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FEINBERG DAY ALBERTI & THOMPSON LLP - |G TAA- DISTRICT OF CALEQRYA

401 Florence Street, Suite 200 '

Palo Alte, CA 94301

Telephone: 650.618.4360

Facsimile: 650.618.4368

Aftorneys for Defendant
PRAGMATUS TELECOM, LLC

UNITED STATES DISTRICT COURT

CENTRAL DIST] C?(i LlFTUﬁ
PRAGMATUS TELECOM, LLC, ' 6 3 m

Plaintiff, | COMPLAINT FOR PATENT
INFRINGEMENT
V.
. Complaint Filed: -
LEADERS MERCHANT SERVICES
LLC, . DEMAND FOR JURY TRIAL
Defendant,

Plaintiff Pragmatus Telecom, LLC (“Pragmatus™) complains and alleges as follows

against Defendant Leaders Merchant Services LLC (“Leaders Merchant”):

THE PARTIES

i Pragmatus is a limited liability company organized and existing under the laws of
the Commonwealth of Virginia with its principal place of business at 601 North King Street,
Alexandria, Virginia 22314,

2, Pragmatus is mfotmed and believes that Leaders Merchant is a limited liability
company organized and exmtmg under the laws of the State of California with its prmmpai place

of business at 725 Via Alondra, Camarillo, California 93012,
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JURISDICTION AND VENUE

3. This is an action\for patent infringement arising under the patent laws of the
United States, United States Code, 35 U.8.C. § 271 et seq. This Court has subjecét matter
jurisdiétion -over this action under Title 28 United States Code, §§ 1331 and 1338..

4, Pragmatus is informed and believes that this Coutt has personal jurisdiction over
Leaders Merchant because Leadets Merchant has its principal place of business within this
district and because Leaders Merchant has committed, and continues to commit, acts of
infringement in this district, ,

5. Venue is proper under 28 U.S,C. §§ 1391 and 1400 because Leaders Merchant has
committed acts of infringement in this district and/or resides in this district.

THE PATENTS-IN-SUIT

6. On February 26, 2002, the United States Patent and Trademark Office (“USPTO”)
duly and legally issued United States Patent No. 6,311,231 (“the *231 Patent”), entitled “Method
and System for Coordinating Data and Voice Communications Via Customer Contract Chanoel
Changing System Using Voice Qver IP.” Pragmatus holds all right, title, and interest in and to
the °231 Patent, A true and correct copy of the *231 Patent Is attached as Exhibit A.

7. On December 23, 2003, the USPTO duly and legally issued United States Patent
No. 6,668,286 (“the *286 Patent”), entitled “Method and System for Coordinating Data and Voice

Communications Via Customer Contact Channel Changing System Over IP.” Pragmatus holds

‘all right, title and interest in and to the *286 Patent. A truc and correct copy of the 286 Patent is

attached as Exhibit B.

g On January 2, 2007, the USPTO duly and legally issued United States Patent No.
7,159,043 (“the *043 Patent”), entitled “Method and System for Coordinating Data and Voice
Communications Via Customer Contact Channel Changing System.” Pragmatus holds all right,
title and interest in and to the *043 Patent. A true and correct copy of the *043 Patent is attached

as BExhibit C.
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COUNT I
(INFRINGEMENT OF THE 231 PATENT)

9, Pragmatus incorporates by reference herein the averments set forth in paragraphs 1
through 8 above.

10.  Leaders Merchant has and continues to infringe directiy one or more claims of the
*231 Patent, including at least by using the system of claim 1 of the 231 Patent to provide live

chat service over the Internet,

11.  Asaresult of Leaders Merchant’s acts of infringement, Pragmatys has suffered

and will continue to suffer damages in an amount to be proved at trial.

i

(INFRINGEMENT OF THE *286 PATENT),

12.  Pragmatus incorporates by reference herein the ayerments set forth in paragraphs 1
through 8 above. |

13.  Leaders Merchant has and continues to infringe directly one or mote claims of the
*286 Patent, including at least by using the system of claim 9 of the *286 Patent to provide live
chat service over the Infernet.

| 14,  As aresult of ILeaders Merchant’s acts of infringement, Pragmatus has suffered
and will continue to suffer damages in an amount to be proved at trial.
COUNT Ol
(INFRINGEMENT OF THE *043 PATENT)

15, Pragmatus incorporates by reference herein the averments set forth in paragraphs 1

through 8§ above.

16, Leaders Merchant has and continues to infringe directly one or more claims of the

'043 Patent, including at least by using the system of claim 1 of the *043 Patent to provide live

chat service over the Infernet,

17.  As aresult of Leaders Merchant’s acts of infringement, Pragmatus has suffered

and will continue to suffer damages in an amount to be proved at trial.

3-
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'PRAYER FOR RELIEF

WHEREFORE, Pragmatus respectfully requests the following relief:

a) A judgment that Leaders Merchant has infringed one or more claims of United
States Patent Nos. 6,311,231, 6,668,286, and 7,159,043;

b) A judgment that United States Patent Nos. 6,311,231, 6,668,286, and 7,159,043
are valid and enforceable;

c) Pragmatus be awarded damages adequate to compensate Pragmatus for Leaders
Merchant’s infringement of United States Patent Nos, 6,311,231, 6,668,286, and 7,159,043 up
until the date such judgment is entered, including prejudgment and post-judgment interest, costs,
and disbursements as justified under 35 U.S.C. § 284 and, if necessary adequately to compensate
Pragmatus for Leaders Merchant’s inﬂ'iﬁgement, an accounting;

d) A judgment that Pragmatus be awarded attorneys’ fees, costs, and expenses
incurred in prosecuting this action; and ' |

e) A judgment that Pragmatus be awarded such further relief at law ot in equity as the
Court deems just and proper.

FEINBERG DAY ALBERTI & TIHHOMPSON LLP

By {'Zf’"i /// Q}L/\)//

— M., Elizabeth Day
Ian N, Feinberg
David Alberti
Sal Lim
Yakov Zolotorev
Marc Belloli

Dated: December 11, 2012

Attorneys for Plaintiff’
PRAGMATUS TELECOM, LLC
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DEMAND FOR JURY TRIAL

Pragmatus Telecom, under Rule 38 of the Federal Rules of Civil Procedure, requests a

trial by jury of any issues so triable by right.

Dated: December 11, 2012

FEINBERG DAY ALBERTI & TIIOMPSON LLP

if..l‘::::" p et
w2 N Ty
M. Elizabeth Day “
Ian N. Feinberg
David Alberti
Sal Lim
Yakov Zolotorev

Matc Belloli

Attorneys for Plaintiff
PRAGMATUS TELECOM, LLC

COMPLAINT FOR PATENT INFRINGEMENT
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1
METHOD AND SYSTEM FOR
COORDINATING DATA AND VOICE
COMMUNICATIONS VIA CUSTOMER
CONTRACT CHANNEL CHANGING
SYSTEM USING YOICE OVER IP

This application is a divisional, of Application Ser. Ne.
08/532.537, filed Sep. 25, 1995, U.S. Pat. No. 5884032,

- FIELD OF THE INVENTION

This invention relates to aceessing remote information
network services such as those of the WWW (World Wide
Web) and particularty, but not exclusively to the manner in
which help is enlisted when needed.

BACKGROUND OF THE INVENTION

Some telephone companies (e.g., NBTel, New
Brunswick, Canada) have been heavily involved with the
development and use of both call centre services and Inter-
net services. More specifically, efforts have been underway
to utilize CTT (Computer Telephony Integration) within call
centres to improve the productivity and service levels within
call cenires. CTI uses integration capabilities in various
manners to assist telephone users who have access to
computer equipment to improve the process of making or
receiving phone calls. Call centre technology generally uses
both computer equipment and telecommunications equip-
ment with CTI being a key clement of productive call
cenires.

The use of new Internet services such as WWW servers
to allow organizations to interact with their customers in a
self service mode is also being promoted. These WWW
servers utilize hypertex! and multimedia content to allow
customers to see texi, Images, eic, associated with products
and services. Due to human nature and other factors these
customers frequenily need human assistance to completely
satisfy their needs and would likely jot down an 800
telephone number with a pencil and paper. They would then
call the 800 mumber to gain access (i the 800 zone coverage
was appropriate) to an ACD (Automatic Call Distribution)
centre belonging to that organization, Under many circum-
stances today they would then sit frustrated in an ACD queue
awailing the availability of a live agent. Thus, there are at
least two disadvantages of current systems. First, the need
for the customer to physically record and dial the 800
number is a disincentive to making the call. Secondly, the
likelihood of waiting in long ACD queues is aiso a disin-
centive to making the call. Once the call is made, the queue
may also result in the call being a terminated before suc-
cessful completion because of the delay experienced.

Arecent improvement in the integration of computers and
telephanes is disclosed in U.S. Pat. No. 5,001,710. A system
is disclosed which lets telemarketing agents who are answer-
ing calls for multiple campaigns simultaneously, to be set up
automatically in their computing environment at the correct
camapaign based upon the phone number dialed by the
customer, and to receive caller related information automati-
cally. However, the user is required to physically dial an 800
number, and Hkely must walt in an ACD queue.
Furthermore, although the agent is set up at the correct
campaign, a more accurate initial setup, which for example
incorporates the specifics of the cusfomer’s queries, is not
possible. Finally, this system is not designed for helping
users of the Internct.

SUMMARY OF THE INVENTION
It is an object of the invention to provide a means for
integrating WWW services with live ACD agents in a
manner that mitigates the above mentioned disadvantages.
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It is another object of the invention to make this process
faster and simpler so as to improve the likelihood of a
successtul connection to a live agent.

The invention provides a method of quickly enabling the
changing of customer contact channels under control of the
calling customer. A customer contact channel is a specific
means of communication between the customer and a sales/
service provider, Examples of customer contact channels
include verbal phone conversations between customers and
human ACD agents of the service/sales organization, IVR
(interactive voice response) interactions between cuslomers
and TVR servers associated with the serviceforganization,
ADSI (analog display services intecface) cnhanced IVR
interactions between customers and associated servers, and
WWW interaclions between customers and associated
WWW servers. These channels use various communications
appliances or terminals such as a regular touch tone
telephone, ADSI enhanced telephone (such as Noriel Vista
350), multimedia PC’s or multimedia set-top boxes (such as
Philips/Zenith/CLI Media Access Terminals) and television
sets.

The invention provides a series of methods for integrating
WWW services with live ACD agents. These methods
include establishment of Iwo-way voice connectivity
between a customer and a human ACD agent while sharing
common screens of information on a WWW page. This
connectivity provides tequested “LIVE HELP” when a
problem is encountered or when an alternate channel is
preferred for various reasons. These methods deploy CTI,
IVR and related techniques involving the use of computer
software and hardware working in conjunction with fele-
phone systems. The specific methods best suited for an
individual customer will depend on a number of factors such
as the call centre’s telephony architecture, the call centre’s
computing architecture and organizational philosophy and
approaches regarding inbound and outbound calling and
customer contact concepts.

I'VR allows for automated handling of scripted or routine
telephone conversations. The customer, once connected to
an IVR system, is verbally provided with information and
options by a computer generated or recorded voice, The
customer is able to make selections with the telephcne
keypad. An ADS! (analog display services interface)
enhanced IVR system {e.p., NBTel Express or NBTel
CallMall) also provides a text screen that allows easier
navigation to the user. These are accessed by ADSI capable
telephone sots equipped with a screen,

The invention provides methods for integrating and con-
necting 2 human ACD agent and a customer who is using the
WWW and wishes human assistance. Furthermore, the
mvention provides a eustomer in voice conversation with an
ACD agent an oplion {0 cobance that conversation with
shared screens of information (images, lex, etc.). The inven-
tion is intended fo be used by organizations or individuals
with WWW servers and ACD agenis. The invention was
initially developed to illustrate the joint use of two power{ul
muarketing channels (WWW and ACD agents) and that their
combination produces an even more powerful channel than
either alone. The main features of this inventicn are the
ability to link and integrate customers (who may have
obtained product awareness information or directory infor-
mation via 2 WWW server) and appropriate ACD agents or
individuals to provide supplementary information or assis-
tance,

According to » first broad aspeet, the invention provides
in a communicalions system comprising a server on a ic
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network, means for connecting the server to at least one
computer in a remote customer premises, a help channel and
a call centre connected fo the help channel connectable
through the public swiiched telephone netwerk to a tele-
phone in the customer premises, an apparatus and method
for the customer to obtain help in relation to a page from the
server displayed by the computer comprising the steps of the
customer selecting a remote help option from the page; the
customer preparing a help request form comprising the
mumber of the customer’s telephone; the system transferring
the help request io the call centre; and the call centre setting
up a call over the public switched telephone network
between the customer telephone and the help channel.

According to a second broad aspect, the invention pro-
vides in a communications sysiem comprising a server on a
network, means for connecting the server to at least one
computer in a remote customer premises, a help chaanel and
a call centre connected to the help channel connectable
through the information network to the computer, an appa-
ratus and method for the customer to obtain help in relation
to a page from the server displayed by the computer com-
prising the steps of the customer selecting a remocte help
option from the page; the customer computer automatically
preparing a help request form comprising a network address;
the system automatically transferring the help request to the
call centre; and the call centre setting up a virtual audio
channel on the data network between the channel and the
customer compuier,

Accotding to a third broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server to at least one of
either a computer or a set-top box and television in & remote
customer premises, a help channe! and a call centre con-
nected to the help channel connectable through the public
swiiched telephone network to & telephone in the customer
premises, an apparatus method for the customer to obtain
help in relation to a page from the server displayed by the
computer comprising the steps the customer sclecting a
remole help option from the page; the customer set-top box
or computer signalling a telephone switch to ring the cus-
tomers lelephone line (with a normal ring or a distinctive
ring) in response to the customer selecting the help option;
the  telephone switch dialing the call centre automatically
when the customer the picks up the handset; and the call
centre transferring the call 1o the help channel.

According to a fourth broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server fo at least one
computcr in a remote customer premises, a help channel and
a call centre connected to the help channel connectable
through the public switched telephone network o a tele-
phone in the customer premises, an apparatus and method
for the customer to obtain help in relation to a page from the
server displayed by the computer comprising the steps cf the
customer selecting a remote help option from the page; the
customer computer aufomatically passing a help phone
number listed within the page to eommunications scftware
running on the customer’s computer; and the communica-

tions software dialing the help phone number with a modem .

and line connected to the customer’s computer and tele-
phone; whereby a voice connection is estabiished between
the customer telephone and the help channel.

According to a fifth broad aspect, the invention prevides
in a communications system comprising a server on a
network, means for connecting the server to at least one
computer equipped with an VD (simultaneous veice data)
modem in a remote customer premises, a help channel
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comprising a live agent workstation equipped with at least
one computer equipped with an SYD modem, and a call
centre connected to the help chanpel, an apparatus and
method for the customer o obtain help in relation to a page
from the server displayed by the computer comprising the
steps: establishing a voice connection between a customer
telephone and an agent telephone over the PSTN; the agent
connecting the agent compuier to the server if not already
connected; the customer disconnecting the customer com-
puter from the server if connected unless equipped to handle
more than one connection; both the customer and ACD
agent activating their SVD (Simultaneous Voice Data)
Modems (or ISDN units) such that data and veice connec-
tions are established where previously only a voice connec-
tion existed in such a way that the agent who is already
connected fo the desired server acis as a host and the caller
acls as a remote connected to the agent’s host and in
communication with the host over the data porljon of the
connection and the caller is able to view the same pages as
the agent, and the agent can provide the caller with assis-
tance by walking the customer through the informaiion from
the server, and discuss it over the voice connection.

BRIEF DESCRIPTION OF THE DRAWING

FIG. 1 shows a block diagram of the first embodiment of
the invention;

FIG. 2 shows a process flow diagram for the first embodi-
ment of the invention;

FIG. 3 shows a process flow diagram for a variation of the
first embodiment of the invention;

[IG. 4 shows a process flow diagram for another variation
of the first embodiment of the invention;

FIG. 5 shows a process flow diagram for another variation
of the first embodiment of the invention;

FIG. 6 shows a block diagram of the second embodiment
of the invention;

FIG. 7 shows a process flew diagram for the second
embodiment of the invention;

FIG, 8 shows a block diagram of the third embodiment of
the invention;

FIG. 9 shows a process flow diagram for the third
embodiment of the invention;

FIG. 10 shows a block diagram of the fourth embodiment
of the invention; and

FIG. 11 shows a process flow diagram for the fourth
embodiment of the invention.

DESCRIPTION OF THE PREFERRED
EMBODIMENTS OF THE INVENTION

In a first preferred embodiment of the invention, illus-
Iraled schematically in FIG. 1, a method and apparatus,
hersin referred to as the Customer Contact Chanmel
Changer, is provided for aulomatically providing a live
telephone connection beiween a customer using an organi-
zation's multimedia services to the organization’s ACD
agent. Four main comporients are itlustrated, these being the
customer premises 2, an ACD agent workstation 12, a call
centre 24 and the call centre’s multimedia server 28. The
multimedia server 28 may be a WWW server 28, and will be
referred to herein as such. The call centre’s 24 WWW server
28 may actually be located at the call centre, or it could be
located temotely. Likewise, the ACD agent workstation 12
may be localed in the call centre. Allernatively, the ACD
agent workstation may be in locations remote from the call
cenlre such as in an individual agent’s home or remote
warkplace.
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The components of a customer premises 2 are illustrated
in FIG. 1. This includes a PC 4 capable of supporting a
graphical WWW- HTML (Hypertext Markup Language)
browser and supporting generation of a URL (Uniform
Resource Locator) of the organization’s product and service

database, an Internet line 6 (either via LAN or WAN-dial-up

via modems), and a telephone 8 connected to the PSTN
(public switched telephone network) 9 via a telephone line
10. The URL provides a snapshot indication of where in the
hypertext environment of the organization’s WWW services
the user is at a given time. -

Numerous commercial WWW browsers are available to
assist in navigation through the Internet and WWW servers.
These browsers use HTML znd HTTP (Hypertext Transport
Protocol). In a typical page received via the Inlernet from an
organization providing information or services on a WWW
server, words or key phrases may be underlined or bolded to
indicate that more information is available. This is referred
to as hypertext. If the user is interested in obtaining this
additional information, he can click en the word with a
mouse, and the additional information s displayed.

