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Abstract (en)
[origin: WO2016019194A1] A system and method for case-based routing as opposed to atomic interaction routing. A processor opens a case in a
customer database. The case is associated with a workflow that has steps anticipated to be executed for the case. The processor identifies first and
second steps of the workflow, and further identifies an agent with skills for handling the first and second steps. The processor generates a task for
handling at least the first step of the workflow, and transmits instructions to route the task to the identified agent.
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