be assigned the callback code, the contact will hold
for the significant hold time until service is provided. The
verifying means also includes means for receiving a sug-
gested callback time from the contact when the calculating
means provides an unacceptable callback time, means for
recalculating the callback time with the distribution algo-
rithm and the suggested callback time and means for reveri-
fying that the callback time is acceptable to the contact.

Also in this further embodiment, the contact re-enters the
contact center using the callback code. The distribution
algorithm assigns the contact the callback time based on a
set of predicted call volume data.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1 illustrates a graphical representation of a Contact
Center architecture of the preferred embodiment of the
present invention.

FIG. 2 illustrates a flow chart representation of the pre-
ferred embodiment of the present invention.

FIG. 3aq illustrates a graphical representation of a typical
Contact load.

FIG. 354 illustrates a graphical representation of a Contact
Capacity of an embodiment of the present invention.

FIG. 4a illustrates a graphical representation of a typical
Contact load and capacity of an embodiment of the present
invention.

FIG. 4b illustrates a graphical representation of a Contact
Distribution of an embodiment of the present invention.

DETAILED DESCRIPTION OF THE
PREFERRED EMBODIMENT

The present invention is a system and method for a
scheduled return to a Contact Center 100 queue with prior-
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4

ity. The details concerning the Contact Center 100 are
disclosed in a co-filed, co-owned and co-pending United
States Provisional Patent Application Ser. No. 60/435,974,
entitled “YOSEMITE ARCHITECTURE SPECIFICATION
I1.” The United States Provisional Patent Application Ser.
No. 60/435,974, entitled “YOSEMITE ARCHITECTURE
SPECIFICATION II” is also incorporated by reference in its
entirety. Of course, it will be readily apparent to one skilled
in the art that in alternative embodiments of the present
invention disclosed in the following specification can and
will be utilized in contact centers other than the Contact
Center 100 incorporated by reference above.

The Contact Center 100 depicted in FIG. 1 is preferably
used to implement the present invention. Contacts 101
access the Contact Center 100 through a Public Switched
Telephone Network (PSTN) 104 using any type of Tele-
phone 102 connected to the PSTN 104. It should be under-
stood that the Contacts 101 may also enter the Contact
Center 100 by way of web collaboration or as a chat contact.
The details concerning these contacts have been incorpo-
rated by reference in the application above. The Contacts
101 are routed to appropriate Agents 150 by the Hubs 115,
117 and Nodes (Node CHI, Node STL, Node B-1, Node B-2.
Node B-3, Node HOU), so that the Agents 150 may assist
the Contacts 1101 with a variety of goods and services,
depending on the particular Contact Center 100. Alternative
embodiments of the present invention may include an
advanced queuing system as applied to Contact Centers
other than the Contact Center depicted in FIG. 1.

The present invention is an advanced queuing system and
method that is used when the number of incoming Contacts
101 exceeds the number of Agents 150, resulting in per-
ceived long hold times for the Contact 101. When the
Contact 101 first enters the queue and the contact router can
see a significant delay is likely, the Contact 101 is advised
that the hold time is long and is offered the opportunity to
continue to hold, or to call back at a later time and be put at
the head of queue. This allows more efficient operation of
the Contact Center 100 and allows the Contact 101 to plan
their time without being “trapped” holding on a line for long
periods.

The solution is to offer the Contact 101 an opportunity to
call back in to the Contact Center 100 at a pre-arranged time
and receive almost immediate service. The present invention
will free the Contact 101 to do other things, it will help to
balance the Agent 150 load in the Contact Center 100, and
it will substantially reduce network access costs, both of
which save the Contact Center 100 operator money while
raising Contact 101 satisfaction. The Contact 101 no longer
has to wait, listen to unwanted messages, nor sit by the
phone waiting for the Contact Center 100 to call back. The
Contact 101 feels more in control and the implied feeling
that the Contact Center 100 is “more important and too busy
to service me” is gone.