The typical configuration for an agent workstation 12 is
also shown in FIG. 1. An agent workstation 12 is equipped
with an ACD telephone set 14 from which a variety of calls
can be answered, a Personal Computer 18 capable of sup-
porting a graphical WWW/HTML browser, a telephone line
20 and computer communications line 22 for communicat-
ing with the call centre 24 and the WWW 28 via a data
network 44 comprised of either a LAN (local area network)
or via a dedicated or dial-up WAN (Wide Area Networlc),
Typically a plurality of agent workstations 12 would be
employed, depending on the volume of business to be
handled.

The call centre 24, which handles requests for help from
customers after they are received by the WWW server 28,
subsequent call back of customers, and live connections
with ACD agent workstations 12, is also depicted in FIG. 1.
The call contre 24 includes an outbound dialing system 32
capable of seiling up a blended inbound/outbound call
environment. This outbound dialing systemr 32 contains a
HOTLIST of telephene Numbers of HOT leads {qualified or

interested leads) which are to be called as soon as an agent.

becomes available or at a time preferred by the customer.
The call centre 24 also includes an ACD sysiem 34 (on a
digital switch—either PBX, cenirex or computer based)
which makes the actual calls and via line 20 connects the
calls from the agent 12 to the customer via the PSTN 9 and
line 10. Tt may also include a CT1 server 36, an ACD-MIS
(ACD management information system) system 38 cen-
nected to the ACD system 34, an IVR server 40, a call centre
customer information system 42 -and a data network 44 for
interconnecting various components of the call centrs 24.

The WWW server 28 (complying io HT'TP and HTML} is
equipped with information pertaining to an organizations
products and services, directory information, stc. The server
28 includes an HTTP server 46 counected to an Internet
access line 47 for receiving requests for help, and CGI
{Common Gateway Interface) programs 48 for communi-
cating with the call centre 24, It may also inclode a multi-
media message management system 50 which will be
described in detail below, and a store of nuricrous fexl,
graphics and multimedia files 52 in various multimedia file
formats (such as GIF, JPEG, MPEG, WAV, AUPCX, PDF,
POSTSCRIPT). Not shown between the cuslomer’s Inlernet
access line 6 and the WWW sorver’s Internet access line 47
is the Internet itself,

A typical session will be described with reference to
FIGS. 1 and 2. Process sleps are contained in boxcs in FIG.
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2, The session starts when a customer 2 calls via its Internet
access line 6 inio the WWW server 28 and commences a
self-serve session with an organization which subscribes to
Cusiomer Contact Chanuel Changer service (box 2-1). The
customer browses through information regarding products
and services with the graphical WWW browser. This brows-
ing is often achieved by viewing HITML pages 53 and
associated multimedia files 52. There may be on-line help
which addresses some questions which may arise. At some
point additional details or assistance are needed and the
customer chooses a “Live Help” option from within an
HTML page (box 2-2). This may be done by using a mouse
to clickon a “Live Help” button on the screen, or by entering
a command at the keyboard, This prompts an additional
HTML form 54 to pop up which the customer must fill in
(box 2-3). The form 54 asks the caller for the phone mumber
at which they can be reached at that titne. The URL which
the customer was viewing (ptior to selecting help) is auto-
matically filled in to indicate the page from which help was
requested, but the customer also has the option of providing
a different URL. In one embodiment, the customer also has
an option of specifying a preferred time to be called back
with the default being to request call back as soon as
possible, The customer then sends this completed HTML
help request off to the WWW server 28 where it is received
by the HTTP server 46 and time-stamped. The request may
be sent by either E-mail or TCP/P (transmission centrol
protocol/Internet protocol) client to server HTTP interaction
slc,

At the call centre 24, the help request messages are
received and initially processed by the HTTP server 46. The
telephone number, time stamp and URL are passed to the
outbound preview dialing system 32 in the calt cenire 24 via
the CGI interface 48 and data net 44, Should agents not be
available, messages may be sent back via the CGI interface
48 and HTTP server 46 to the customer with anticipated wait
time (derived from the ACD-MIS system 38) and call setup
and scheduling options may be presented to the customer in
conjunction with the multimedia message management sys-
tem 50 to be described further below. An active time-
stamped HOTLIST is maintained to feed the ouwtbound
dialing system 32 with numbers to call while also providing
the next available agent the URY of where the question
arose. The information received from the customer, includ-
ing a CLID (caller identity) which is the 10 digit customer
phone mumber, and the URL is entered on this HOTLIST

. (box 2-4), The agent workstation computer 18 is set up to

preview the HIML page associated with the caller’s URL
before or while the cutbound call is being made. This allows
the agent to be belter prepared (o answer the guestion(s)
which may arise. The call is then made to the customer
aufomatically without any need for the agent fo key any
telephone numbers into either lbeir phone 14 or computer 18
(box 2-5). Afler the customer answers the phone-call from
the agent, the two parties will be in full voice communica-
tion and will be viewing the same multimedia screen which
prompied the customers question. The agent can then assist
or guide the caller 1o the solution or answer scught, or can
take orders and/or provide technical support (box 2-6).

I a modification of this embodiment, the customer is not
required to fill out an HTML page. Upon selection of the
“Live Help” option, default values together with the relevant
URL are filled in aulomatically, and the request is immedi-
ately sent off,

When it is desired to establish voice communications over
the data network rather than the PSTN, instead of sending a
telephone number at which the user can be reached, an
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HTML form including the user’s IP (internet protocol)
address and URL is filled in autornatically and forwarded to
the outbounding system through the same chanpels as
before. The process diagram for this is shown in FIG, 3. The
rest of this process is similar to that described above except
that the outbound call is placed over the Internet using IF
based voice communications packages running on the uset’s
PC enabling voice communicaticns, These use originating
and terminating [P addresses fo set up virtual (packet based)
circuits for use as volee channels for the duration of the call.
This assumes that the caller and agent have compatible
hardware and software configurations on their PC’s.

When the option is provided to the customer of sslecting
a time preferred for call-back, a mere sophisticated message
management system is required, For this purpose, the inven-
tion provides a method of managing the iniegration or
connection of customers using various services (WWW
servers, voice-mail, IVR, e-mail, etc) to an ACD call centre
ageni. This multimedia message management systern 50 will
be referred to herein as the “Multimedia Message Manager™
{MMM) 50.

Aprocess How diagram which incorporates the MMM 50
is sown in FIG. 4. This figure is very similar to FIG, 2 with
the exception of the addition of the MMM which is con-
nected to the organization’s V-mail servers 80' and E-mail
servers 81 and the WWW server 28.

The MMM 50 acts as an iniermediary between the
traditional call centre related systems and the new WWW
related server systems. Specifically, it communicates with
the call centre ACD-MIS system 38 to get estimated antici-
pated caller wait times (or other parameters) anc passes this
information to the caller via the HTYP server 46 and related
CCI programs 48. Tt may be vsed to allow Web browsing of
information sources related to the call centre such as the
voice mailbox associated with a call centre agent. Overflow
calls may be routed to voice mail. The MMM 50 allows the
agenl or supervisor fo scan large volumes of voice-mail
messages, B-mail messages, WWW form request etc. and
prioritize and schedule call backs from a combined HOT-
LIST

The MMM 50 acts as a clearing house point to assist in
scheduling calls between custormers and ACD agents and
vice versa. This allows customers who may not be able or
willing to converse with an agent at Time TO to schedule the
call for Time T2 which is the cuslomer’s preferred time, The
HOTLIST is then updated to include both calls which are to
be completed as soon as possible and calls which are due to
be completed in the very near future. There are many ways
in which the HOTLIST may be maintained. Calls requesting
jmmediate call back can be crdered according to the time
stamp of when they were received, which will always be in
ihe immediate past. Calls with [uture tme stamps may be
appended to the list prior fo the arrival of the time indicated
by the future time stamp, or aliernatively, they can be given
priority and placed at the top of the list when the time
arrives. The MMM 50 alse handles the notification through
the E-mail servers 81 of customers of the fact that delays are
expected, and is able to provide an indication of when a
return call might be expected.

Altemative to connecting a muliimedia user to a live
agent, with a slight modification of the first embodiment
described above the invention can be used to comnect a
multimecia user (WWW, voice mail, IVR, B-mail) o an IVR
call back system, in which hefp is available on a variety of
topics, and in which the user further has the option of being
connected io other ADSI enhanced IVR applications such as
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heme shopping systems. This is illustrated in FIG. 5. This is
particularly useful in sitvations where a pertion of the call
cenfre’s business may have self service oplions in different
mediums. For example, both IVR self service channels and
WWW self service channels might be available, and this
aspect of the invention allows a quick change from one
medium to the other. By selecting the IVR channel, the
customer is connected to the TVR channel in an outbound
manner as above.

FIG. 6 illustrates a second embodiment of the invention.
While the first embodiment and its modifications described
above are directed towards call centres equipped with out-
bound calling capabilities, in this second embodiment, the
call centre is equipped with inbound call processing
capabilities, handling calls as they come in from customers.
This provides a method for integrating or connecting a
customer who has a SAT (screen assisted telephony) capable
configuration and wishes to be connected to a ive agent 106.
The figure is very similar to FIG. 1, but with much of the
detail of the call centre and WWW server remaved, There
are zgain four main components illustrated, one of these
being the customer premises 100 equipped with a telephone
(or a screen assisted telephone set) 110 and line 107, a
sel-top box (a special purpose computing device which
allow access to network services through the television sst
with user input being achieved through the television remote
conirol) and TV 108 or PC 111, and a CTI/SCAI (switch to
computer application interface) enabled line 107, The other
main components include the multimedia ot WWW server
102, call centre 104 and an agent workstation 106 equipped
with a computer 112 and a telephone 114, or a screen
assisted telephone. Also shown is the PSTN 116, a broad
bard multimedia data network 117 and a SAT server 109

The interconnections between the custonter premises 100,
WWW server 102, call centre 104, agent workstation 106
and PSTN 116 are the similar to before with the exception
that all customer PC connections are via a broadband data
network 117, and the customer telephone 110 connection is
implemented with a line 107 lo the PSTN 116 and a
subsequent connection to the broadband data network 117.

The process followed in the second embgdiment will be
deseribed with reference to FIGS. 6 and 7. The box numbers
refer to boxes shown in FIG. 7. Initially, the customer makes
a “multimedia calt” in order to be comnected o XYZ's
multimedia server 102 and to run a multimedia application
on the sel-top box/T'V 108 or PC 111 (box 7-1). The user
selccts on the set-top box remote or the PC mouse a “MAKE
CALL” feature from within the muliimedia application (box
7-2). This selection initiates a series of steps to set up a call
to either an ACD group or an individual. The requesi first
signals through the broadband multimedia data net 117 tc a
PSTN telephone swilch 116 specially equipped with CIT
techniques (such as SCAI) to ring the customer’s line 107
(wilh a distinctive ring similar to ring-again) prompting the
customer to pick up the handset (box 7-3). The PSTN based
switch 116, having sensed (hat the customer has indeed
picked up the set, then dials the destination party
automatically, which in this case is the call centre 104, where
an ACD system distributes the call to an ACD agent work-
station 106 (box 74).

When an ACD agent answers the call, the customer’s
URL andfor CLID are forwarded so that a customer relevant
screen is appearing on the agent’s PC or terminal 114 at the
same time (box 7-5).

The customer relevant screen is set up on the agent’s
screen via one of several known CTI tcchniques. These
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include first party call control techniques and third party call
control techniques. First party call contrel techniques use
various CLID (Calling Line Identification—not shown)
boxes and associated screen-pop software. The CLID is
transmitted over the telephone line and the CLID box delects
this and passes it fo the agent’s PC over a serial RS232
communications port. The CLID box may be integrated as a
pari of the telephone, or it may be a standalone unit
connected to the telephone line together with the telephone.
Screen-pop software takes the telephone numbers provided
by the CLID box and looks up the corresponding customer
records in a database, and displays them cn the screen.
Allernatively, using third party call control techniques, the
digital switch has a shared data circuit to a “Third Party”
CT1 server which undersiands a common protocol such as
SCAL This server then associales various calls with various
agents and delivers CLID and/or customer relevant data to
the agents workstation as the phone is ringing.

Under either of the scenarios described above for trans-
mitting the CLID, the URL information is transmitted in one
of two ways. Firstly, upon answering the cail and viewing
the customer relevant data simultanecusly (obtained by
looking up the CLID in a customer database), the agent
greets the caller and the caller verbally mentions the asso-
ciated product or subject malter area which causes the agent
to hot key to the relevant or related HTML page. A more
sophisticated alternative to this is for the WWW server to
sense all users querying it in real time (i.c. whieh URL’s are
being read and from which IP addresses or B-mail addresses)
and then do a fook-up into its database to determine corre-
sponding CLID’s. As calls from CLID’s come in, the
database can correlate the associated caller and URL.

Should all agents be busy, an IVR system can be used 1o
provide additional information-opticns to the custorner while
an agent becomes available. This method does not avoid
ACD queues, but does make placing the call easier. In
addition, the use of the URL and/or CLID makes the
provision of help by the agent more efficient. As in the first

embodiment, the agent is now in a position to help the .

customer with the WWW server or other multimedia apphi-
caiion with which they require assistance (box 7-6).

As in the first embodiment, instead attempting to put the
call through to 2 live agent, the call can be automatically
connected to an IVR system. Screen-based ielephony and
associated SAT telephone switches may be employed in this
case, allowing the customer to interact with an ADSI
enhanced IVR system. '

FIG. 8 illustrates a third embodiment of the invention
which is quite similar to that shown in FIG, 6, with the
exception of the configuration at the customer premises.
Again, an inbound call processing capability is required at
the call cenlre, as in the second embodiment. This embodi-
meni provides a method for integraling or connecting a
customer 100 who has a telephene 120, a PC 124 with DDE
(dynamic data exchange ) capabilities and two modems 122,
126 and lines 127, 128 and wishes to be connected to a live
agent 104. DDE allows data to be passed dynamically
between different applications running on the PC. In this
embodiment, the PC 124 is equipped with communications
software and modems 122, 126 able to place the call
between the customer’s telephone 120 and the ACD agent
itself, automatically, instead of requiring the telephone
switch to set up the call as in FIG. 6.

FIG. 9 shows a process diagrarn showing the steps which
occur when this method is used, Initially, the customer
makes a multimedia call to comnect o company XYZ’s
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multimedia server (box 9-1), The customer then selects the
“MAKE CALL” or “HELP” button which may appear on an
HTML page (box 9-2). The customer request initiates & PC
based DDE whereby the telephone number in the HTML
page to be called is passed dynamically to another PC based
communications software package where an outbound call is
dialed over a regular modem 122 and line 127 (boxes 9-3
and 9-4). When an ACD) agent answers, a voice conncetion
between the customer’s telephone 120 and the ACD agent’s
telephone 112 is completed, and a customer relevant screen
is appearing on the agent’s PC 114 or erminal at the same
time (box 9-5) based on incoming CLID and using first part
or third party CTI techniques as described previously.

As before, an IVR connection could be established
instead of using live agents, and screen assisted telephones
and associated servers could be employed to enhance this
type of connection.

FIG. 10 illustrates a fourth embodiment of the invention
in which 2 methed and apparatus is provided for integrating
WWW information from a caller who is already talking to
2 live ACD agent. In this embodiment either an inbound call
processing capability or an outbound call processing capa-
bility is required at the call centre.

The customer site 210 is equipped with a computer 212
and a telephone 214 both connested to a SVD (simultancous
voice data) modem 216 with external connections 218 to the
PSTN 219 which may be znalog, or ISDN (integrated
services digital network) format. SVD modems allow both
veice and data to be transmitted over the same standard
telephone line at the same time.

The agent site 220 is similarly equipped with a compulicr
222, telephone 224 and SVD 226 and connections to the
PSTN 219. It is also connected to a digital switch 230 with
ACD functionality for distributing calls to various agents.
The agent’s computer 222 is also connected lo a WWW
server 232 and may be connecled to a mmltimedia message
management system 234,

The process flow diagram for this embodiment is shown
in FIG. 11. The customer has been previously connected to
an ACD agent either according to the traditional method
wherein the customer physically dials an 800 mumbes, or
according Lo one of the methods described above (box 11-1).
“This includes all of the inbound and outbeund call set-up
methods and associated hardware described in the first three
embodiment and their variants, although it {s assumed that
a live agent cxists, and not an IVR system. Both partios arc
conversing and desire to be viewing identical screens of
information simultaneously, and so decids lo go into ccl-
laborative mode (box 11-2). This may be due fo the fact that
simple verbal explanations are insuflicient to solve the
caller’s problems. If the calling parly is not yet WWW
connecied, the two parties activate their SYI Modems 216,
226 (or ISDN units) and activate their remote conirol
software packages (box 11-3). This sets up a dala connection
over the same lelephone line as they were previously using
for voice. Then voice and data can be transmitied over the
same lelephone line, The agent who is already connected to
the desired WWW server 132 acts as HIOST and the caller
acts as a REMOTE allowing the caller to view the same
WWW pages (or other [nformation Systems) as the agent
(box 11-4). The agent can then walk the customer through
information and supplement it verbally, thereby sharing a
mullimedia call with the customer (box 11-5). Screcos
appearing on the agenis computer appear on the custemer’s
computer, as what the customer sees is an exact duplicale of
wiat the agent sees. This may result in immcdiate sales and
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service or assist in further sales and service. The next time
the caller, having become more. comfortable and familiar
with the system, may opt to use the self serve channel with
no human assistance for increased likelihood of repeat
business. The above combining of ACD, SVD and WWW
building blocks allows collaborative screen sharing between
customers and ACD agents, In addition, agent integration
via the MMM 234 allows increased agent productivity.

