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(57) ABSTRACT 

In an operating system (OS) for a multimedia communica 
tions center (MMCC), an interactive process module (IPM) 
for accomplishing a process has a plurality of code sets, each 
adapted to completion of a speci?c task in the overall 
process, an input interface for providing one or more inputs 
to the IPM, and an output function for returning a result. The 
plurality of code sets are related by pre-requisite status, 
creating a required order of progression for the process, the 
process is initiated after being called by the OS and receiv 
ing required inputs, the IPM is adapted to interface With 
other OS modules for accessing and providing data, and 
upon completion of the last task the IPM returns the result. 
In one embodiment the IPM is represented by an interactive 
GANT chart. In a preferred embodiment a tool kit is 
provided for a programmer to create such IPMs to perform 
business processes. IPMs thus created may be displayed and 
edited as object models. 
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INTERFACE ENGINE FOR MANAGING BUSINESS 
PROCESSES WITHIN A MULTIMEDIA 

COMMUNICATION-CENTER 

FIELD OF THE INVENTION 

[0001] The present invention is in the ?eld of telecommu 
nication encompassing all existing sorts of interaction mul 
timedia technology, and pertains more particularly to meth 
ods and apparatus for managing de?ned business processes 
Within a multimedia communication-center operating a cus 

tomer-interaction-netWork-operating-system (CINOS). 
[0002] Cross-reference to related documents The present 
application is a continuation-in-part (CIP) of copending 
application P3317PA, Which is a CIP of copending applica 
tion P3316PA, P3315PA, P3314PA, and P3313PA, all of 
Which are incorporated herein in their entirety by reference. 

BACKGROUND OF THE INVENTION 

[0003] In the ?eld of telephony communication, there 
have been many improvements in technology over the years 
that have contributed to more ef?cient use of telephone 
communication Within hosted call-center environments. 
Most of these improvements involve integrating the tele 
phones and sWitching systems in such call centers With 
computer hardWare and softWare adapted for, among other 
things, better routing of telephone calls, faster delivery of 
telephone calls and associated information, and improved 
service With regard to client satisfaction. Such computer 
enhanced telephony is knoWn in the art as computer-tele 
phony integration (CTI). 
[0004] Generally speaking, CTI implementations of vari 
ous design and purpose are implemented both Within indi 
vidual call-centers and, in some cases, at the telephone 
netWork level. For eXample, processors running CTI soft 
Ware applications may be linked to telephone sWitches, 
service control points (SCPs), and netWork entry points 
Within a public or private telephone netWork. At the call 
center level, CTI-enhanced processors, data servers, trans 
action servers, and the like, are linked to telephone sWitches 
and, in some cases, to similar CTI hardWare at the netWork 
level, often by a dedicated digital link. CTI processors and 
other hardWare Within a call-center is commonly referred to 
as customer premises equipment (CPE). It is the CTI pro 
cessor and application softWare is such centers that provides 
computer enhancement to a call center. 

[0005] In a CTI-enhanced call center, telephones at agent 
stations are connected to a central telephony sWitching 
apparatus, such as an automatic call distributor (ACD) 
sWitch or a private branch eXchange (PBX). The agent 
stations may also be equipped With computer terminals such 
as personal computer/video display unit’s (PC/VDU’s) so 
that agents manning such stations may have access to stored 
data as Well as being linked to incoming callers by telephone 
equipment. Such stations may be interconnected through the 
PC/VDUs by a local area netWork One or more data 
or transaction servers may also be connected to the LAN that 
interconnects agent stations. The LAN is, in turn, typically 
connected to the CTI processor, Which is connected to the 
call sWitching apparatus of the call center. 