The present invention may be implemented in several
embodiments. One embodiment includes a Contact 101
dialing the Contact Center 100 and selecting a function, e.g.,
customer service for widgets, that has a long hold time. The
Contact Center 100 analyzes the estimated hold time and
after seeing it would exceed 4 minutes (a human would view
anything over 4 minutes as a “long time” for this specific
application) informs the Contact 101 what the estimated
hold time is and offers them the option to keep holding, or
for the Contact 101 to call back for almost immediate service
at the first available time that it knows the capacity exists to
move the Contact 101 to the status of the next party to be
handled. This time is given as a suggestion and if not
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acceptable to the Contact 101, they can negotiate for later
times. The Contact 101 is given an identification number to
use when they call back, and in alternative embodiments, a
new telephone number to call. This identifies the contact to
the system when they call at the new time and the system
then moves them to the status of the next caller to be
handled.

While it is easy to see how the Contact 101 would interact
with this system, the actual implementation can be fairly
complex. The following are a few of many implementation
examples for calculating an immediate callback time and
should not limit the present invention to these specific
examples. The difficult part is to predict the workload of the
Contact Center 100 over the next 6-12 hours of operation, by
looking at the scheduled staffing and finding dips where
excess capacity exists. Implementation of the present inven-
tion will operate to smooth out dips and crests in call traffic
volume by predicting the traffic volume and assigning calls
in a crest to a dip in volume. Software currently exists to
make such predictions. Implementation of such software
includes consulting the outputs created by the software, the
output being based on historical behavior. This concept shall
be explained further later in this document.

Another approach to creating capacity for this system
would be to reserve a maximum number of allowed system
starts per time slot for reassigned calls. The work shifts
could be broken up into 15 minute time intervals, and
depending on the predicted arrival of non system traffic that
typically arrives in one of these time intervals, and consid-
ering the Agent 150 staff available, each time slot is allowed
a certain amount of system call starts. Note that as the ratio
of system Contacts 101 in a time slot approaches the number
of actual Agents 150, random Contacts 101 that are not part
of the system and choose to “just keep waiting” will need to
wait longer and longer for service. Over time, the Contact
Center 100 will be able to predict better how many Contacts
101 will “just keep waiting”, as opposed to those who will
use the SRQP system. Then, depending on the performance
statistics for each group, the “waiters” and the system
Contacts 101, the Contact Center 100 can tune its staffing
level and what percentage of capacity should be reserved for
the system. The means for calculating an immediate callback
time may incorporate several different methods and algo-
rithms, and should not be limited to those disclosed herein.

Most Contact Centers 100 measure their performance
with a system that works like this: “X percent of the calls
were answered in Y seconds.” Commonly, these values are:
“80% of the calls were answered in 20 seconds.” These
values can be very misleading because if an average wait
report is generated for the span of an 8 hour work day, the
aforementioned “80/20” goal can be met while still having
a significant number of Contacts 101 waiting 10 or more
minutes. This is an unwanted scenario. Since the typical
Agent 150 work shift is 8 hours, and peak loads are often 3
times that of off peak loads, there is considerable capacity in
the Contact Center 100 that is wasted to meet the perfor-
mance criteria at peak load, or it is likely that if the numbers
are averaged over the shift that a number of Contacts 101 are
experiencing long waits at peak times. Also, many Contact
Center 100 applications have call arrivals in peaks that are
driven by unpredictable events (such as a new virus out-
break, or perhaps a new product release). In this case the
staffing of the Contact Center 100 cannot keep up with the
calling requirements without seriously overstaffing which
leads to great expense. The system and method of the present
invention can leave the Contact 101 in control, and allow
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performance of each of the groups to be measured separately
where the standards for each group are purposely set appro-
priately.