If the caller is already logged onto the WWW. server, he
must disconnect before being able to go into collaborative
mode, unless he is equipped to handle two connections at
once.

In order to implement this embodiment, several configu-
ration (hardware and software) modifications to existing

ACD setups would be required. Most current PC’s will not _

successfully support high speed (14.4 KBPS) communica-
tions on their serial ports due to the older UART (Universal
Asynchronous Receiver Transmiitter) chips. Communica.
tions with these units is error prone and unreliable, PC’s
need a smarter faster UART to make this configuration
reliable. These are supplied by installing high speed serial
input/output boards in the ISA (Industry Standard
Aurchitecture) slots on the motherboard of the PC. Software
reconfiguration is required to disable the lower speed com-
munications ports, An alternative hers it to use new simul-
taneous voice and data modem technology which utilizes the
parallel port of the PC which (for most PC’s) currently
supports speeds. equal to or greater than 28.8 KBPS.

Al the agent end, the type of line choice (2500-type
analog ACD line or digital ACD ling) must be made and
dopending on this additional hardware and software is
required. If a digital ACD line is used, a hardware adaptor
is required to convert the digital signaling which may be
proprietary in nature into signals recognized by analog based
8$VD modems, Also, these adaptor units must be medified to
handle high speed (14.4 KBPS) data transmission. If 2500~
type analog lines are used, software is required on the PC to
allow easy access and use of sophisticated featurs activation
codes. The line choice here depends largely on which
features the call centre agent would be using,.

We claim:

1. In communications systems comprising a server con-
nected to the Infernet-, customer premises equipment in a
remote customer premise comprising a customer computer
connectable to the Internet and having a customer IP addres,
a call center having a plurality of help agent computers
connected to the Internet, a method for the custemer to
obtain help in relativn to a WWW page having a URL
(urtiversal resource lacator) from the server displayed by the
customer computer comptising the steps:

a) the customer selecting a remote help option from the

page;

b) the customer computoer automatically preparing a help
request form comprising the customer IP address;

c) the system automatically transferring the help request
to the call center; and -

d) the call center setting up a virtual audio channel on the
Internet between one of said help agent computers and
the customer computer using IP based voice commu-
nications.

2. The method accoiding to claim 1 wherein the request
form further comprises a field for filling in a customet
preferred time for call-back and wherein the call centez
further comprises moans for recording the help request
forms and associated preferred call-back times, and is
adapled to place calls at specified times according to the
times i the recorded requests.”

50
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3, The method according to claim 1 wherein the means for
transferring the request to the call center is one of TCP/AP
HTTP or E-mail. ‘

4. The method according to claim 1 further comptising the
step of the call center sending a message back to the
customer with an anficipated wait time when no help agent
is available for immediats help.

5. The method according to claim 1, wherein said one of
said help agent computers is also provided with customer
relevant information.

6. The method according to claim 1 in which said agent
computer is further provided with a URL indicating from
which page the customer has requested help and with which
the agent computer can be set up at the same page.

7. A method according to claim 1 further comprising:

providing for the selection between a plurality of contact

channels. )

8. Amethod according to claim 7 wherein the plurality of
contact channels include voice over IP and PSTN channels.

9, An automated call distribution system comprising a
server and a call center, the server being for providing
network service to a customer terminal, the server compris-
ing one or more pages downloadable to the customer ter-
minal operable 1o provide a remote help option selectable by
a nser of the customer terminal, and upon selection of the
remote help option, send a help request to the call center
identifying a contact channel through which the user of the
customner terminal can be reached;

the call center comprising means operable to receive the.

help request and to contact the user of the cusiomer
terminal using the contact channel identified in the help
request.

10. An automated call distribution system according to
claim 9 wherein said means operable to receive the help
request and contact the user of the customer terminal using
the contact channel identified in the help request comprises
a live agent workstation.

11. An aufomated call distribution system according to
claim 9 wherein said means operable [o receive the help
roquest and contact the user of the customer terminal using
the contact channel identified in the help request comprises
an IVR callback system.

12. An antomated call distribution system according te
claim 9 wherein:

the server is operable to receive an identification of a web
page the user is visiting and to provide this to the call
center;

the call center is operable to set up the live agent work-
station to the web pago the user is visiting,

13. An inbound call processing system for processing
calls from custorer premises equipment comprising a tele-
phone with a telephone line, and a network access device
connected with a ‘CT1 enabled line, the inbound call pro-
cessing system comprising:

a multimedia secver, a call center;

at least one an agent workstation;

a CT1 enabled switch.

a broad band multimedia data network wherein customer
network access devices are connectable to the multi-
media server are over the broadband data network to
run a multimedia application provided by the server,
and the customer telephoue connections are over the
PSTN and a subsequent connection to the broadband
data network;

the multimedia application comprising a muke call option
which when selected initiates a series of steps to sct up
1 call to an ACID system by-signaling to the CTI
enabled switch to ring the customer’s tclephone line
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prompting the customer to pick up the handset, and
upon sensing that the customer has indeed picked up
the set, then dials the call center automatically, where
an ACD system distributes the call to an ACD ageni
. workstation,

14. The inbound call processing system of claim 13
wherein 1 the CTI enabled switch is SCAI (switch to
computer application interface) or other ihird party call
control enabled, :

15. The inbound call processing system of claim 13 10
comprising:

14

in each agent workstation, a calling line ID system for
identifying a ielephone number of an inbound call;

a customer information database queriable on the basis of
the telephone number for information related to a
customer which is then made available to the agent,

16. The inbound call processing system of claim 15

further comprising screen pop-up software in the agent work
station which presents said customer information.

L I
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METHOD AND SYSTEM FOR
COORDINATING DATA AND VOICE
COMMUNICATIONS VIA CUSTOMER
CONTACT CHANNEL CHANGING SYSTEM -

OVER IP ' '

This application {s a continuation of U S, application Ser.
No. 09/239,701, filed on Jan. 28, 1999, now U.S, Pat. No.
6,311,231, which was a divisional of Ser. No. 08/532,537,
filed on Sep. 25, 1995, now U.S. Pat. No, 5,884,032, issued
on Mar. 16, 1999,

FIELD OF THE INVENTION

This invention relates to accessing remete information
network services such as those of the WWW (World Wide
Web) and particularly, but not exclusively to the manner in
which help is enlisted when needed.

BACKGROUND OF THE INVENTION

Some telephone companies (e.g., NBTel, New
Brunswick, Canada) have beer heavily involved with the
development and use of both call centre services and Inter-
net services, More specifically, efforts have been underway
to utilize CTT (Computer Telephony Integration) within call
cenires to improve the productivity and service levels within
call centres. CTI uses integration capabilities In various
manners to assist telephone users who have access 10
computer equipment to improve the process of making or
receiving phone calls. Call cenire technology generally uses
both computer equipment and telecommunications equip-
ment with CTI being a key clement of productive call
centres. i

The use of new Inlernet services such as WWW servers
to allow organizations to inferact with their customers in a
self service mode is also being promoled. These WWW
servers ufilize hypertext and multimedia content to allow
customers o soe text, images, efc. associaled with preducis
and services. Due to human nature and other factors these
customers frequently need human assistance to completely
satisfy their needs and would likely jot down an 800
telephone oumber with a pencil and paper. They would then
call the 800 mumber to gain aceess (if the 800 zone coverage
was appropriate) to an ACD (Automatic Call Distribution)

centre belonging to that organization, Under many circum-

stances toduy they would then sit frustrated in an ACD queue
awaiting the availability <f a live agent, Thus, there arc at
least two disadvantages of current sysiems. First, the nesd
for the eustomer to physically record and dial the 800
number is a disincentive to making the call. Secondly, the
likelihood of waiting in leng ACD queues is.alse a disin-
centive to making the call. Once the call is made, the queue
may also result in the call being terminated before successful
completion because of the delay experienced.

Arecent improvement in the integration of computers and
telephones is disclosed in U.S. Pat. No. 5,001,710. A system
is disclosed which Jels telemarketing agents who ate answer-
ing calls for multiple carnpaigns simultanecusly, to be set up
automatically in their computing environment at the correct
campaign based upon the phone number dialed by the
customet, and to receive caller related information avtomati-
cally. However, the user js required to physically dial an 800
pumber, and likely must wait in an ACD queue.
Furthermore, although the agent is set up at the comrect
campaign, a more aveurate iniiial setup, which for example
incorporates the specifics of the customer’s queries, is not
possible. Finally, this system is not designed for helping
users of the Internet,
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SUMMARY OF THE INVENTION

It is an object of the invention to provide a means for
integrating WWW services with live ACD agents in a
manuer that mitigates the above mentioned disadvantages.

It is another object of the invention to make this process
faster and simpler so as to improve the likelihood of a
successful connection to a live agent.

The invention provides a method of quickly enabling the
changing of customer contact channels under control of the
calling customer. A cusiomer contact channel is a specific
means of communication between the customer and a sales/
service provider, Bxamples of customer contact channels
include verbal phone conversations between customers and
human ACD agents of the service/sales organization, IVR
(interactive voice response) interactions between customers
and [VR servers associated with the serviceforganization,
ADSI (analog display services interface) enhanced IVR
interactions between customers and associated servers, and
WWW interactions between customers and associated
WWW servers. These channels use various communications
appliances or terminals such as a regular louch tone
telephone, ADSI enhanced tslephone (such as Nortel Vista
350), multimedia PC’s or multimedia set-top boxes (such as
Philips/Zenith/CLI Mediz Access Terminals) and television
sets,

The invention pravides a series of methods for integrating
WWW services with live ACD agents. These metheds
include establishment of two-way voice connectivity
betwoen a customer and a human ACD agent while sharing
common screens of information on a WWW page. This
conneclivity provides requested “LIVE HELP” when a
problem is encountered or when an alternate channel is
preferred for various reasons. These methods deploy CTI,
IVR and related techniques involving the use of computer
software and hardware working in conjunction with tele-
phone systems, The specific methods best suited for an
individual customer will depend on a number of factors such
as the call centre’s telephony architecture, the call cenire’s
computing architecture and organizational philosophy and
approaches regarding inbound and oufbound calling and
customer contact concepts.

IVR allows for automated handling of scripted or routine
telephone conversations. The cnstomer, once connecled to
an IVR system, is verbally provided with information and
options by a computer generated or recorded voice. The
customer is able to make selections with the telephone
keypad. An ADSI (analog display services interface)

enhanced TVR system (e.g., NBTel Express or NBTel

CallMall) also provides a text screen that allows easier
navigation to the user. These are accessed by ADSI capable
telephone sets equipped with a screen.

The invention provides methods for integrating and con-
necting a luman ACD agent and a customer who is using the
WWW- and wishes human assistance. Furthermore, the
invention provides a customer in voice conversation with an
ACD agent an option fo enhance that conversation with
shared screens of information (images, fext, etc.). The inven-
tion is intended to be used by organizations or individuals
with WWW servers and ACD agents. The invention was
initially developed to illustrate the joint nse of two powerful
marketing channels (WWW and ACD agents) and that their
combination produces an even more powerful channel than
either afone. The main features of this invention are the
ability to link and integrate customers (who may have
obtained product awareness information or directory infor-
mation via a WWW server) and appropriate ACD agents or
individuals to provide supplementary information or assis-
tance,
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According to a first broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server to at least one
computer in a remole customer premises, a help channel and
a call cenire connected to the help channel connectable
through the public switched telephone network to a tele-
phone in the customer premises, an apparatus and method
for the enstomer to obtain help in relation to a page from the
server displayed by the computer comyprising the steps of the
customer selecting a remote belp option from the page; the
customer preparing a help request form comprising the
number of the customer’s telephone; the system transferring
the help request to the call centre; and the call centre setting
up a call over the public switched telephone network
between the customer lelephone and the help channel.

According to a second broad aspect, the invention pro-
vides in a communications system comprising a server on a
network, means for connecting the server to at least one
computer in a remote customer premises, a belp channel and
a call centre comected to the help channel connectable
through the informaticn neiwork to the conputer, an appa~
ratus and method for the customer to obtain help in relation
to a page from the server displayed by the computer com-
prising the steps of the customer selecling a remote help
option from the page; the customer computer antomatically
preparing a help request form comprising a network address;
the system automatically transferring the help request to the
call cenire; and the call centre setiing up a virtnal audio
channel on the data network between the channel and the
customer computer.

According to 2 third broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server to at least one of
either a computer or a set-top box and television in a remote
customer premises, a help channel and a call centre con-
nected fo the help channel connectable through the public
switched telephone network to a telephone in the customer
premises, an apparatus method for the customer to obtain
help in relation to 2 page from the server displayed by the
computer comprising the steps the customer selecting a
remote help option from the page; the customer set+top box
ot computer signalling a telephone switch to ring the cus-
tomers telephone line (with a normal ring or a distinctive
ring) in response to the customer selecting the help option;
the telephone switch dialing the call centre -automatically
when the customer the picks up the handset; and the call
centre transferring the call to the help channel.

According to a fourth broad aspect, the invention provides
in a communicalions system comprising a server on a
network, means for connecting the server to at least one
computer in a remote customer premises, & help channel and
a call centre comnectsd to the help channel connectable
through the public switched telephone network to a fele-
phone in the customer premises, an apparatus and method
for the custorner to obtain help in relation to a page from the
server displayed by the computer comprising the steps of the
customer selecting 2 remote help option from the page; the
customer computer automatically passing a help phone
number listed within the page to communications software
rnning on the customer’s computer; and the communica-
tions software dialing the help phone number with 2 modem
and line connected fo the customer’s computer and tele-
phone; whereby a voice connection is eslablished between
the customer telephone and the help channel.

According to a fifth broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server to at least onc
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computer equipped with an SVD (simultanecus voice data)
modem in a remote customer premises, a help channel
comprising a live agent workstation equipped with at least
oue computer equipped with an SVD modem, and a call
cenfre connected to the help channel, an apparatus and
method for the customer to obtain belp in relation to a page
from the server displayed by the computer comprising the
steps: establishing a voice comnection between a customer
telephone and an agent telephone over the PSTN; the agent
connecting the agent computer to the server if not already
connecied; the customer disconnecting the customer com-
puter from the server if connected unless equipped to handle
more than one comneciion; both the customer and ACD
agenl activating their SVD (Simultaneous Voice Data).
Modems {or ISDN units) such that data and voice connec-
tions are established where previcusly only a voice connec-
tion existed in such a way that the agent who is already
comnected to the desired server acts as a host and the caller
zcts as a remote connected to the agent’s host and in
communication with the host over the data portion of the
connection and the caller is able fo view the same pages as
the agent, and the agent can provide the caller with assis-
tance by walking the customer through the information from
the server, and discuss it over the voice connection,

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1 shows & block diagram of the first embodiment of
the invention; :

FIG. 2 shows a process flow diagram for the first embodi-
ment of the invention;

FIG. 3 shows a process flow diagram for a variation of the
first embodiment of the invention;

FIG. 4 shows a process [low diagram for another variation
of the first embodiment of the mvention;

T1G. 5 showsa process Hlow diagram for another variation
of the first embodiment of the Invention;

FIG. 6 shows a block diagram of the second embodiment
of the invention;

FIG. 7 shows a process flow diagram for the second
embodiment of the invention;

FIG. 8 shows a block diagram of the third embodiment of
the invention;

FIG. 9 shows a process flow diagram for the third
embodiment of the invention;

FIG. 10 shows a block diagram of the fourth embodiment
of the invenfion; and

FIG, 11 shows a process flow diagram for the fourth
embodiment of the invention.

DESCRIPTION OF THE PREFERRED
EMBODIMENTS OF THE INVENTION

In a first preferred embodiment of the invention, illus-
traled schematically in FIG. 1, a method and apparatus,
herein referred to as the Customer Contact Channel
Changer, is provided for automaticaily providing a live
telephone connection between a customer using an orgeni-
zation’s muliimedia services to the organization’s ACD
agenl. Four main componenis are illustraied, these being the
customer premises 2, an ACD apent workstation 12, a call
cenire 24 and the call centre’s multimedia server 28, The
multimedia server 28 may be a WWW server 28, and wili be
referred to herein as snch. The call centre’s 24 WWW server
28 may aciually be located at the call centre, or it could be
located remotely. Likewise, the ACD agent workstation 12
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may be located in the call centre. Alternatively, the ACD
agent workstalion may be in locations remote from the call
cenire such as in an individual agent's home or remote
workplace.

. The componenis of a customer premises 2 are illusirated
in FIG. 1. This includes a PC 4 capable of supporting a
graphical WWW HTML (Hypertext Markup Language)
browser and supporting generation of & URL (Uniform
Resource Locator) of the organization’s product and service
database, an Internet Line 6 (either via LAN or WAN-dial-up
via modems), and a telephone 8 connecied to the PSTN
(public switched telephone network) 9 via a telephone line
10. The URL provides a snapshot indicalion of where in the
hypertext environment of the organization’s WWW setvices
the user is at a given {ime.

MNumerous commercial WWW browsers are available to
assist in navigation through the Internet and WWW servers.
These browsers use HTML and HTTP (Hypertext Transport
Protocol). In a typical page received via the Internet from an
organization providing information or services on a WWW
server, words or key phrases may be underlined or bolded to
indicate that more information is available, This is referred
to as hypertext. If the user is inferested in obtsining: this
additional information, he can click on the word with a
mouse, and the additional Information is displayed.