[0006] When a call arrives at a call center, Whether or not 
the call has been pre-processed at an SCP, typically at least 
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the telephone number of the calling line is made available to 
the receiving sWitch at the call center by the netWork 
provider. This service is available by most netWorks as 
caller-ID information in one of several formats such as 
Automatic Number Identi?cation (AN I). Typically the num 
ber called is also available through a service such as Dialed 
Number Identi?cation Service (DNIS). If the call center is 
computer-enhanced (CTI), the phone number of the calling 
party may be used as a key to access additional information 
from a customer information system (CIS) database at a 
server on the netWork that connects the agent Workstations. 
In this manner information pertinent to a call may be 
provided to an agent, often as a screen pop on the agent’s 
PC/V DU. 

[0007] In recent years, advances in computer technology, 
telephony equipment, and infrastructure have provided 
many opportunities for improving telephone service in pub 
licly-sWitched and private telephone intelligent netWorks. 
Similarly, development of a separate information and data 
netWork knoWn as the Internet, together With advances in 
computer hardWare and softWare have led to a neW multi 
media telephone system knoWn in the art by several names. 
In this neW systemology, telephone calls are simulated by 
multimedia computer equipment, and data, such as audio 
data, is transmitted over data netWorks as data packets. In 
this system the broad term used to describe such computer 
simulated telephony is Data NetWork Telephony (DNT). 

[0008] For purposes of nomenclature and de?nition, the 
inventors Wish to distinguish clearly betWeen What might be 
called conventional telephony, Which is the telephone ser 
vice enjoyed by nearly all citiZens through local telephone 
companies and several long-distance telephone netWork 
providers, and What has been described herein as computer 
simulated telephony or data-netWork telephony. The con 
ventional systems are referred to herein as Connection 
Oriented SWitched-Telephony (COST) systems, CTI 
enhanced or not. 

[0009] The computer-simulated, or DNT systems are 
familiar to those Who use and understand computers and 
data-netWork systems. Perhaps the best eXample of DNT is 
telephone service provided over the Internet, Which Will be 
referred to herein as Internet Protocol NetWork Telephony 
(IPNT), by far the most extensive, but still a subset of DNT. 

[0010] Both systems use signals transmitted over netWork 
links. In fact, connection to data netWorks for DNT such as 
IPNT is typically accomplished over local telephone lines, 
used to reach points in the netWork such as an Internet 
Service Provider (ISP). The de?nitive difference is that 
COST telephony may be considered to be connection 
oriented telephony. In the COST system, calls are placed and 
connected by a speci?c dedicated path, and the connection 
path is maintained over the time of the call. BandWidth is 
basically assured. Other calls and data do not share a 
connected channel path in a COST system. A DNT system, 
on the other hand, is not dedicated or connection-oriented. 
That is, data, including audio data, is prepared, sent, and 
received as data packets over a datanetWork. The data 
packets share netWork links, and may travel by varied and 
variable paths. 

[0011] Recent improvements to available technologies 
associated With the transmission and reception of data 
packets during real-time DNT communication have enabled 
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companies to successfully add DNT, principally IPNT, capa 
bilities to existing CTI call centers. Such improvements, as 
described herein and known to the inventor, include methods 
for guaranteeing available bandWidth or quality of service 
(QoS) for a transaction, improved mechanisms for organiZ 
ing, coding, compressing, and carrying data more ef?ciently 
using less bandWidth, and methods and apparatus for intel 
ligently replacing lost data via using voice supplementation 
methods and enhanced buffering capabilities. 

[0012] In addition to Internet protocol (IPNT) calls, a 
DNT center may also share other forms of media With 
customers accessing the system through their computers. 
E-mails, Video mails, fax, ?le share, ?le transfer, video calls, 
and so forth are some of the other forms of media Which may 
be used. This capability of handling varied media leads to 
the term multimedia communications center. A multimedia 
communications center may be a combination CTI and DNT 
center, or may be a DNT center capable of receiving COST 
calls and converting them to a digital DNT format. The term 
communication center Will replace the term call center 
hereinafter in this speci?cation When referring to multimedia 
capabilities. 

[0013] In typical communication centers, DNT is accom 
plished by Internet connection and IPNT calls. For this 
reason, IPNT and the Internet Will be used in examples to 
folloW. IT should be understood, hoWever, that this usage is 
exemplary, and not limiting. 