Note that many Contact Centers 100 use an application
called “Workforce Management” that is designed to help
predict needed staffing. This application looks at common
historical call patterns from similar time intervals (i.e. what
happened on the same day last week), the available Agent
150 staff, available work hours and allowable work times
(some employees might be hired to only work a 4 hour shift)
and it will schedule each employee’s start time, end time,
lunch time, and break times. It would be possible to feed the
system data into such an application, or to enhance the
workforce management system to predict the amount of
system capacity that should be offered during any time
interval, based on call load and staffing.

FIG. 2 illustrates a flowchart of a method of the present
invention. In the first step 200, a contact enters the Contact
Center 100 (FIG. 1) by calling in through a public switched
telephone network. After the contact enters the Contact
Center 100, the next step 202 includes the Contact Center
100, through its routing and queuing system, determining
whether the queue has a significant hold time. A significant
queue time may vary depending on the particular Contact
Center 100 and the amount of traffic currently in the Contact
Center 100. Some Contact Centers 100 may consider any
hold time greater than 30 seconds a significant amount of
time, while others may consider 4-6 minutes and greater a
significant amount of time. This can also vary by the type of
call or media of access. If the queue does not have a
significant hold time, the next step 204 puts the contact on
hold until the contact’s call is answered in order, thus
completing the call.

If in step 202, the queue does have a significant hold time,
the Contact Center 100 will notify the contact of this
significant hold time in step 206. In step 208, the contact will
then be asked whether the contact would like to continue
holding for a significant amount of time. If the contact
responds affirmatively to the step 208 inquiry, the contact
will hold until the call is answered in step 204, again
completing the call. However, if at step 208, the contact does
not wish to hold for a significant amount of time, the Contact
Center 100 will calculate the earliest immediate call back
time and suggest this time to the contact in step 210. In step
210, the Contact Center 100 will use a model of the number
of Contacts accessing the Contact Center 100 throughout the
day, and compare this model to the customer contact capac-
ity of the Contact Center 100. Through this comparison, the
Contact Center 100 can utilize an algorithm to calculate the
earliest immediate callback for the contact in step 210.

After suggesting this earliest immediate callback time to
the contact in step 210, the Contact Center 100 will ask the
contact whether the suggested immediate callback time is
acceptable in step 212. If the suggested immediate callback
time is not acceptable to the contact, the contact may suggest
a later immediate call back time in step 214 or choose from
the other times offered by the Contact Center 100, after
which, the Contact Center 100 will again calculate an
earliest immediate callback time in step 210 based on the
contact’s suggestion from step 214. If the original suggested
immediate callback time is acceptable to the contact in step
212, the contact is assigned an identification number or
given a new callback number in step 216.

Still referring to FIG. 2, after receiving an identification
number or a new callback number in step 216, the contact
will exit the Contact Center 100 in step 218. In this step,
after the contact receives the identification number from the
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Contact Center 100, the contact may hang up the phone,
disconnecting him or herself from the Contact Center 100.
After the contact disconnects from the Contact Center 100 in
step 218, the contact will then be free to perform any
personal tasks while disconnected. This disconnected state is
illustrated by the dashed line in path 230. In other words,
disconnecting in step 218 after receiving an immediate
callback time in step 216 allows a contact the highest
convenience so that the contact is not required to stay on the
phone holding for a long time, and further the contact will
not be required to wait for a callback from the Contact
Center 100. In fact, the contact may incorporate the imme-
diate callback time into his or her own personal schedule.

Still referring to FIG. 2, at the assigned immediate call-
back time, the contact will re-enter the Contact Center 100
at step 220 using the callback code assigned by the Contact
Center’s 100. This callback code may be implemented in a
number of ways. The contact may dial the Contact Center
100 at the same phone number originally used to access the
Contact Center 100 and enter an assigned code when
prompted to do so. Alternatively, the contact may be
instructed to call a new phone number to customer service
line and enter an assigned code. Further, for added security,
the Contact Center may assign the contact a unique tele-
phone number that can be reused for other customers later.
All of these methods provide the Contact Center 100 and the
contact with a capable alternative to re-entering the Contact
Center 100 at step 220, while providing the Contact Center
100 with security, i.e., a contact not assigned the callback
code would have a difficult time entering the Contact Center
100 by guessing the assigned contact’s callback code. Pref-
erably, the Contact Center 100 will utilize a combination of
the aforementioned callback codes, such that a unique
telephone number will be assigned to the contact and the
contact would also be required to enter a code when
prompted. This preferred method provides the Contact Cen-
ter 100 with the most security in step 220.

