
Init Variables

Queue call
Using longest Idle agent

ASBR_Help_Desk

Time check

Attention retainer = 
“IT_HelpDesk_Active_QO”

Attention retainer = 
“IT_HelpDesk_Active”

Offer call back when 
Estimated wait time > 2 minutes

<3:30 PM >3:30 PM

Perform DB look up to check 
weather or emergency condition
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