The typical configuration for an agent workstation 12 is
also shown in FIG. 1. An agent workstation 12 is equipped
with an ACD telephone set 14 from which a variety of calls
can be answered, a Personal Computer 18 capable of sup-
porting a graphical WWW/HTML browser, a telsphonc line
20 and computer communications line 22 for communicat-
ing with the call centre 24 and the WWW 28 via a data
network 44 comprised of either a LAN (local area network)
or via a dedicated or dial-up WAN (Wide Area Network).
Typically a plurality of agent workstations 12 would be
employed, depending on the volume of business to be
handled.

The cafl centre 24, which handles requests for help from
customers after they are received by the WWW scrver 28,
subsequent call back of customers, and live connections
with ACD agent workstations 12, is alsc depicted in FIG. 1,
The call cenire 24 includes an outbound dialing system 32
capable of setling up a blended inbound/outbound call
enviromment. This outbound dialing system 32 contains a
HOTLIST of telephone Numbers of HOT leads (qualified or
interested leads) which are to be called as soon as an agent
becomes available or at a time preferred by the customer.
The call cenire 24 also includes an ACD. system 34 (on a
digital swilch—either PBX, cenizrex or computer based)
which makes the actual calls and via line 20 connects the
calls from the agent 12 to the customer via the PSTN 9 and
line 10. It may also include a C11 server 36, an ACD-MIS
{ACD management information system) system 38 con-
nected to the ACD system 34, an IVR server 40, a call centre
customer information system 42 and a data network 44 for
interconnecting various components of the call centre 24.

" The WWW server 28 (complying to HTTP and MTML) is
equipped with information pertaining 1o an crganizations
products and services, directory information, elc. The server
28 includes an HTTP sorver 46 connected to an Infernet
access line 47 for receiving requests for help, and CGI
{Common Gateway Interface) programs 48 for communi-
caling with the call centre 24, It may also include a multi-
media message management system 50 which will be
described in detail below, and a store of numerous text,
graphics and multimedia files 52 in varicus multimedia file
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formats (such as GIF, JPEG, MPEG, WAV, AUPCX, PDF,
POSTSCRIPT). Not shown between the customer’s Internet
access line 6 and the WWW server’s Internet access line 47
is the Intemet itself.

A typical session will be described with reference to
FIGS. 1 and 2. Process steps are contained in boxes in FIG.
2. The session starts when a customer 2 calls via its Intoraet
access line 6 into the WWW server 28 and commences 2
self-serve session with an organization which subscribes to
Customer Contact Channel Changer service (box 2-1), The
customer browses through information regarding products
and services with the graphical WWW browser. This brows-
ing is often achieved by viewing HTML pages 53 and
associated multimedia files 52, There may be on-line help
which addresses some questions which may arise. Al some
point additional details or assistance are needed and the
customer chooses a “Live Help” option from within an
HTML. page (box 2-2). This may be done by using a mouse
to click on a “Live Help™ button on the screen, or by entering
a command at the keyboard, This prompts an additional
HTML. form 54 to pop up which the customer must fill in
(box 2-3). The form 54 asks the caller for the phone number
at which they can be reached at that time. The URL which
the customer was viewing (priot to selecting help) is auto-
matically filled in to indicate the page from which help was
requested, but the cusiomer also has the option of providing
a different URL. In one embodiment, the customer also has
an option of specifying a preferred time to be called back
with the default being to request call back as soon as
possible. The customer then sends this completed HTML
help request off to the WWW server 28 where it is received
by the HTTP server 46 and time-stamped. The request may
be sent by cither E-mail or TCP/IP (transmission control
protocol/Internet protocol) client to server HTTP interaction
ste.

At the call centre 24, the help request messages are
received and initially processed by the HTTP server 48. The
telephone number, time stamp and URL are passed to the
outbound preview dialing system 32 in the call centre 24 via
the CGI interface 48 and data net 44. Should agents not be
available, messages may be sent back via the CGI interface
48 and HTTP server 46 to the customer with anticipated wait
time (derived from the ACD-MIS system 38) and call setup
and scheduling options may be presented to the costomer in
conjunction with the multimedia message management sys-
tem 50 to be described further below. An active time-
stamped HOTLIST is maintained to feed the outbound
dialing system 32 with members to call while also providing
the next available agent the URL of where the question
arose. The information received from the customer, includ-
ing a CLID (caller identity) which is the 10 digit customer
phene numbet, and the URL is entered on this HOTLIST
{box 2-4), The agent workstation computer 18 is set up to
preview the HTML page associated with the caller’s URL
before orwhile the outbound call is being made. This allows
the agent to be better prepared to answer the question(s)
which may arise. The call Is then made to the cusiomer
automatically without any need for the agent to key any

telephone numbers into either their phone 14 or computer 18,

(box 2-5). After the customer answers the phone call from
the agent, the two parties will be in full voice communica-
tion and will be viewing the same muliimedia screen which
prompied the customers question. The agent can then assist
or guide the caller to the solution or answer sought, or can
take orders and/or provide technical support (box 2-6).

In a modification of this embodiment, the customer is not
required fo fill out an HTML page. Upon selection of the
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1 ive Help” option, default values together with the relevant
URL are filled in auiomatically, acd the request is immedi-
ately sent off.

When it is desired to establish voice communications over
the data network rather than the PSTN, instead of sending a
telephone number at which the user can be reached, an
HTML form including the user’s IP (internet protocol)
address and URL is filled in automatically and forwarded to
the outbounding system through the same chanpels as
before. The process diagram for this is shown in FIG. 3. The
rest of this process is similar to that described above except

- that the outbound call is placed over the Internet using IP
based voice communications packages running on the user’s
PC enabling voice communications. These use originating
and terminating TP addresses to set up virtual (packet based)
circuits for use as voice channels for the duration of the call,
This assumes that the caller and agent have compatible
hardware and software configuralions on their PC’s.

When the option is provided to the customer of selecting
a time preferred for call-back, a more sophisticated message
management system is required. For this purpose, the inven-
tion provides a method of managing the integration or
connection of customers using vatious services (WWW
servers, voice-mail, IVR, e-mail, et} to an ACD call centre
agent, This multimediz message management system 50 will
be referred to herein as the “Multimedia Message Manager”
(MMM) 50

A process flow diagram which incorporates the MMM 50
is shown in FIG. 4. This figure is very similar 1o FIG. 2 with
the exception of the addition of the MMM which is con-
nected to the organization’s V-mail servers 80 and E-mail
servers 81 and the WWW server 28,

The MMM 50 acts as an intermediary belween the
traditional call centre related systems and the new WWW
related server systems. Specificelly, it communicates with
the call centre ACD-MIS system 38 to get estimated antici-
pated caller wait times (or other parameicrs) and passes this
information to the caller via the HTTP server 46 and related
CGI programs 48. It may be used to allow Web browsing of
information sources related to the call centre such as the
voice mailbox associated with a call centre agent, Overflow
calls may be routed to voice mail. The MMM 50 allows the
agent or supervisor to scan large volumes of veice-mail
messages, B-mail messages, WWW form request etc, and
pricritize and schedule call backs from a combined HOT-
LIST.

The MMM 50 acts as a cleating housc point to assist in
scheduling calls between customers and ACD agents and
vice versa. This allows customers who may not be able or
willing to conversc with an agent a! Time T0 to schedule the
call for Time T2 which is the customer’s preferred time. The
HOTLIST is then updated to include both calls which are to
be completed as soon as possible and calls which are due to
be completed in the very near future, There are many ways
in which the HOTLIST may be maintained. Calls requesting
immediate call back can be ordered according to the time
stamp of when they were received, which will always be in
the immediate past. Calls with future time stamps may be
appended to the list prior to the arrival of the time indicated
by the future time stamp, ot aliernatively, they can be given
priority and placed at the top of the list when the time

arrives. The MMM 50 also handles the notification through

the B-mail servers 81 of customers of the fact that delays are
expected, and is able to provide an indication of when a
retyrn call might be expected.

Alternative to connecting a multimedia user to a live
agent, with a slight modification of the first embadiment
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described above the mvention can be used to connect a
multimedia user (WWW, voice mail, IVR, E-mail) to an IVR
call back system, in which help is available on a variety of
topics, and in which the user further has the option of being
connected to other ADSI enhanced IVR applications such as
home shopping systems. This is {llustrated in FIG. 5. This is
particularly useful in situations where a portion of the call
centre’s business may have self service options in different
mediums. For example, both IVR self service channels and
WWW self service channels might be available, and this
aspect of the invention allows a quick change from one
medium to the other. By selecting the IVR channel, the
custorner is comnected to the IVR channel in an oulbound
manner as above.

FIG. 6 illustrates a second embodiment of the invention.
While the first embodiment and its modifications describsd
above are directed towards call centres equipped with out-
bound calling capabilities, in this second embodiment, the
call centre is equipped with inbound call processing
capabilities, handling calls as they come in from customers.
This provides a method for integrating or comnecting a
customer who has a SAT (screen assisted telephony) capable
configuration and wishes to be connected to a live agent 106.
The figure is very similar to FIG. 1, but with much of the
detail of the call centre and WWW server removed. There
are again four main components illustrated, one of these
being the customer premises 100 equipped with a telephone
(ot a screen assisted telephone set) 110 and line 107, a
set-top box (a special purpose computing device which
allow access to nelwork services through the television set
with user input being achieved through (he television remote
control) and TV 108 or PC 111, and a CTI/SCAI (swilch to
computer application interface) enabled line 107, The other
main components include the multimedia or WWW server
102, call centre 104 and an agent worksiation 106 equipped
with a computer 112 and a telephone 114, or a screen

assisted telephone. Also shown is the PSTN 116, a bread

band multimedia data network 117 and a SAT server 109.
The interconnections between the customer premises 100,
WWW server 102, call centre 104, agent workstation 106
and PSTN 116 are the similar to before with the exception
that all customer PC connections are via a broadband -data
network 117, and the customer telephone 110 connection is
implemented with a line 107 to the PSTN 116 and a

-subsequent connection to the broadband data network 117.

The process followed in the second embodiment will be
described with reference to FIGS. 6 and 7. The box numbers
refer to boxes shown in FIG. 7. Initially, the customer makes
a “multimedia cafl” in order to be comnected to XYZ's
multimedia server 102 and to run a multimedia application
on the set-top box/TV 108 or PC 111 (box 7-1). The user
selects on the set-top box remote or the PC mouse a “MAKE
CALL” feature from within the multimedia application (box
7-2). This selection initiates a serics of steps to et up a call
to either an ACD group or an individual. The request first
signals through the broadband multimedia data net 117 to a
PSTN telephone switch 116 specially equipped with CTI
techniques (such as SCAI) to ring the customer’s line 107
(with a distinctive ring similar to ring-again) prompting the
customer to pick up the handset (box 7-3). The PSTN based
switch 116, having sensed that the customer has indeed

picked up the set, then dials the destination party’

automatically, which in this case is the call centre 104, where
an ACD system distributes the call to an ACD agent work-
station 106 (box 7-4). '
When an ACD agent answers the call, the customer’s
URL and/or CLII} are forwarded so that a customer relevant
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screen is appearing on the agent’s PC or terminal 114 at the
same time (box 7-5).

The customer relevant screen is set up on the agent’s
screen via one of geveral known CTI techniques. These
include first party call control techniques and third party call
conirol techniques, First party call control techmiques use
various CLID (Calling Line Identification—not shown}
boxes and associated screen-pop software. The CLID is
transmitted over the telephone line and the CLID box detects
this and passes it to the agent’s PC over a serial R8232
communications port. The CLID box may be integrated as a
part of the telephone, or it may be a standalone unit
connected to lhe telephone line together with the telephone.
Screen-pop software takes the telephone numbers provided
by the CLID box and leoks up the corresponding customer
records in a database, and displays them on the screen.
Alternatively, using third party call control techniques, the
digital switch has a shared data circuit 1o a “Third Party”
CTI server which understands a common protocol such 2s
SCAL This server then associates various calls with various
agents and delivers CLID and/or customer relevant data to
the agents workstation-as the phone is ringing,

Under either of the scenarios described above for trans-
mitting the CLID, the URL information is transmitted in one
of two ways. Fimstly, upon answering the call and viewing
the customer relevant data simultaneously (obtained by
looking up the CLID in a cusiomer database), the agent
greets the caller and the caller verbally mentions the asso-
ciated product or subject mafter area which causes the agent
to hot key to the relevant or related HTML page. A more
sophisticated alternalive 1o this is for the WWW server to
sense all users querying it in real time {i.e. which URL’s ars
being read and from which IP addresses or B-mail addresses)
and then do a Iook-up inio its database to determine corre-
spouding CLID’s. As calls from CLID’s come in, the
database can correlate the associated caller and URL.

Should all agents be busy, an IVR system can be used to
provide additional information options to the customer while
an agent becomes available. This method does not aveid
ACD queues, but does make placing the call easier. In
addition, the use of the URL and/for CLID makes the
provision of help by the agent more efficient, As in the first
embodiment, the agent is now in a position to help the
customer with the WWW server or other multimedia appli-
cation with which they require assistance {box 7-6).

As in the first embediment, instead aftenipting fo put the
call through to a live agent, the call can be automatically
connected to an IVR system. Screen-based telephony and
associated SAT telephone switches may be employed in this
case, allowing the customer to inferact with an ADSI
enhanced IVR systcm.

FIG. 8 illusirates a third embodiment of the invention
which is quitc similar to that shown In FIG. 6, with the
exception of the configuration at the customer premises.
Again, an inbound call processing capabilily is required at
the call centre, as In the second embodiment. This embodi-
ment provides a method for integrating or connscting a
customer 100 who has 2 telephone 120, a PC 124 with DDE
(dynamic data exchange) capabilities and two modems
122,126 and lines 127,128 and wishes tc be eonnected to a
live agent 104, DDE allows data to be passed dynamically
between different applications running on the PC. In this
embodiment, the PC 124 is equipped with communications
soffware and modems 122, 126 zble io place the cail
between the customer’s telephone 120 and the ACD agent
itself, automatically, instead of requiring the telephone
switch to sct up the call as in FIG, 6.
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FIG. 9 shows a process diagram showing the steps which
occur when this method is used. Initially, the customer
makes a multimedia call to connect to company XYZ’s
multimedia server (box 9-1). The customer then selecis the
“MAKE CALL” or “HELP” buiton which may appear on an
HTML page (box 9-2). The customer request initiates a PC
based DDE whereby the telephone number in the HTML
page to be called is passed dynamically to another PC based
communications software package where an outbound call is
dialed over a regular modem 122 and line 127 (boxes 9-3
arxl 9-4). When an ACD agenl answers, a voice connection
between the customer’s telephone 120 and the ACD agent’s
telephone 112 is completed, and a customer relevant screen
is appearing on the ageni’s PC 114 or terminal at the same
time (box 9-5) based on incoming CLID and using first part
or third party CTI techniques as described previously.

As before, an IVR connection could be established
instead of using live agents, and screen assisted telephones

and assoclated servers could be employed to enhance this -

type of connection.

FIG. 10 illustrates a fourth embodiment of the invention
in which a method and apparatus is provided for integrating
WWW information from a caller who is already talking fo
1 live ACD agent. In this embodiment either an inbound call
processing capability or an outbound call processing capa-
bility is required at the call centre.

The customer site 210 is equipped with a computer 212
and a lelephone 214 both connected to a SVD {(simultaneous
voice data) modem 216 with external connections 218 to the
PSTN 219 which may be analog, or ISDN (integrated
services digital network) format, SVD modems allow both
voice and data to be transmitied over the same standard
telephone Hne at the same time.

The agent site 220 is similarly equipped with a computer
222, telephone 224 and SVD 226 and conneclions to the
PSTN 219. It is also connected to a digital switch 230 with
ACD functionality for distributing calls to various agents.
The agent’s computer 222 is also connected to a WWW
server 232 and may be connected to a multimedia message
management system 234,

The process flow diagram for this embodiment is shown
in FIG. 11. The customer has been previously connected fo
an ACD agent either according to the traditional method
wherein the customer physically dials an 800 mumber, or
according to one of the methods described above (box 11-1).
This includes all of the inbound and cutbound call set-up
methods and associated hardware described in the first three
embodiment and their variants, although it is assumed that
a live agent exists, and not an [VR system. Both parties are
conversing and desire to be viewing idenlical screens of
information simultaneously, and so decide to go into col-
laborative mode (box 11-2). This may be dus to the Fact (hat
simple verbal explanations are insufficient (o solve (he
caller’s problems. If the calling party is not yet WWW
connected, the two parties activate their SVD Modems 216,
226 (or ISDN units) and activate their remote control
software packages (box 11-3), This sets up a data connection
over the same telephone line as they were previcusly using
for voice. Then voice and data can be transmitfed over the
same telephone line. The agent who is aiready connected to
the desired WWW server 132 acts as HOST and the caller
acts as a REMOTE allowing the caller to view the same
WWW pages (or other Information Systems) as the agent
{box 11-4). The agent can then walk the customer {hrough
information and supplement it verbally, thereby sharing a
multimedia call with ihe customer (box 11-5). Scroens
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appearing on the agents computer appear on the customer’s
computer, as what the customer sees is an exact duplicate of
what the agent sees. This may result in immediate sales and
service or assist in further sales and service. The next time
the caller, having become more comfortable and familiar
with the sysiem, may opt to use the self serve channel with
no human assistance for increased likelihood. of repeat
business. The above combining of ACD, SVD and WWW
building blocks allows collaborative screen sharing between
customers and ACD agents. In addition, agent integration
via the MMM 234 allows increased agent productivity.

If the caller is already logged onte the WWW server, he
must disconnect before being able to go into collaborative
mode, unless he is equipped to handle two connections at
once.