After re-entering the Contact Center 100 with the callback
code in step 220, in the step 222 the Contact Center 100 will
determine whether the contact re-entered in the pre-assigned
time slot. If the contact did not, a contact calling late, i.e.,
after his assigned time window, will return to step 202 and
the Contact Center 100 will then determine whether the
queue has a significant hold time. If the contact called in
early, i.e., before his assigned time slot, the contact will be
notified in step 240 of the appropriate time to call giving the
contact an opportunity to hang before being returned to step
202. If the contact did re-enter the Contact Center 100 at the
appropriate time, then the Contact Center 100 moves the
contact to “next call handled” status in step 224. The contact
will then hold for a relatively short time (again, depending
on the particular Contact Center 100) before his or her call
is answered in order in step 226.

Referring now to FIG. 34, the Contacts Graph 300 depicts
a typical Contact load on the vertical axis during the course
of'a Contact Center’s 100 work day on the x-axis. While this
Contacts Graph 300 is merely representation of a typical day
and does not contain values for the number of contacts on
the y-axis, it is of the utmost importance that the peak time
in this Contacts Graph 300 are realized. In other words, this
Contacts Graph 300 is intended to depict a typical day
having typical peak times, and should not be read as the only
possible Contact load that is possible. For some applications,
the contact load peaks in a Morning Peak 302, a Lunch Peak
304 and an Evening Peak 306. Typically, the morning hours
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leading up to the Morning Peak 302 show a sharp incline in
Contact load while the hours after the Evening Peak 306
show a steady decline.

Referring now to FIG. 34, the Contact Capacity along the
y-axis of the Capacity Graph 320 represents the number of
agents currently accepting calls. As can be seen by the Agent
Capacity 325 as graphed throughout the course of an entire
day (as shown in the x-axis), shift scheduling causes the
Agent Capacity 325 to be at a constant rate during the course
of'a day. Of course there may be slight agent overlap during
a shift change. However, the Agent Capacity 325 generally
remains at a relatively constant level, while shifting accord-
ing to shift changes and shift overlaps, thereby typically
creating an Agent Capacity 325 that is relatively horizontal
and varying in amplitude as depicted in FIG. 35.

FIG. 4a combines the Contacts Graph 300 with the
Capacity Graph 320 to create a Comparative Graph 400 that
demonstrates the Contact Surplus 405 as well as Agent
Surplus 410 that occurs due to normal Contact Center 100
(FIG. 1) operation. A Contact Surplus 405 occurs when a
Contact Peak 302, 304, 306 (FIG. 3a) causes the number of
contacts to exceed the Agent Capacity 425. A Contact
Surplus 405 is precisely the type of event that triggers
relatively long hold times for the contacts. As is depicted in
FIG. 4a, a decrease in the Agent Capacity 425 creates an
even larger contact Surplus 405 in some areas.

Conversely, when the Agent Capacity 425 is much greater
than the Contact load, an Agent Surplus 410 is realized. An
Agent Surplus 410 is economically inefficient as agents are
being paid to essentially sit and do nothing. Oftentimes, an
Agent Surplus 410 may also affect the productivity of an
agent as more down time allows for breaks in concentration.
Because the Agent Surplus 410 in any given Contact Center
100 is ordinarily much greater than the Contact Surplus 405,
the present invention should operate in relative ease to
redistribute the Agent Surplus 410 to the Contact Surplus
405, as will be shown in FIG. 4b.