In order to implement this embodiment, several configu-
ration (hardware and software) modifications to existing
ACD setups would be required. Most current PC’s will ot
successfully support high speed (14.4 KBPS) communica-
tions on their serial ports due 1o the older UART (Universal
Asynchronous Receiver Transmitter) chips. Communica-
tions with these units is error prone and unreliable. PC’s
need a smarter faster UART to make this configuration
reliable. These are supplied by installing high speed serial
input/output boards in the ISA (Industry Standard
Architecture) slots on the motherboard of the PC. Scftware
reconfiguration is required to disable the lower speed com-
munications ports. An alternative here it to use new simul-
taneous voice and data modem technology which utilizes the
parallel port of the PC which (for most PC’s) curtenily
supports speeds equal (o or greater than 28.8 KBPS,

At the agent end, the type of line cheice (2300-type
analog ACD line or digital ACD lire) must be made and

depending on this additicnal hardware and softwars is

required. If a digital ACD line is used, a hardware adaptor
is required to convert the digilal signaling which may be
proprietary in nature info signals recognized by analog based
SVD modems. Also, these adaptor units must be modified to
handle high speed (14.4 KBPS) data transmission, If 2500-
type analog lines are used, soltware is required on the PC to
allow easy access and nse of sophisticated fealure activation
codes. The line choice here depends largely cn which
features the call centre agent would be vsing.

‘We claim:

1. A system for conneciing a call center to a customer
computer having a customer IP address the system compris-
ing:

means for presenting a page having a URL on the remote

customer computer, the page including a remote help
option which when selected generales a help zequest
form including the customer 1P address;

means for forwarding the help request form 1o the call

center.

2, The system according to claim 1 wherein the request
form further comprises a field for filling in a custome:
preferred time for call-back.,

3. The system according to claim 1 in which the request
form [urther comprises said URL.

4. A call center comprising:

a means for receiving a help request form containing a

customer’s 1P address;

means for establishing a voice over TP connection io the

IP address identified in the help request.

5, The system according to claim 4 wherein the request
form forther comprises a field for filling in a customer
preferred time for call-back and wherein the call center
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further comprises means for recording the requests and
associaled preferred call-back times, and is adapted to
establish the voice over IP connections at specified times
according to the times in the recorded requests.

6. The system according te claim 4 further comprising
means for sending a message back to the customer with an
anticipated wait time when no live agent is available for
immediate help.

7. The system according to claim 4 further comprising
means for providing a call center agent with customer
relevant information.

8. The system according to clalm 4 in which the request
form further comprises a URL indicating from which page
the customer has requested help and with which the agent
can set up the agent computer af the same page.

9. An automated call distribution system comprising a
server znd a call centre, the server being for providing
network service to a customer terminal, the server compris-
ing one or more pages downloadable to the customer ter-
minal operable to provide a remote help option selectable by
a user of the customer terminal, and upon selection of the
remote help option, send a help request to the call centre
identifying a contact channel through which the user of the
customer terminal can be reached;

the call centre comprising means operable to receive the
help request and to contact the user of the customer
terminal using the contact channel identified in the help
request;

wherein the remote help option provides for the selection
of one of a plurality of different contact channels,

10, An automated call distribution system comprising a
server and a call centre, the server being for providing
network service to a customer terminal, the server compris-
ing one or more pages downloadable to the customer ter-
minal operable to provide a remote help option selectable by
a user of the customer terminal, and upon selection of the
remote help option, send a belp request to the call centre
identifying a contact channel through which the user of the
customer terminal can be reached;

the call centre comprising means operable to receive the
help request and to contact the user of the customer
terminal using the contact channel identified in the help
request;

wherein the remote help option provides for the selection
of either a voice over IP connection or a PSTN con-
nection as the contact c¢hannel.

11. A call center comprising:

an outbound dialing system capable of setting up a
blended inbound/outbound call environment contain-
ing a list of telephone numbers and IP addresses;

an ACD (amtomated call distribution) system -which dis-
tributes actual calls on the basis of the list connecting
agent workstations to some customers via the PSTN
and some customers via voice over IP;

a CGI {common gateway interface) adapted to collect
help requests from a web server and feeds them to the
outbotind dialing system or ACD,

12. A call center comprising:

an outbound dialing system capable of setting up a
blended inbound/outbound call environment contain-
ing a lisi of telephone numbers and IP addresses;

an ACD (automated call distribution) system which dis-
tributes actual cails on the basis of the list connecting
agent works(alions to some customers via the PSTN or
voice over IP;

a CGI (common gateway Intcrface) adapted to collect

_help requests from a web server and feeds them to the
outhound dialing system or ACD;
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wherein the help requests include a URL with respect to
which help was requested which is provided to the
agent workstation connecled fo a given customer,

13. The call center of claim 12 further comprising:

an ACD-MIS (ACD management information system)
system comnected to the ACD syster for determining
anticipated wait times for response;

a multi-media message manager for prioritizing callbacks
and for generating messages o be sent back via the
CGT to be sent to the customer with an anticipated wail
time (determined by the ACD-MIS).

14. The call centre of claim 13 further comprising a call
centre customer information system queriable on the basis of
contents of the help request for information pertaining fo a
given customer to be presented to a help agenl when
providing help to the given cusiomer.

15. The call centre of claim 14 wherein the call centre
* customer information system is queriable on the basis of a
customer lelephone number.

16. A call centre comprising:

a CGI (computer telephony interface) server adapted to
collect help requests from one or more custemer con-
tact channels including the WWW;

an IVR (interactive voice response) callback system;

an ACD {automatic cafl distribution systern); and

an outbound dialing system for making calls 1o the
customers and connecting them to the IVR callback
system or to an ACD-system.

17. The call center of claim 16 wherein the contact

channels comprise at least WWW, voice mail, IVR and
E-mail.

18. A help requesting apparatus for conveying help

requests to a call centre, the apparatus comprising:

a WWW server comprising means for providing access by
customers to a web page including a help request
mterface for receiving requests for help from custorn-
ers;

CGI (Common Gateway Interface) programs for commu-
nicating the requests for help to the call centre.

19. An apparatus according to claim 18 wherein the help

request comprises 2 URL and a phone number or IP address.

20. An apparatus according to claim 18 further adapted to
receive anticipated wait times from the call centre through
the CGI interface and to send messages back to the custom-
e1s with anticipated wait times.

21. Ammlti-media message management system compris-
ing a server, a multi-media message manager and a call
centre, wherein:

the server is adapted to provide information content to
users through a data network and for receiving help
requests from users through the data network;

14

the multi-media message manager is comnected to a
plurality of contact channels of at least two different
types, to collect help requests received through each of
these channels and produce a combined list of contacts

5 that need to be made; and

the multi-media message manager is also connected to the
call centre for coordinating the delivery of help
responses on the basis of the corbined kist.

22. A multi-media message management system accoid-

10 jing io claim 21 wherein the multi-media message manager
further comprises means allowing an agent or supervisor to
review all of the help requests and prioritize and schedule
the combined list.

23. A muiti-media message management system accord-

15 ing to claim 21 wherein at least one of the help requests
includes a preferred callback time specified by a user,
wherein the multi-media message manager prioritizes the
combined list faking the preferred callback time into
account,

20 24. A multi-media message management system accord-
ing to claim 21 adapted to receive help requests through
contact channels comprising one or more of voice mail,
E-mail, WWW, IVR, and ADSI IVR.

25. A multi-media message management system accord-

25 ing to claim 21 wherein the call centre is adapted io make
calls through the PSTN and voice over 1P channels.

26. A mulli-media message management systern accord-

ing, to claim 21 farther comprising:

means in the call centre for making an estimate of an

0 anticipated caller waft time (or other parameters) and
passing this to the multi-media message manager which
coordinates forwarding the information to the caller
through an appropriate conisct channel. .

s 27. The inbound call processing system for processing

calls from users of web pages having URLs, the system
comprising:
a CLID lookup database containing telephone numbers of
customers;
an ACD system for handling calls from users by distrib-
uting them to one of a plirality of agent workstations;
means for sensing all users querying difforent URLs in
real time and doing a look-up inte the CLID database
to correlate CLIDs with URLs, and for providing for
4s each call the URL to the agent handling the call from
a given CLID.
28. The call center of claim 16 whersin the contact
channels comprise hitp form exchange.
29. A system according to claim 1 further comprising:
so  an HTTP form exchange mechanism through which to
provide help to the customer.

40

E I T I




{ i

UNITED STATES PATENT AND TRADEMARK OFFICE
CERTIFICATE OF CORRECTION

PATENT NO. 6,668,286 B2 Pagelof 1
DATED : December 23, 2003
INVENTOR(S) : Thomas Howard Bateman et al.

It is certified that error appears in the above-identified patent and that said Letters Patent is
hereby correctad as shown below: :

Title page,
Ttem [60], Related U.S. Application Data, change the filing date of application No.
09/239,701 to -- Jan. 29, 1999 -,

Signed and Sealed this

Twenty-third Day of March, 2004

JON W. DUDAS
Acting Dirvector of the United States Patent and Trademark Office




UNITED STATES PATENT AND TRADEMARK OFFICE
CERTIFICATE OF CORRECTION

PATENT NO. : 6,608,286 B2 Pagelof 1
DATED : December 23, 2003 .
INVENTOR(S) : Tom Bateman et al.

It is certified that error appsars in the abcve-idertified patent and that said Lefters Patent is
hereby corrected as shown balow:

Column 13
Line 10, “...CGT...” should read -- ...CGI... .

Signed and Sealed this

Twenty-seventh Day of Decembez, 2005

Director of the United Stares Patent and Trademark Office




EXHIBIT C

e 'COMPLAINT FOR PATENT INFRINGEMENT

Tuomeson LLP




az United States Patent

Bateman et al.

(L IH!IJIOIIIIIIIIQIOI!IIBIIIQIII (LTS

US 7,159,043 B2
*Jan, 2, 2_007

(10) Patent No.:
45) Date of Patent:

(54) MITHOD AND SYSTEM FOR
COORDINATING DATA AND VOICE
COMMUNICATIONS VIA CONTACT
CHANNEL CHANGING SYSTEM

(73)

(73}
*)

(21)
22)
(65)

(69)

(51)
(52)

Inventors:

Thomas Howard Bateman, Saint John
(CA); Bruce Edward Kierstead, Saint
John (CA); William Alexander
(Sandy) Noble, Saint John (CA),
Timothy Lee Curry, Gondola Pt. (CA);

_ John Alan Lockett, Saint John (CA)

Assignee:

Notice:

Appl. No.:
Filed:

US 2004/0059841 Al

Laurie Edward Mersereau, Westfield
(CA); Robert James Ouellette, Saint
John (CA)

Innovatia, Inc., St. Johns, CA (US)

Subject o any disclaimer, the term of this
patent is extended or adjusted under 35
U.S.C. 1534(b) by 0 days.

This patent is subject to a terminal dis-
claimer,

10/663,740
Sep. 17, 2003

Prior Publication Data
Mar. 25, 2004

Related U.S. Application Data

Continuation of application No. 09/950,801, filed on
Sep. 13, 2001, now Pat. No. 6,668,286, which is a
continuation of application No. 09/239,701, filed on
Jan. 29, 1999, now Pat. No. 6,311,231, which is a
divigion of application No. 08/532,537, filed on Sep.
25, 1995, now Pat, Ne. 5,884,032,

Int. C1

GOGF 3/00
US. Cl e

(2006.01)

. 710/6

1SYSTEMS

48
L,

]

(58) Field of Classification Search .........ccoono.. 710/6,
710/36, 39, 709/203, 204, 206, 227; 370/356;
379/210.01, 265.02, 265.09

See application file for complete search history.

(56) . References Clted
.5, PATENT DOCUMENTS

4,739,962 A 12/1988 Berry et al.

4,969,185 A 11/1960 Dorst et al.

5,001,710 A 3/1991 Gawrys et al.

5,155,806 A 10/1992 Hoeber et al.

5,157,768 A 1071992 Hoeber et al,

5,175,812 A 12/1992 Krieger

5,185,782 A *  2/1993 Srinivasan ............. 37%210.01
5,361,361 A 11/1994 Hickman et al.

(Continued)

Primary Examingr—Lynne H. Browne

Assistant Examiner—Stefan Stoynov

(74) Attorney, Agemt, or Firm—Buchanan Ingersoll &
Rocney

N ABSTRACT

This invention (The Customer Contact Channel Changer)
enables the integration of different Customer Contact Chan-
nels such as live call center ACD (Automatic Call Distri-
bution) agents, ADSI (Analog Display Services Interface)
echanced IVR (Interactive Voice Response) systems and
WWW (World Wide Web ) servers. The world wide web
sarvers are used 1o allow customets with computer equip-
ment to access information from an organizations databases
dn a self service mode. Frequently these customers have
questions best answered by human ACD agents. With this
invention the connection between the customer with the
question and the agent with the answer is done gquickly and
efficiently with both parties sharing screens of common
information. Also control is retained by the customer to
make the call happen when they want it,

3 Claims, 11 Drawing Sheets

MWMULTIMEDIA FILES l ]

B B

LHTI’P SERVER

A

0,

e e (TN, Hp—

B1J1  EpaL SeRvER

HTTP RECLUESTS & ] O
RESPONSES SYSTEM

CIGITAL SWITCH
E0UIPPED WITH (EM)
ACD AND CTT

SOFTWARE

i INTERFACE h,

£V a3 DU OIADNG
% / SYSTEM
LA %
et
DATA NET SEAVER
P TV SERVER ANDIDR | 1, 40

ADS! VR SERVER.




US 7,159,043 B2

Page 2

U.S. PATENT DOCUMENTS

5,384,771 A 1/1995
5,428,608 A 6/1995
5,444,774 A 8/1995
5479,487 A 121995
5,500,891 A 3/1996
5,535,323 A 71996
5,557,668 A 9/1996

Isidoro et al.
Freeman et al.
Friedes
Hammond
Harrington et al.
Miller et al.
Brady

5,563,805 A 1071996
5,619,508 A 41997
5621780 A * 41997
5,604,546 A 1271997
5,706,507 A 171998
5715314 A *  2/1998
5384032 A 3/1999

* cited by examiner

Arbuckle et al,
Davis ef al.

McCalmont et al, ..

Reisman
Schloss

Payne et al. i

Bateman et al,

379/265.06

e 7103/78




US 7,159,043 B2

Sheet 1 of 11

Jan. 2, 2007

. Patent

U.S

SWILSAS U3H10 % UIAUIS MMM S.ZAX BALNID-TIVd 0L SSTIIV _
THYM140S
" HIAY3S YAT ISV oy PEN Joyswmnl [
HO/ONY HIAYIS HAI 113 ONY 02
- (W3) HLIM 03ddiND03
_ 13N vivd HALIMS TYLI9ID
o\ | HINEISILD o |
N W3LSAS $ISNOISY
WALSAS BE \_SIA-ODV ¥ SISIOFMdLIH] ~ No=————~~~
gNIVIO ONNDELNO [ 2E ) By P ——— IRV IO vl S-S -
HOWIVSSIN| o . i
yimw-Lnw P 08 Lo A T j
WIS W [pe /1A L / ._
“ ' Y430Hd 130 o /v |
. _ LAV — i
H3AY3S TIYIN3DI0A ! o o {1 YOS 1K m
S ! “ I ..... / HISMOUE MMM :
, i i :
08 ALSAS ‘04N ||| S9vd TN pauaSdiw | | ! ;
zp ™\ [1SNJI SHINAT TIVY | | _ P i
S Lo m
SWISIS HLNII TVASZAX | B 5 8 L N
2 t (| s voarLTnw L :
T | SWAISAS| | !
| O3LYI3H R N3G MAA SZAX 310D o L3S OIS,
8z Z



US 7,159,043 B2

Sheet 2 of 11

Jan. 2, 2007

U.S. Patent

¢ 94
{g3md oLnvy NOILd0
4N} # INDHAITIL 4713H AT S19313S
SUZLN3-X08 Eém%wwnw_ﬁ::s 13
207v10 TWLLH : ‘04N LINOCHd ONIMIIA
SYILNT “1SNJ {£-Z S | _siyamolspalzz
@ 8
1811 LOH TI¥D
aNnoaLno VIOIWILIOW STHYIW
INLIY A HINOLSND (L2
HI1NT
4N R IWIL ‘aNI T
<~ NOLLIVY B 41 SANGIIS NIHLIM
SISATYNY 8 NOILYHDILN > X THO SNIMITIA
NOLLYWHOANI MMM B 03Y H1IM 1INIOV HLIM SNOILNIOS
ONILINHYIN 0344IND3 SINIBY 1 (A aI19 01 dN-138 ONIYIIS SHINOLSRI
SLNdINDG < HILNII VI ZAX Ti¥9 GNNO9LNO (52

NOILOY ‘NOILYWHOINI (92




US 7,159,043 B2

Sheet 3 of 11

Jan, 2, 2007

U.S. Patent

X T4N HLIM SSIHAQY dl

S.Z LN39V F1av1IVAY 1SHH
0L ATIYOLLYINOLNY IN3S
Si A $S3HOY 41 S.1SNJ (€€

'

1S LOH
annogLno

JAILIY

d31N3

THN B ANIL 41 (7€

NOWLIY B

€ I

NOfid

HIAYIS VIOIWILINN
S. D3 ZAX

d13H AN SLI33S
313

"04NI LaNA0Yd ONIMIIA

SUNOJAS NIHLIM
X THO INIMIIA

SISATYNY B NOILYHIILNE
- NOILYINHONI
ONILIHYIN

~—
Sinding e

MMM B 09V HLIM N3OV

03ddiNG3 SINIBY > HLIM (A} dI 0L dN
YILNI3 TIV3 ZAX -13S 11¥J LINHILNI

anNnogLno (&€

STHINDISND et

Tivd
YIOIWILTNW SIHVIN
oAs HINOLSND (1-€

SNOILATOS

NOIL9V ‘NOLLYWYDANI (9€

INIIFIS SHIWDLSNI



US 7,159,043 B2

Sheet 4 of 11

Jan. 2, 2007

U.S. Patent

| v O NDILdO d73H 3ATT $19313S
_ 013 “04NI 19n00Hd
{312 010y §

) # INOHEL S ONIMAIA ST HINOLSNI (Z-Y
SHILNT-X04 | _ 0 T
S0vId TR | , TIVINT S709 ZAX

SHILNI ‘1SN3 (£ N :
82 '
18 (SHIALIS
, TYW-A SO0 ZAX
QZH%H_.HNM__ HOW J9VSSIW
S YIOINLLINA %\
EILE , ¥ wm VIGIWLLTNW m_w_qh
ai
NOLLIY Al ¢
SISATYNY 8 NOILYHDILNI S SANDJIS NIHLIM
NOLLYWHDAN] MMM 2 03Y HLM X THN ONIMIIA SNOILAT0S
INLLINYYIN _ 034dIN0I SINIDY >  LNISY HLIM ONDIEIS SHIWOLSNS
SINding [« wainag TIvo ZAX (A} O3 01 dn-13S
ﬁ TIV3 ONNOELNG (5F

NOILIY ‘NOILYWHOANI (9-F




043 B2

E]

US 7,159

Sheet 5 of 11

Jan. 2, 2007

U.S. Patent

- YHOMIIN YIQIWILINW
N IN2LSAS HIONVHI
<7 1 TINNYHI LOVINOI HINOLSND
HIAE3S VIGIWILTNW NIHLIM 113 VIA 0ILVHOILNI
5,03 S.ZAX 'S1HO TIVD 0L S+ 008 04
_ SHILNIOd SNOILAD ONIHIOHO
HAMSGY IAUIS-473S ‘SIUALII ‘ST
-~ L *90TYLY9D "0INI LINAOYd
NHOMLIN VIGIWILINW
NOLLIY 8
/SISATYNY '8 NOILVYDILN OTTY3
NOLLYWHOIM VIGWILINI
ONLLINHYIN NOILYINWILS L3MUYW ﬁ
SINALND le—] HIINIITIVO || SLAdNI wzgm,_memﬁﬂw -
_ ZAX 40 SNOILYHAO
$sINISng
G 'Ol
NOILOY *NOLLYINHOANI




Sheet 6 of 11

Jan. 2, 2007

U.S. Patent

US 7,159,043 B2

601

9 '9d
SW3LSAS
pO\| | 831N3 TIVD $.°09 S.ZAX
13N YLY0
(0N VIGIWILIN ONYE
Qvoug
SWALSASISUIAAS
(LYS) ANOHAITIL GILSISSY
N3FHIS 11 INODYI
d N1Sd L
SNALSAS/HIAHIS MMM TN 01 !
200N | VIGIWILINN S.09 S.2AX | !
“ == "
— .
82 N1t _jUso1 ol m
]
i

l.].lllllil.'lll..llll.,ll..l.l.rlllill!ll'illllllllulllnl



US 7,159,043 B2

Sheet 7 of 11

Jan. 2, 2007

U.S. Patent

[ 9
NIYOY-ONIY 01 HYTIINIS (1YS) ANDHdIT1 Q3LSISSV
HINNYIN JALLINELSIO NI3Y3S NOJYIE NO J8NLYH
¥ NI SONIY INOHd “INOHd dIA3s vIOWLLINIW TI¥D 39V S103138
S.43914254nS GL TV 5,03 ZAX 913 "04NI LInaoud
dN S13S 113 NOJv3Ig (£-2 < DNIMIIA SI HIW0LSND (Z-L
ﬁ 8z _
09V S.703 vl
ZAX 01 03LVILINI ViQIWIEINN SIHIYIN
S RIVARE I whu mms_oh.w_._u (1-f
4N ONIN9Id NOdN L
NOILIV % AT SON0I3IS NIHLIM
SISATYNY 3 NOLLYHI4IN S _ , X 14N ONIMIIA

NOILYINHDANI MMM '8 0V H1IM N9V H1M SNGILNTCS

ONHLDIYYI
SINdLNg e

034dIN03 SINIIV r<—(\) GI1D WOH dN-L3S
H3LN3J TTVI ZAX T1vJ ANNOENI (5-£

NOLLDY ‘NOILYWHO4NI (9

OIS SUINO0LSND



Sheet 8 of 11

U.S. Patent

US 7,159,043 B2

Jan, 2, 2007

0l

c

o

8 "9l
: SIWILSAS
[431NID TIVD S.'03 S\.ZAX
AR 1IN viva
971 N1Sd
SINTLSASIHAAHIS MMM

YIQIW-LLTNA S.703 S.ZAX

alt




US 7,159,043 B2

Sheet 9 of 11

Jan. 2, 2007

U.S. Patent

ANIT® W3GOW
HYIN93Y ¥ VIA WS INITVIG NS1d
01 S3SS¥d ATIVIINYNAQD ANV
(3Y 40 HIFWNN INOHd STAVL
NOLLYIIddY "3'd 1SNJ (E-6

|

adv 8,03 ZAX 0L
QILVILING SINValrs

SISATYNY @ NOILYHIIIN

NOILOV B

NOILYINHDINI
ONILINYYIN

-

SINdLng

]

6 "9ld
300 HiMm
9d SMOONIM NO JHNLYTS
HIAHAS VIQIWILINN LTIV9 DIV, S1937138
8,03 ZAX "013 "04N1 LNAoYd
< ONIMIIA ST HIW01SNI {26
z0t |
LA
YIOINILININ SIXYIN
:>= M—MEDHW:U ﬁ—.-m
901 SANC33S NIHLIM
> X 740 ONIMIIA
MMM INISY HLIM SNOILN10S
2 09V M3 SINIDY [<—(A) a9 WOoud dn-138 gNIIIS SHANCLSND
HIINID TIVI ZAX TIV3 anNnoSn (66

NOIL3Y ‘NOILYIWHOANI d13H (96




US 7,159,043 B2

Sheet 10 of 11

Jan. 2, 2007

U.S. Patent

pIE
‘J10W3H 1N0-HIY3Y 3HVHSOH
TLNI “LISIA LN 'dN-38013
‘0002 LYYINS ICNTINI SITI0HD
MIS 3103 "saY1IALLYZHD
"HIALILIAN ‘1007 1H0dYLYVD
-INAQVHYdILLY HIW -SHIMNANS

HILNGND3 vez UL mﬁho%m_ww
m_.mmw__u 13N ONVEavous / , HIHLO
) HO 1INHILNUNYM SO IDVSSIN \
INVI/13N YLVO VIGIRHLTAN HILIMS TVLI9IC
03HIG0N 11
HINGIS MMM ~—ze7 .
IS INITTI MMA H__“,% m,_>=wm_ aov
MIS WINOD JAILYHO0SYTIOD

NIM 404 Z/WNoD0gHn S/

L'E NIiM SN -34VML10S

HLIM G3d4IND3 3d 98Y
-JHNOJ 01Nl

JUr
I

HLYd ONTYNDIS B Y1VQ "I010A

INIT (NOS) HO) DOTYNY ¢

22 8¢

NOILY3OT LNIJY

MIS LNAITI MMM

MA/S 1041N0D 3L0WIY HO
M/S "WINDJ JALLYHO8YT10D
NIM HOd ZININDJ08YNL

1°€ NIM S -JHYML0S

H1IM 03ddIN03 3d 58Y
-DHNDJ H3IWOLSNID

1iNQ (NGSI

H1Yd ONITYNDIS R Y.1¥0 "JIBA

HO) GAS

NOLLYI01 N 40 | HIW01SNI IL0WIY

INIT INGSI B0} BOTYNY M
gle

6

SWIA0W Y1V 3010A
SNO03INY1NNIS=AQS -S3L0N

XXXX XXX 008 L

~~0tZ

HILIMS TY301

0L "9



US 7,159,043 B2

Sheet 11 of 11

Jan. 2, 2007

U.S. Patent

NOLLIY .zo_zs_mmu_zm 911

SENIC | *013 ‘SNOIL40 DNIHITHO
IAHIS-413S HIWOLSND
11v2 40 J4NLYN NO DNIONIJIE SIOHS LN8Y (X T4 NO)
1) OW3H Si IND QNY LSOH S13ND YIAHIS VICIWILINN SIHNLINd-"SITIHd ‘BOTY LYY
"JUVMLI0S T0YLNOJ ILOWIY 309 ZAX D3N IS FHL SNIMIA
HINNYT HITTVO B LNIOY (€11 0STY MON S| HINOLSNS fr-LL
SINIa0W aHm IN39Y HLIM
dn HIMOd ‘NIFHIS TIY3 YIGIWELIRW
FYYHS 01 301930 SIUYHS
HITIY2 ® INJDY (Z-11 wAs HINOLSN3 (514
NOILY 3 SISATYNY B SAN0IIS NIHLIM
NOILYH93LNI NOLLYWHO4NI X TN DNIMTIA
INLLDIHYI MM INIOY HiIM SNOLLNIO0S
B 0OV M3 SINITY =—i(x) G713 WO df-L3S ONIIIIS SHINOLSND
SINAIND 1=—| YIINIITIVOZAX | | 77¥2 ONROENI (111




US 7,159,043 B2

1

METHOD AND SYSTEM IFOR
COORDINATING DATA AND VOICE
COMMUNICATIONS VIA CONTACT

CHANNEL CHANGING SYSTEM

RELATED APPLICATIONS

This Application is a continuation of application Ser. No.
09/950,801 filed Sep. 13, 2001 now U.S. Pat. No. 6,668,286
which is a continvation of application Ser. No. 05/239,701
filed Jan, 29, 1999, now 1J.8. Pat. No. 6,311,231, which is
a divisional of U.S. application Ser. No. 08/532,537 flied
Sep. 25, 1995, now U.B. Pat. No. 5,884,032,

FIELD OF THE INVENTION

This invention relates to accessing remofe information
network services such as those of the WWW (World Wide
Web) and particularly, but not exclusively to the manner in
which help is enlisted when needed.

BACKGROUND OF INVENTION

Some telephone companies (e.g., NBTel, New Brun-
swick, Canada) have been heavily involved with the devel-
opment and use of both call centre services and Internet
services, More specifically, efforts have been underway to
utilize CTI (Computer Telephony lutegration) within call
centres to improve the productivity and service levels within
call centres. CTI uses integration capabilities in various
manners fo assist telephone users who have access to
computer equipment to improve the process of making or
receiving phone calls. Call centre technology generally uses
both computer equipment and telecommunications equip-
ment with CTI being a key element of productive call
centres,

The use of new Internet services such as WWW servers
to allow organizations to interact with their customers in a
self’ service mode is also being promoted. These WWW
servers utilize hypertext and multimedia content to allow
customers to see text, images, efc. associated with products
and services. Doe to human nature and other factors these
customers frequently need human assistance to completely
satisfy their needs and would likely jot down an 800
telephone number with a pencil and paper. They would then
call the 800 number to gain access (if the 800 zone coverage
was appropriate) to an ACD (Automatic Call Distribution)
centre belonging to that organization, Under many circum-
stances toddy they would then sit frustrated in an ACD queue
awaiting the availability of a live agent. Thus, there are at
least two disadvantages of current systems. First, the need
for the customer to physically record and dial the 800
number is a disincentive to making the call. Secondly, the
likelihood of waiting in long ACD queues is also a disin-
centive to making the call. Once the call is made, the quene
may aiso result in the call being terminated before successful
completion because of the delay experienced.

A recent improvement in the integration of compurters and
telephones is disclosed in U.8. Pat. No. 5,001,710. A system
is disclosed which lets telemarketing agents who are answer-
ing calls for multiple campaigns simultanecusly, to be set up
automatically in their computing environment at the correct
camipaign based upon the phone number dialed by the
customer, and to receive caller related information automati-
cally. However, the user is required to physically dial an 300
number, and likely must wait in an ACD quene. Further-
more, although the agent is set up at the correct campaign,

10

2

-a more accurate initial setup, which for example incorpo-

rates the specifics of the customer’s queries, is not possible.
Finally, this system is not designed for helping users of the
Internet.

SUMMARY OF THE INVENTION

It is another object of the invention to make this process
faster and simpler so as to improve the likelihood of a
successful connection to a live agent.

The invention provides a method of quickly enabling the
changing of customer contact channels under control of the

. calling customer. A customer contact channel is a specific
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means of communication between the customer and a sales/
service provider. Examples of customer contact chanuels
include verbal phone conversations between customers and
human ACD agenis of the service/sales organization, TVR
(interactive voice response) interactions between customers
and IVR servers associated with the service/organization,
ADSI (analog display services interface) enhanced IVR
interactions between customers and associated servers, and
WWW interactions between customers and associated
WWW servers. These channels use various communications
appliances or terminals such as a regular touch tone tcle-
phone, ADSI enhanced telephone (such as Nortel Vista 350),
multimedia PC’s or multimedia set-top boxes (such as
Phllps/Zenith/CLI Media Access Terminals) and television
sets,

The invention provides a series of methods for integrating
WWW services with live ACD agents. These methods
include establishment of two-way voice connectivity
between a customer and a human ACD agent while sharing
cornmon screens of information on a WWW page. This
connectivity provides requested “LIVE HELP” when a
problem is encountered or when an aliernate channel is
preferred for various reasons. These methods deploy CTI,
IVR and related techniques involving the wse of computer
software and hardware working in conjunction with tele-
phone systems. The specific methods best suited for an
individual customer will depend on a number of factors such
as the call centre’s telephony archifecture, the call centre’s
computing architecture and organizational philosophy and
approaclies regarding inbound and outbound calling and
customer cortact concepts.

TVR allows for automated handling of scripted or routine
telephone conversations. The customer, once connected to
an IVR system, is verbally provided with information and
options by a computer generated or recorded voice. The
customer is able to make selections with the telephone
keypad. An ADSI (analog display services interface)
enhanced IVR system (e.g,, NBTel Express or NBTel Call-
Mall) also provides a text screen that allows easier naviga-
tion fo the user. These are accessed by ADSI capable
telephone sets equipped with a screen.

The intvention provides methods for integrating and con-
necting a human ACD agent and a customer who is using the
WWW and wishes human assistance. Furthermore, the
invention provides a customer in voice cotwersation with an
ACD agent an opfion to enhance that conversation with
shared screens of information (images, text, etc.). The inven-
tion is intended to be used by organizations or individuals
with WWW servers and ACD agents. The invention was -
initially developed to iltustrate the Joint use of two powerfial
marketing channels (WWW and ACD agenis) and that their
combination produces an even more powerful channcl than
cither alone, The main fealures of this invention are the
ability to link and imtegrate customers (who may bave
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obtained product awareness information or directory infor-
mation via a WWW server) and appropuiate ACD agents or
individuals to provide supplementary information or assis-
tance.

According to a first broad aspect, the invention provides
in a communications system comprising a server on a
network, means for connecting the server to at least one
computer in 4 remote customer premises, a help channe] and
a call cenire connected to the help channel connectable
throngh the public switched telephone network to & tele-
phone in the customer premises, an apparatus and method
for the customer to obtain help in relation to a page from the
server displayed by the computer comprising the steps of the
customer selecting a remote heip option from the page; the
customer preparing a help request form comprising the
number of the customer’s telephone; the system transferring
the help request to the call centre; and the call centre setting
up a call over the public switched telephche network
between the customer telephone and the help chanriel,

According to a second broad aspect, the invention pro-
vides in a communications system comprising a server ona
network, means for connecting the server to at least one
computer in a remote customer premises, a help ¢channel and
a call centre connected to the help channel connectable
through the information network to the computer, an appa-
ratus and method for the customer to obtain help in relation
to a page from the server displayed by the compuier com-
prising the steps of the customer selecting a remote help
option from the page; the customer computer automatically
preparing a help request form comprising a network address;
the system automatically transferring the help request to the
call centre; and the call centre setting up a virtual audic
channel on the data network between the channel and the
customer computer.

According to a third broad aspect, the invention provides
in a communicalions system comprising a server on a
network, means for connecting the server to at least one of
either a compuler or a set-top box and television in a remote
customer premises, a2 help channel and a call centre con-
nected to the help channel connectable through the public
switched telephone network to a felephone in the customer
premises, an apparatus method for the customer to obtain
help in relation to a page from the server displayed by the
computer comprising the steps the customer selecting a
remote help option from the page; the customer set-top box
ot computer signalling a telephone switch to ring the cus-
tomers telephone line (with a hormal ring or a distinctive
ring) in response to the customer selecting the help option;
the telephone switch dialing the call centre auteratically
when the costomer the picks up the handset; and the cail
centre transferring the call to the help channel.

According to a fourth broad aspect, the invention provides
in a commumcations system comprising a server on a
network, means for connecting the server fo at least one
computer in a remote customer premises, a help channel and
a call centre connected to the help channel cennectable
through the public switched telephone network to a tele-
phone in the customer premises, an apparatus and method
for the customer to obtain help in relation to a page from the
server displayed by the computer comprising the steps of the
customer selecting a remote help option from the page; the
customer computer automatically passing a help phone
number listed within the page to communications software
running on the customer’s computer; and the communica-
tions software dialing the help phone number with a modem
and line connected to the customer’s computer and tele-
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phone; whereby a voice connection is established between
the customer telephone and the help channel.