The outcome of implementing the present invention is
depicted in FIG. 4b. Here, according to a predetermined
algorithm, contacts in a Contact Surplus 405 are given the
opportunity to call back at a later time, thereby attempting
to eliminate the Contact Surplus 405 by redistributing this
Contact Surplus 405 in to the Agent Surplus 410 by sched-
uling the Contact Surplus 405 calls into the Agent Surplus
410 times. In a preferred embodiment of the present inven-
tion, eliminating the Contact Surplus 405 and redistributing
this Contact Surplus 405 into the Agent Surplus 410 will
significantly lower the need for the present Agent Capacity
425. It should be noted that in a typical Contact Center 100,
the Agent Capacity 425 will decrease over the course of a
typical eight hour work day. The redistributed Contact
Surplus 405 is shown here in FIG. 45 as cross hatching in the
Agent Surplus 410. It is realized by this aspect of FIG. 45
that the present invention will allow the Agent Capacity 425
to be lowered to reduce the overall staffing levels and costs
to the Contact Center 100, while still meeting performance
goals such as “80% of the calls were answered in 20
seconds.” The reduced agent staffing level is depicted in
FIG. 4b with the Reduced Agent Capacity 450 level, illus-
trated as a dashed line. The Reduced Agent Capacity 450
represents the ability of the Contact Center 100 to reduce the
overall staffing levels by implementing the present inven-
tion. Therefore, still referring to FIG. 4b, implementing the
present invention will allow the Contact Center’s 100 staff-
ing to lower the Agent Capacity 425, thereby reducing costs.

It is also important to note that the graphical representa-
tions in FIGS. 3a-4b may also be extrapolated to incorporate
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a method and solution for a 24 hour time frame. This
extended time frame may be of great importance when
applied to an international call center and/or international
Contacts 101 dialing into a domestic call center, where time
zone differences may create a Contact Surplus 405 at other
times of day.

Still referring to FIG. 4b, a preferred embodiment will
include deriving an algorithm to efficiently predict contact
volume by breaking a work day into Time Slots 430. The
number and duration of the Time Slots 430 are dependant
upon the particular Contact Center 100. Of course, addi-
tional embodiments my include several different algorithms
better able to predict contact volumes in order to properly
schedule callback times for contacts that call during a
Contact Surplus.

The present invention has been described in terms of
specific embodiments incorporating details to facilitate the
understanding of the principles of construction and opera-
tion of the invention. Such reference herein to specific
embodiments and details thereof is not intended to limit the
scope of the claims appended hereto. For example, the
system and method of the present invention may be imple-
mented in a Contact Center other than the one incorporated
by reference and described in this document. It will be
apparent to those skilled in the art that modifications can be
made in the embodiment chosen for illustration without
departing from the spirit and scope of the invention.

What is claimed is:

1. A method of distributing contact volume in a contact
center, comprising the steps of:

a. calculating a callback time with a distribution algo-
rithm, wherein the distribution algorithm is a function
of an established staffing capacity and anticipated new
call levels without requiring adjusting staffing capacity
for peak times until substantially all available staffing
capacity is consumed;

b. verifying that the callback time is acceptable to a

contact;
. assigning a callback code to the contact;
. disconnecting the contact from the contact center; and

e. providing priority service to the contact when the
contact, reconnects to the contact center, and enters the
callback code at the verified callback time.

2. The method as claimed in claim 1 further comprising
notifying the contact of a significant hold time when the
contact enters the contact center having the significant hold
time.

3. The method as claimed in claim 1 wherein when the
contact does not wish to be assigned the callback code, the
contact will hold for the significant hold time until service is
provided.

4. The method as claimed in claim 1 wherein the verifying
step also includes negotiating a suggested callback time
when the calculating step provides an unacceptable callback
time.

5. The method as claimed in claim 4 wherein the verifying
step also includes recalculating the callback time with the
distribution algorithm and the suggested callback time.

6. The method as claimed in claim 5 wherein the verifying
step also includes reverifying that the callback time is
acceptable to the contact.