According to a fifth bread aspect, the invention provides
in a communications sysiem comprising a server on a
network, means for connecting the server to at least one
computer equipped with an SVD (simultaneous voice data)
modem in a remote customer premises, a help channel
comprising a live agent workstation equipped with at least
one computer equipped with an SVD modem, and a call
centre connected to the help channel, an apparatus and
method for the customer to obtain help in relation to a page
from the server displayed by the computer comprising the
steps: establishing a voice connection between a customer
telephone and an agent telephone over the PSTN; the agent
contiecting the agent computer to the server if not already
connected; the customer disconnecting the customer com-
puter from the server if connected unless equipped to handle
more than one connection; both the customer and ACD
agent activating their SVD (Simultaneous Voice Data)
Modems (or ISDN units) such that data and voice connec-
tions are established where previously only a veice connec-
tion existed in such a way that the agent- who is already
cohnected to the desired server acts as a host and the caller
acts as a remote comnected to the agent’s host and in
communication with the host over the data portion of the
connection and the caller is able to view the same pages as
the agent, and the agent can provide the caller with assis-
tance by walling the customer through the information from
the server, and discuss it over the voice connection.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1 shows a block diagram of the first embodintent of
the invention;

FIG, 2 shows a process flow diagram for the first embodi-
ment of the invention;

FIG. 3 shows a process flow diagram for a variation of the
first embodiment of the invention;

FIG. 4 shows a process flow diagram for anothet variaticn
of the first embodiment of the invention;

FIG. 5 shows a process flow diagram for another variation
of the first embodiment of the invention;

FIG. 6 shows a block diagram of the second embodiment
of the invention;

FIG, 7 shows a process flow diagram for the second
embodiment of the invention;

FIG. 8 shows a block diagram of the third embodiment of
the invention;

FIG. 9 shows a process flow diagram for the fhird
embodiment of the invention,

FI1G,. 10 shows a block diagram of the fourth embodiment
of the invention; and

FIG, 11 shows a process low diagram for the fowrth
embodiment of the invention.

DESCRIPTION OF THE PREFERRED
EMBODIMENTS CF THE INVENTION

In a first preferred embodiment of the invention, illus-
trated schematically in FIG. 1, a method and apparatus,
herein referred to as the Customer Contact* Channel
Changer, is provided for avtomatically providing a live
telephone connection between a customer using an crgani-
zation’s nmltimedia services to the organization’s ACD
agent, Four main components are illustrated, these being the
customer premises 2, an ACD agent workstation 12, a call
centre 24 and the call centre’s multimedia server 28, The
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multimedia server 28 may be a WWW server 28, and will be
referred to herein as such, The call centre’s 24 WW W server
28 may actually be located at the call centre, or it could be
located remotely. Likewise, the ACD agent workstation 12
may be located in the call centre. Alternatively, the ACD
agent workstation may be in locations remote from the call
centre such as in an individual agent’s home or remote
workplace.

The components of a customer prefnises 2 are illustrated
in FIG. 1. This includes a PC 4 capable of supporting a
graphical WWW HIML (Hypertext Markup Language)
browser and supporting generation of a URL (Uniform
Resource Locator) of the organization’s product and service
database, an Internet line 6 (either via LAN or WAN-dial-up
via modems), and a telephone 8 connected to the PSTN
(public switched telephone network) 9 via a telephone line
10. The URL provides a snapshot indication of where in the
hypertext environment of the organization’s WWW services
the user is at a given time.

Numerous commercial WWW browsers are available to
assist in navigation through the Internet and WWW servers.
These browsers use HITML and HTTP (Hypertext Transport
Protocol). In a typical page received via the Intemnet from an
organization providing information or services on a WWW
server, words or key phrases may be underlined or bolded to
indicate that more information is available, This is referred
to as hypertext. If the user is interested in obtaining this
additional information, he can click on the word with a
mouse, and the additional informaticn is displayed.

The typical configuration for an agent workstation 12 is
also shown in FIG. 1. An agent workstation 12 is equipped
with an ACD telephone set 14 from which a varfety of calls
can be answered, a Personal Computer 18 capable of sup-
porting a graphical WWW/HTML browser, a telephone line
20 and computer commuaications line 22 for communicat-
ing with the call centre 24 and the WWW 28 via a data
network 44 comprised of either a LAN (local area notwork)
or via a dedicated or dial-up WAN (Wide Area Network).
Typically a plurality of agent werksiations 12 would be

employed, depending on the volume of business to be

handled.

The call centre 24, which handles requests for help from
customers after they are received by the WWW server 28,
subsequent call back of customers, and live connections
with ACD agent workstations 12, is also depicted in FIG. L.
The call centre 24 includes an outhound dialing system 32
capable of setting up a blended inbound/outbound call
environment. This outbound dialing system 32 contains a
HOTLIST of telephone Numbers of HOT leads (qualified or
interested leads) which are to be called a3 soon as an agent
becomes available or at a time preferred by the customer.
The call centre 24 also includes an ACD system 34 (on a
digital switch—either PBX, centrex or computer based}
which.makes the aciual calls and via line 20 connects the
calls from the agent 12 to the customer via the PSTN 9 and
line 10. Ik may also include a CTI server 36, an ACD-MIS
(ACD management information system} system 38 con-
nected to the ACD system 34, an IVR server 40, a call centre
customer information system 42 and a data network 44 for
interconnecting various components of the call centre 24.

The WWW server 28 (complying to HTTP and HTML) is
equipped with information pertaining to an organizations
products and services, directory information, etc. The server
28 includes an HTTP server 46 connected to an Internet
access line 47 for receiving requests for help, and CGI
(Common Gateway Interface) programs 48 for communi-
cating with the call cenire 24. It may also include a multi-
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media message management system 50 which will be
described in detail below, and a store of numerous text,
graphics and multimedia files 52 in various muitimedia flle
formats (such as GIF, JPEG, MPEG, WAV, AUPCX, PDF,
POSTSCRIPT). Not shown between the customer’s Intemet
access line 6 and the WWW server’s Internet access line 47
is the Internet itself.

A typical session will be described with reference to
FIGS, 1 and 2. Process steps are contained in boxes in FIG.
2. The session starts when a customer 2 calls via its Internet
access line 6 into the WWW server 28 and commences a
self-serve session with an organization which subscribes to
Customer Contact Channel Changer service (box 2-1). The
customer browses through information regarding products
and services with the graphical WWW browser. This brows-
ing is often achieved by viewing HTML pages 53 and
associated multimedia files 52. There may be en-line help
which addresses some questions which may arise. At some
point additional details or assistance are needed and the
customer chooses a *“Live Help” option from within an
HTML page (box 2-2). This may be done by using a mouse
to click on a *“Tive Help” button on the screen, or by entering
a command at the keyboard. This prompis an additional
HTMI, form 54 to pop up which the customer must fill in
(box 2-3). The form 54 asks the caller for the phone number
at which they can be reached at that time., The URL which
the customer was viewing (prior to selecting help) is auto-
matically filled in o indicate the page from which help was
requested, but the customer also has the option of providing
a different URL. In one embodiment, the customer also has
an option of specifying a preferred time to be called back
with the default being fo request call back as soon as
possible, The customer then sends this completed HTML
help request off to the WWW server 28 where it is received
by the HTTP server 46 and time-stamped. The request may
be sent by either E-mail or TCP/IP (transmission contfrol
protocol/Internet protocol) client to server HTTP interaction
elc.

At the call centre 24, the help request messages are
received and initially processed by the HTTP server 46. The
telephone number, fime stamp and URL are passed to the
outhound preview dialing system 32 in the call centre 24 via
the CGI interface 48 and data net 44. Should agents not be
available, messages may be sent back via the CGY interface
48 and HTTP server 46 to the customer with anticipated wait
time {derived from the ACD-MIS system 38) and call setup
and scheduling options may be presented to the customer in
conjunction with the multimedia message management sys-
tem S0 to be described further below. An active time-
stamped HOTLIST is maintained to feed the outhound
dialing system 32 with numbers to call while also providing
the next available agent the URL of where the question
arose, The information received from the customer, includ-
ing a CLID (caller identity) which is the 10 digit customer
phone number, and the URL is entered on this HOTLIST
(box 2-4). The agent workstation computer 18 is set up to
preview the HITML page associated with the caller’s URL
before or while the outbound call is being made. This allows
the agent to be better prepared to answer the question(s)
which may arise. The call is then made to the customer
automatically withoul any need for the agent to key any
telephone numbers into either their phone 14 or computer 18
(box 2-5). After the customer answers the phone call from
the agent, the two parties will be in full voice communica-
tion and will be viewing the same multimedia screen which
prompted the customers question. The agent can then assist
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or guide the caller to the solution or answer sought, or can
take orders and/or provide technical support (box 2-6).

In a modification of this embodiment, the eustomer is not
required to fill out an HTML page. Upon selection of the
“Live Help” option, default values together with the relevant
URL are filled in automatically, and the request is immedi-
ately sent off.

When it is desired to establish voice communications over
the data network rather than the PSTN, instead of sending a
telephone number at which the user can be reached, an
HTML form including the uset’s IP (internet protocoi)
address and URL is filled in automatically and forwarded to
the outbounding system fhrough the same channels as
before. The process diagram for this is shown in FIG. 3. The
rest of this process is similar to that described above except
that the outbound call is placed over the Internet using IP
based voice communications packages running on the user’s
PC enabling voice communications. These use originating
and terminating IP addresses to set up virtual (packet based)
circuits for use as voice channels for the duration of the cail.
This assumes that the caller and agent have compatible
hardware and software configurations on their PC’s.

‘When the option is provided to the customer of selecting
a time preferred for call-back, a more sophisticated message
management system is required. For this purpose, the inven-
tion provides a method of managing the integration or
connection of customers using various services (WWW
servers, voice-mail, IVR, e-mail, etc) to an ACD call centre
agent. This nultimedia message management system 50 will
be referred to herein as the “Multimedia Message Manager”
(MMM) 50.

A process flow diagram which incorporates the MMM 50
is shown in FIG. 4. This figure is vety similar fo FIG. 2 with
the exception of the addition of the MMM which is con-
nected to the organization’s V-mail servers 80 and E-mail
servers 81 and the WWW server 28. :

The MMM 50 acts as an infermediary between the
fraditional call centre related systems and the new WWW
related server systems, Specifically, it communicates with
the call centre ACD-MIS system 38 to get estimated antici-
pated caller wait times (or other parametors) &nd passes this
information to the caller via the HITP server 46 and related
CGI programs 48. It may be used to allow Web browsing of
information sources related to the call centre such as the
voice mailbox associated with a call centre agent, Overflow
calls may be routed to voice mail, The MMM 50 allows the
agent or supervisor t scan large volumes of voice-mail
messages, F-mail messages, WWW form request etc. and
prioritize and schedule call backs from a combined HOT-
LIST.

The MMM 50 acts as a clearing house point to assist in
scheduling calls between customers and ACD agents and
vice versa. This allows customers who may nct be able or
willing to converse with an agent at Time T0 to schedule the
call for Time T2 which is the customer’s preferred time. The
HOTLIST is then updated to include both calls which are to
be completed as soon as possible and calls which are due to
be completed in the very near futvre. There are many ways
in which the HOTLIST may be maintained. Calls requesting
immediate call back -can be ordered according to the time
stamp of when they were received, which will zlways be in
the immediate past. Calls with foture time stamps may be
appended to the list prior-to the arrival of the time indicated
by the future time stamp, or zlternatively, they can be given
priority and placed ai the top of the list when the time
arrives, The MMM 50 also handles the notification through
the B-mail servers 81 of oustomers of the fact that delays are
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expected, and is able to provide an indication of when &
return call might be expected.

Alternative to conmecting a multimedia user to a live
agent, with a slight modification of the first embodiment
described above the invention can be used fo connect a
multimedia user (WWW, voice mail, IVR, E-mail) to an IVR.
call back system, in which help is available on a variety of
topics, and in which the user further has the option of being
connected to other ADST enhanced IVR applications such as
home shopping systems. This is illustrated in FIG. 5, This is
particularly useful in situations where a portion of the call
centre’s business may have self service options in different
medinms, For example, both VR self service channels and
WWW self service channels might be available, and this
aspect of the invention allows a quick change from one
medium to the other. By selecting the IVR channel, the
customer is connected to the IVR channel in an outbound
manner as above.

FIG. 6 illusirates a second embodiment of the invention.
While the first embodiment and its modifications described
above are directed towards call centres equipped with out-
bound calling capabilities, in this second embodiment, the
call centre is equipped with inbound call processing capa-
bilities, bandling calls as they come in from customers.

This provides a methed for integrating or connecting a
customer who has a SAT (screen assisted telephony) capable
configuration and wishes o be connected to a live agent 106.
The figure is very similar to FIG. 1, but with much of the
detail of the call centre and WWW server removed. There
are again four main components illustrated, one of these
being the customer premises 100 equipped with a telephone
(or a screen assisted telephone set) 110 and line 107, a
set-top box (a special purpose computing device which
allow access to network services through the television set
with user input being achieved through the television remote
control) and TV 108 or PC 111, and a CTT/SCAI (switch to

-computer application interface) epabled line 107. The other

main components include the multimedia or WWW server
102, call centre 104 and an agent workstation 106 equipped
with a computer 112 and a telephone 114, or a screen
assisted telephone. Also shown is the PSTN 116, a broad
band multimedia data network 117 and a SAT server 109,

The interconnections between the customer premises 100,
WWW server 102, call cenire 104, agent workstation 106
and PSTN 116 are the similar to before with the exception
that all custemer PC comnections are via a broadband data
network 117, and the customer telephone 110 connection is
implemented with a line 107 to the PSTN 116 and a
subsequent connection to the broadband data network 117,

The process followed in the secend embodiment will be
described with reference to FIGS, 6 and 7. The box numbers
refer to boxes shown in FIG. 7. Initially, the customer makes
a *multimedia call” in order 1o be connected to XYZ’s
multimedia server 102 and to run a muitimedia application
on the set-top box /TV 108 or PC 111 (box 7-1). The user
selects on the set-top box remote or the PC mouse a “MAKE
CALL” feature from within the multimedia applcation (box
7-2). This selection initiates a series of steps to set up a call
to either an ACD group or an individual, The request first
signals through the broadband nmltimedia data net 117 tc a
PSTN telephone swiich 116 specially equipped with CT1
techniques (such as SCAD) fo ring the customer’s line 107
(with a distinetive ring similar to ring-again) prompting the
customer fo pick up the handsct (box 7-3). The PSTN based
switch 116, having sensed that the customer has indeed
picked up the set, then dials the destination party automati-
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caily, which in this case is the call centre 104, where an ACD
system distributes the call to an ACD agent workstation 106
(box 7-4).

When an ACD agent answers the call, the customer’s
URL and/or CLID are forwarded so that a customer relevant
screen is appearing on the agent’s PC cr terminal 114 at the
same time (box 7-5). :

The customer relevant screen is set up on the agent’s
screen via one of several known CTI techniques, These
include first party call contrel techniques and third party call
control techniques. First party call control techniques use
various CLID (Calling Line Identification—not shown)
boxes and associated screen-pop software. The CLID is
transmitted over the telephone line and the CLID box detects
this and. passes it to the agent’s PC over a serial R8232
communications port. The CLID box may be integrated as a
part of the telephone, or it may be a standalone unit
connected to the telephone line together with the telephone.
Screen-pop software takes the telephone numbers provided
by the CLID box and looks up the corresponding customer
records in a database, and displays them on the screen,
Alternatively, using third party call control techniques, the
digital switch has a shared data circuit to a “Third Perty”
CTI server which understands a common protocol such as
SCAT. This server then associates various calls with various
agents and delivers CLID and/or customer relevant data to
the agents workstation as the phone is ringing.

Under either of the scenarios described above for trans-
mitting the CLID, the URL information is transmitted in one
of two ways. Firstly, upon answering the call and viewing
the customer relevant data simultanecusly (obtained by
looking vp the CLID in a customer database), the agent
greets the caller and the caller verbally mentions the asso-
ciated product or subject matter area which causes the agent
to hot key to the relevant or related HTML page. A more
sophisticated alternative to this is for the WWW server to
sense all users querying it in real time (i.e. which URL’s are
being read and from which IP addresses or B-mail addresses)
and then do a look-up into its database to determine corre-
sponding CLID’s. As calls from CLID’s come in, the
database can correlate the associated caller and URL.

Should all agents be busy, an IVR system can be used o
provide additional information options to the customer while
an agent becomes available. Thig method does not avoid
ACD queues, but does make placing the call casier. In
addition, the use of the URL and/or CLID makes the
provision of help by the agent more eficient. As in the first
embodiment, the agent is now in a position to help the
customer with the WWW server or other multimedia appli-
cation with which they require assistance (box 7-6),

As in the first embodiment, instead attempting to put the

call through to a live agent, the call can be automatically

connected to an IVR system. Screen-based telephony and
associated SAT telephone switches may be employed in this
case, allowing the customer to interact with an ADSI
enhanced IVR system.

FIG. § illustrates a third embodiment of the invention
which is quite similar to that shown in FIG. 6, with the
exception of the configuration sl the customer premises.
Again, an inbound call processing capability is required at
the call centre, as in the second embodiment. This embodi-
ment provides a method for integrating or connecling a
customer 100 who has a telepbone 120, a PC 124 with DDE
{dynamic data exchange) capabilities and twe modems
122,126 and lines 127,128 and wishes to be connected to a
live agent 104. DDE allows data to be passed dynamicaily
between different applications running on the PC. In this
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entbodiment, the PC 124 is equipped with communications
software and modems. 122, 126 able to place the call
between the customer’s telephone 120 and the ACD agent
itself, automatically, instead of requiring the telephone
switch to set up the call as in FIG. 6.

FIG. 9 shows a process diagram showing the steps which
occur when this method is used. Initially, the customer
makes a multimedia call to connect to company XYZ’s
multimedia server (box 9-1). The customer then selects the
“WMAKE CALL” ar “HELP” button which may appear on an
HTML page (box 9-2). The customer request initiates a PC
based DDE whereby the telephone number in the HTML
page lo be called is passed dynamically to another PC based
comnminications software package where an outbound call is
dialed over a regular modem 122 and line 127 (boxes 9-3
and 9-4). When an ACD agent answers, a voice connection
between the customer’s telephone 120 and the ACD ageni’s
telephone 112 is completed, and a customer relevant screen
is appeating on the agent’s PC 114 or terminal at the same
time (box 9-5) based on incoming CLID and using first part
or third party CTI techniques as described previously.

As before, an IVR connection could be established
instead of using live agents, and screen assisted telephones
and associated servers could be employed 1o enhance this
type of connection.

FIG. 10 illustrates a Tourth embodiment of the invention
in which a method and apparatus is provided for integrating
WWW information from a caller who is already talking to
a live ACD agent. In this embodiment &ither an inbound call
processing capability or an outbound call processing capa-
bility is required at the call centre.

The customer site 210 is equipped with a computer 212
and a telephone 214 both connected to a SVD (simmultanecus
voice data) modem 216 with external connections 218 to the
PSTN 219 which may be analog, or ISDN (infegrated
services digital network) format. VD modems allow both
voice and data fo be transmitted over the same standard
telephone line at the same time.

The agent site 220 is similarly equipped with a computer
222, telephone 224 and SVD 226 and connections to the
PSTN 219. 1t is also connected to a digital switch 230 with
ACD functienality for distributing calls to various agents.
The agent’s computer 222 is also connected to a WWW
server 232 and may be connected to a multimedia message
mansgement system 234.

The process flow diagram for this embodiment is shown
in FIG. 11. The customer has been previously connected to
an ACD agent either according to the traditional method
wherein the customer physically dials an 800 number, or
aceerding to one of the methods described above (box 11-1).
This includes all of the inbound and outbound call set-up
methods and associated hardware described in the first three
embodiment and their variants, although it is assumed that
a live agent exists, and not an IVR system. Both parties are
cenversing and desire to be viewing identical screens of
information simultaneously, and so decide to go into col-
laborative mode (box 11-2). This may be due to the fact that
simple verbal explanations are insufficient to solve the
caller’s problems. If the calling party is not yet WWW
connscted, the two parties activate their SVD Modems 216,
226 ( or ISDN units) and activate their remote control
software packages (hox 11-3). This sets up a data connection
over the same telephone line as they were previously using
for voice. Then volce and data can be transmitted over the
same telephone line. The agent who is already connected 1o
the desired WWW server 132 acts as HOST and the caller
acts as 2 REMOTE allowing the caller to view the same
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WWW pages (or other Information Systems) as the agent
{box 11-4). The agent can then walk the custcmer through
information and supplement it verbally, thereby sharing a
multimedia call with the customer (box 11-5). Screens
appearing on the agents computer appear on the customer’s
computer, as what the customer sees is an exact duplicate of
what the agent sees. This may result in immediate sales and
service or assist in forther sales and service, The next time
the caller, having become more comfortable and familiar
-with the system, may opt to use the self serve channel with
no human agsistance for increased likeliheod of repeat
business. The above combining of ACD, SVD and WWW
building blocks allows collaborative screen sharing between
customers and ACD agents. In addition, agent integration
via the MMM 234 allows increased agent productivity.

If the caller is already logged onto the WWW server, he
must disconnect before being able to go into. collaborative
mode, unless he is equipped to handle two connections at
once,

In order to implemens this embodiment, several configu-
ration (hardware and sofiware) modifications to existing
ACD setaps would be required. Most current PC’s will not
successfully support high speed (14.4 KXBPS) communica-
tions on their serial ports due to the older UART (Universal
Asynchronous Receiver Transmitter) chips. Communica-
tions with these vnits is error prone and unreliable. PC’s
need a smarter faster UART to make this configuration
refiable. These are supplied by installing high speed serial
input/output boards in the ISA (Industry Standard Architec-
ture) slots on the motherboard of the PC. Software recon-
figuration is required to disable the lower speed communi-
cations ports. An alternative here it to use new simultanecus
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voice and data modem technology which utilizes the parallel
port of the PC which (for most PC’s) currently supports
speeds ecual to or greater than 28.8 KBPS.

At the agent end, the type of line choice (2500-type
apalog ACD line or digital ACD line) must be made and
depending on this additional hardware and sofiware is
required. 1f a digital ACD line is used, a hardware adaptor
is required to convert the digiial signaling which may be
proprietary in nature into signals recognized by analog based
SVD modems. Also, these adaptor units must be modified to
handle high speed (14.4 KBPS) data transmission. If 2500-
type analog lines are used, software is required on the PC to
allow easy access and use of sophisticated feature activation
codes. The line choice here depends largely on which
features the call centre agent would be using,.

The invention claimed is:
1. A system for connecting a call center to a customer
computer having a customer TP address, the system com-

, prising a server configured to transmit a page having a URL

for presentation on & remote customer computer, the page
including a remote help option which when selected gener-
ates a help request form including the customer IP address,
and the server further configured to forward the generated
help request form 1o the call center.

2. The system according to claim 1 wherein the request
form further comprises a fleld for filling in a customer
preferred time for call-back.,

3. The system according to claim 1 in which the request
form further comprises said URL.

LI I L




UNITED STATES PATENT AND TRADEMARK OFFICE
CERTIFICATE OF CORRECTION

PATENT NO.
APPLICATION NO. :
DATED

INVENTOR(S)

7,159,043 B2

: January 2, 2007
: Thomas Howard Bateman et al.

Pagelof 1

It is certified that error apbears in the above-identified patent and that said | etters Patent is

hereby corracted as shown below:

Please correct the title ltem (34) to read as follows:

--METHOD AND SYSTEM FOR COORDINATING DATA AND VOICE
COMMUNICATIONS VIA CUSTOMER CONTACT CHANNEL CHANGING

SYSTEM--

Please correct the Assignee ltem (73) to read as follows:

—-Innovatia, Inc. St. ngms, Canada--

Please correct the Abstract Item (57) line 3 to read as follows:

“ag live center ACD” should read --as Live call centre ACD--

Signed and Sealed this

First Day of May, 2007

JON W.DUDAS
Director of the United States Patent and Trademark Qffiece




UNITED STATES BISTRICT COURT, CENTRAL DISTRICT OF CALIFORNIA
CTYIL COVER STIRET

L{a} PLATNTIFES (Choolt box i you ues reprasesting yoursell ) DEFENDANTS
Pragnaiie Telecon, LLC Lenders Merchant Services LEC

() Attorneys (Rieen Name, Address and Talephone Number, 11 you qeo raprosenting | Adtornsys {If Known}
yourselF, provide seng,) /A
M. Fliznbelth Day, Felabetg Duy Albedi & Thompsun LLP
401 ¥lorence Sireed, Falo Ally, CA 94301 .

650,618,4360
1. BASIS OF JURISDICTION (Plrce mi X ir ona hox enty.) HIL CYTRLENSHIP OF PRINCIPAL PARTIES - For Diversity Cages Only
‘ . (Plage an: X in one box for plnintiff and one for defendant.)

D18, Government Plaintiil #3 Tederal Questien (3,8, PIF DEF PIF DET

Governinent Mot o Party) Citizen of This Sita 01 01 hworporated or Prinolpat Place  C14 14
. of Brsiness in this Stafe

12 1.8. Governinent Defendant 04 Diversity (Tadieate Citfzanship | Cittzon of Anothar State M2 N2 Incowporpted and Peincipal Place 05 1§

of Pariles In Yem JII} ol Business fa Another Stute
Chtizan or Suljeot of & Forgipn Country £33 03 Porelph 2atfon s B6

¥, ORIGRY (Plnce an X in one box anly,) )
1 Orjginnt £32 Removed frons 1 Remanded from  [T4 Reliwteled or  [15 Transformd fom nnoiber disiciof (speoify): 716 Multi-  [37 Appenl to Disteiot

Proceedivg Steto Court Agpelinte Catrrt Reopeired Distrlct Tudge from
Litigatlon Magisirate Yudge

V. REQUESTED I¥ COMPLAINT:  JURY DEMAND: B Yes Mo {Check “Yes" only If demanded fn complatnt.}

CLASS ACT{ON wndter R.C.F. 23) 3 Yoes II{No HAMUNEY DEMANDED 1IN £OMPLAINT: § vt

Vi, CAUSE O ACTEON (Clte the ULS, Clvil Staivte under which you ars fling neid write 3 brisf stntement of cause, Do stot elte Jurlsdictionsl slatutes unless diversity.}
Pajent Laws of the United States, 85 US.C. §§ | of seq.: Puient Fufidnzesnont

VIL NATURE OF SUIT (Place an X In ane box enly.)

. -g—.-w-w, s sngnear —— »
RGN SRR o i
L1400 Stale Rtenpportionment El] ﬁ Tnstiranes FPHR] JURY & ; T4 Hé:g@g{,_ LG PairLahorSlandurds

440 Antiest 1120 Maorine 1310 Almpions ROPER i Dslfr Mations to Act

(430 Banksond Buaking  [O330 Millar Act (1318 Abrplane Produot C1370 Olhor Fraud Yaonte Sontence [1792G Laberfivigimt

450 Commerge/IC 3140 Nogotiabl Tustrument Liability 137 Truthin Lending Hubeus Corpus Refatlons
Ralog/elo. 1150 Recovaty of (1320 Assnillt, Libel & 17580 Ofter Porsomal [0 530 Goners 0730 Labor/Mpmt.

© £1480 Depariation Overpayment & Satuder Propsrty Damege [[1 535 Deatls Penalty Reporling &

D47 Reckstese Infinsnsed Enforcement of (3330 Fed, Amployers’  {ry 265 Droperty Dmsge {01540 Mandunus! Disoloste Aaf
and Corrupt Judgmont 9 ﬁ“b;mf Frodust Liability Oilier F1740 Radlway Laboe Act
Organtzations 1550 Wledicrs At %3 Mot Prod , |ERANKROSTETE 1550 Civil Rights {01790 Ofhor Lahor

[48¢ Consumer Credit 1152 Recoyery of Defiulied -Liabill;rly e El422 Appenl 22T3C (12 335 Pdson (‘onﬂlt!n‘ll Lijigntion

gﬁg guIbIcI!_Suft;.l'V_ ing?m Ijonn(Bxcl. D30 Molor Vlisle | . :ﬁ: I @%ﬁ"’? Tl [ 7 gmpl. Rei Iino.

dleolive Sorvico Blarons, 71455 Miotor Vehlcle ithedrawal s ED ] courdty Al

1850 Seowities/Commedities’ [T 5% Recovery of Produel Lilicy {0610 Agrontine | ERHEERRE RIS
Bxchanges Overpmynient of D460 Other Persont k) IESHERIM 626 OtherFood & 10820 Copyrighls

3875 Customor Clnllonga 12 Valeran’s Benafits Mty EH#I Voting Drog 830 Patent
WSC 3410 0360 Swokheldens’ Suils  ~ [r1363 Persoyal Injury- (0442 Fanploymond L1625 Drug Refuted L1840 Trudorark

EIS;D Dther Statutory Aefons 7196 Cther Contmot Med Muloraptie |42 Housing/ficeo- Solzra of i b}

U804 Agriculiuenl Aot 1195 Conlvast Product 11265 Persounl Injury- mmodations Propery 21 USC

1892 Eeontomie Stehiitzation Liohilly Froduet Liabilty  JC 444 Welfhee £83 1862 Black Long (923)
Adl [ 196  Franehlss e (1308 Ashesfos Fesonal [E1445 Ameromnwith (3420 Liguor Laws M 863 DIWCDIWW

[1893 Bnwlrommental Manors | R RAERSEHITAG wuqmm Disahilitios » 17640 KR, & Trugle (OS(R))

11894 Energy Allocation Act EI210 Land Condemnntion G'ﬁ(g‘ Brployinent 01650 Airlino Regs ] 864 931D Titfe X VI

E1895 Frecdom of Tnfo. Aol [3220 Foreclosuie Eiaiimﬁi TR 416 Avnerioan with 1650 Ogoupalional EH?GS RSI A03(g g,)

1900 Appeql of Feo Detenni- {11230 Ren{ Lease & Gjoctmen| ({1462 i!nli}[uhmiwn Disabilftfes - Safety fHealth , i
nkon Undor Bguot 1240 “Torly io Land. prlisation Other 1690 Other 0 3?0 Toxos &Phimff
Avcessto .Eusﬁc?e 1245 Tort Trothip Liability  [3463 Habeas Comot 15040 Qihor Gl or Defggcrum}

(1950 Cousthubonality of  |[1290 Al Offior Ren? Properly Alfei Dstolzce  Rights C1870 1RSThind Parly 24
Stata Statules (2465 gif;m“mfwﬂm UAE 7609

p 2 3
L&

FOR OFFICETISE ONLY:  Cnse Number: i .
ATTER COMPLELING THE FRONT STUE OF FORM CV-71, COMPLETE THE INFORMATION REQUESTED BELOW,

V-7l (03i08) TIVIY, COVER SRERT Poge 192




UNIEED STATES DISTRICT COURT, CENTRAL DISTRICT OF CALIFORNIA
CIVIL, COVER SEEET

VIU(). IDESTRCAT: CASES: Hag this action been praviously filed n thiz court and dismissed, remanded or closed? Ilﬁ!o [ ¥ex

1iyss, Hat onse aumber(s):

VIIh). RELATED CASES; Have any casos been previousty fled in {his court that aie reinled to the prosent cnva? MNo [ Yes
Hyes, Hyt ense mumboi(g):

Civil cases ave deemed related i n previously filed case pnd {he prasent ease:
(Check all boxes thal apply) T A, Arfae from the suime or closely relnted tmnsactions, happetingy, or events; or
13, Cail for detstmination of the same o substantishy relpted or similar questians of law and ficf; or
CI1C. For other reasons would entnil substentind doplleation of lbor if heard by different judaos; or
1D, frvolvs ik same putent, tradematk orcapytigh!, and vne of The fasters identtied shove Ina, bor ¢ also iy prasout.

XX, VENULE: (Whan completing the faflowing informatian, use vn nddltionat shect if necessary,)

(W) List the Cownty in tliis Distelel; Crliforsin Coundy ouslds of this Distot; State if other than Calitarnls; or Forelgn Covntry, n which BACH natied plalntiff resides.
O Cheok Jiere i the govornment, jis agencics or employees is a vamed pluntiff 1Fthis box is cheakad, a0 to fiem (h),

County in [fifs Distelot* Catifornia oty sutaldo of this Distrlel; State, if ather than Cadi€otuing br Forolgn Comrlry

Pragmeins Telecom, LLC - Alexandrla, Virgina

{b} Vst he Cowmty in (his Distriol; California Cowtty outsido of fhis District; State fother thay Califoenia) or Forefgn Country, fnwhivh E4.CH nemed defendant resides,
[ Chenl heeo I (he govermnent, lts apencies ot employes s a named defandant. IFthis box Is clecked, go to ilem {c),

Counly in his Disirdet? Catifornin Comnty owfside of this Distelel; State, i offior than Calfformia; or Faretgi Country
¥ ¥

[ loadders Sarices 2.0 Z, | o
Y@ rtesa Lovnhs, &4

{o) Tdst tle Couniy i this Distrivt; Califomis Connty antside of this Distciot; Stats If ather than Califomia; or Forlgn Country, 1o which BACH claim wose,
Nuder To faid condenitailon enses, nso the Inention of $he tract of Innd Jiyvoived,

Coumey i 4hiz Distrieh* California Qomly nulsido of ihis Disirict, State, i ofher (han Califomis; ar Foreim: Country

NE TR V REWMYK

* Fos Augales, Ovange, San Bemurding, Rivorsile, Vimtnen, Santa Drrbary or San Luls Obispo Connlies
Mate: i Jand condemuation cases, yso tho [oeotfon of the freot of fand {ivolved

X, SIGHATURE O ATTORNSY (O PRO FER), 9& 4’? M oate__/ o .‘) i ‘} 8 A L&J
Notice 1o ConuschiPartiess 'The CV-71 (8«44} Civi? Cover Sheef and the information cotdained herefn aeltherrenlace nor supplement the filfng and service of pleadings
ovadlier papors as required by Jmwv, ‘This forem, approved by the Judiels] Sonfkzence afihe Uniied Siates In September 1974, Is required purstnnt{u Local Rule3-1 isuotfiled
Dt fxused by the Clark of the Court for the puipose of slatisties, vanto sadniiiating the obvil docket sheet. (For Inore detailed insirnctions, see separate Instretions sheat,)

Key 1o Statlsticaf eodes refaling to Joctal Seourity Coses:

L

Natire of Suif Code  AbDreviation Subsiantive Sinionsout of Canse of Aetlon

461 1LY AH elaims for healéh inzuranee bonglils (Medieare) under Title 18, Part A, of the Social Seoudity Adt, a5 mvendud.
Also, include elnimns by hospitpls, skitled nusing facllitles, ete., for certiflontion as providers of services vnder the
progtam, (2 8.0, 1935FRG)

862 BL All otaime for “ick Lung” bonofits under Title 4, Parl B, of the Federal Conl Mine Ifealth and Safety Act of 1969,
(30 10.8.C. 923)

869 ohwe Al claims filed by insured workors for desability nsurange benedils under Title 2 of the Socil Security Act, ns
nimsudad; pius sl etaims filed for ehikds Insuranee benelis bused on disabitity. (42 U.5.C. 405(g)y

963 DEwsY Allolalms fited for widows erwldowers Insneanes benefits based ax disability under Title 2 of the Soeial Scourlty
Act, as amended, (42 U.3.C. 405(g)) :

864 8810 AR oaims Ror supplemental security income peyments basad upou diadbility filad wnder THs 16 of the Sockl Seourdy
A, bs winonded.

865 Rs1 Al claims for retirement (old ape) and survivors benefils uder Ti¥e 2 ol lie Savinl Security Act, asamended, (42
UL (g

CV71{05K8) CivIL, COVIR SHELT Tgs & 0F 2