7. The method as claimed in claim 1 wherein the contact
re-enters the contact center using the callback code.

8. The method as claimed in claim 1 wherein priority
service is relative to the significant hold time.

9. The method as claimed in claim 1 wherein the signifi-
cant hold time is a predetermined value.
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10. The method as claimed in claim 1 wherein the
distribution algorithm assigns the contact the callback time
based on a set of predicted call volume data.

11. A system for managing a queue and distributing
contact volume in a contact center, comprising:

a. means for calculating a callback time with a distribution
algorithm, wherein the distribution algorithm is a func-
tion of an established staffing capacity and anticipated
new call levels without requiring adjusting staffing
capacity for peak times until substantially all available
staffing capacity is consumed;

b. means for verifying that the callback time is acceptable
to a contact;

c. means for assigning a callback code to the contact;

d. means for disconnecting the contact from the contact
center; and

e. means for providing priority immediate service to the
contact when the contact, reconnects to the contact
center, and enters the callback code at the verified
callback time.

12. The system as claimed in claim 11 further comprising
means for notifying the contact of a significant hold time
when the contact enters the contact center having the sig-
nificant hold time.

13. The system as claimed in claim 11 wherein when the
contact does not wish to be assigned the callback code, the
contact will hold for the significant hold time until service is
provided.

14. The system as claimed in claim 11 wherein the
verifying means also includes means for negotiating a
suggested callback time when the calculating means pro-
vides an unacceptable callback time.

15. The system as claimed in claim 14 wherein the
verifying means also includes means for recalculating the
callback time with the distribution algorithm and the sug-
gested callback time.

16. The system as claimed in claim 15 wherein the
verifying means also includes means for reverifying that the
callback time is acceptable to the contact.

17. The system as claimed in claim 11 wherein the contact
re-enters the contact center using the callback code.

18. The system as claimed in claim 11 wherein priority
service is relative to the significant hold time.

19. The system as claimed in claim 11 wherein the
significant hold time is a predetermined value.

20. The system as claimed in claim 11 wherein the
distribution algorithm assigns the contact the callback time
based on a set of predicted call volume data.

21. An article of manufacture comprising a computer
readable medium bearing program code embodied therein
for use with a computer, the computer program code includ-
ing:

a. means for calculating a callback time with a distribution
algorithm, wherein the distribution algorithm is a func-
tion of an established staffing capacity and anticipated
new call levels without requiring adjusting staffing
capacity for peak times until substantially all available
staffing capacity is consumed;

b. means for verifying that the callback time is acceptable
to a contact;

c. means for assigning a callback code to the contact;

d. means for disconnecting the contact from the callback
center contact center; and

e. means for providing priority immediate service to the
contact when the contact, reconnects to the contact
center, and enters the callback code at the verified
callback time.
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22. The article of manufacture as claimed in claim 21
further comprising means for notifying the contact of a
significant hold time when the contact enters the contact
center having the significant hold time.

23. The article of manufacture as claimed in claim 21
wherein when the contact does not wish to be assigned the
callback code, the contact will hold for the significant hold
time until service is provided.

24. The article of manufacture as claimed in claim 21
wherein the verifying means also includes means for nego-
tiating a suggested callback time when the calculating means
provides an unacceptable callback time.

25. The article of manufacture as claimed in claim 24
wherein the verifying means also includes means for recal-
culating the callback time with the distribution algorithm
and the suggested callback time.
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26. The article of manufacture as claimed in claim 25
wherein the verifying means also includes means for reveri-
fying that the callback time is acceptable to the contact.

27. The article of manufacture as claimed in claim 21
wherein the contact re-enters the contact center using the
callback code.

28. The article of manufacture as claimed in claim 21
wherein priority service is relative to the significant hold
time.

29. The article of manufacture as claimed in claim 21
wherein the significant hold time is a predetermined value.

30. The article of manufacture as claimed in claim 21
wherein the distribution algorithm assigns the contact the
callback time based on a set of predicted call volume data.
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