[0014] In systems knoWn to the inventors, incoming IPNT 
calls are processed and routed Within an IPNT-capable 
communication center in much the same Way as COST calls 
are routed in a CTI-enhanced call-center, using similar or 
identical routing rules, Waiting queues, and so on, aside from 
the fact that there are tWo separate netWorks involved. 
Communication centers having both CTI and IPNT capa 
bility utiliZe LAN-connected agent-stations With each sta 
tion having a telephony-sWitch-connected headset or phone, 
and a PC connected, in most cases via LAN, to the netWork 
carrying the IPNT calls. Therefore, in most cases, IPNT calls 
are routed to the agent’s PC While conventional telephony 
calls are routed to the agent’s conventional telephone or 
headset. Typically separate lines and equipment must be 
implemented for each type of call Weather COST or IPNT. 

[0015] Due in part to added costs associated With addi 
tional equipment, lines, and data ports that are needed to add 
IPNT capability to a CTI-enhanced call-center, companies 
are currently experimenting With various forms of integra 
tion betWeen the older COST system and the neWer IPNT 
system. For example, by enhancing data servers, interactive 
voice response units (IVR’s), agent-connecting netWorks, 
and so on, With the capability of conforming to Internet 
protocol, call data arriving from either netWork may be 
integrated requiring less equipment and lines to facilitate 
processing, storage, and transfer of data. 

[0016] With many neW communication products support 
ing various media types available to businesses and custom 
ers, a communication center must add signi?cant application 
softWare to accommodate the diversity. For example, e-mail 
programs have differing parameters than do IP applications. 
IP applications are different regarding protocol than COST 
calls, and so on. Separate routing systems and/or softWare 
components are needed for routing e-mails, IP calls, COST 
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calls, ?le sharing, etc. Agents must then be trained in the use 
of a variety of applications supporting the different types of 
media. 

[0017] Keeping contact histories, reporting statistics, cre 
ating routing rules and the like becomes more complex as 
neWer types of media are added to communication center 
capability. Additional hardWare implementations such as 
servers, processors, etc. are generally required to aid full 
multimedia communication and reporting. Therefore, it is 
desirable that interactions of all multimedia sorts be ana 
lyZed, recorded, and routed according to enterprise (busi 
ness) rules in a manner that provides seamless integration 
betWeen media types and application types, thereby alloW 
ing agents to respond intelligently and efficiently to cus 
tomer queries and problems. 

[0018] Still another goal of multimedia communication 
centers is to maintain a certain ?exibility With regard to 
de?ned business processes that may be used or in effect 
Within the communication center. For example, enterprise 
procedure must be executed in a timely fashion and in 
logical order especially Where live interactions hang in the 
balance. A client Who patroniZes a multimedia communica 
tion center does not Wish to be inconvenienced by a long 
Wait While a business procedure relating to his call is being 
executed Within the system. 

[0019] Business procedures, as described above, include 
and encompass any ordered processes that may be required 
before a conclusion may be reached regarding an issue or 
request. An example of a standard business procedure may 
be a process for qualifying a client for a loan. A business 
procedure as such may be broken doWn into ordered steps 
and sub-steps. For example, an automated business appli 
cation designed to qualify or not a requesting client may 
begin With the step of client identi?cation and data acqui 
sition. Sub-steps involved in client data acquisition may 
include 1) obtaining last credit report, 2) obtaining past 
credit history With the enterprise, 3) obtaining current 
income and asset information, and so on. 

[0020] An issue With Which to contend regarding current 
art communication centers is the fact that human interven 
tion is required When performing more complicated business 
processes such as the one described above. For example, an 
operator or agent may be required to manually type in access 
to certain databases via keyboard. Obtained information 
must be processed, in many instances, via manual calcula 
tion such as calculating income to debt ratio (in the case of 
a loan process) and so on. Because of such human involve 
ment in one or more stages in a typical process, the pro 
pensity for error is high. Also, such interference consumes 
time both valuable to the enterprise and to the client. Beyond 
that, if someone “drops the ball”, the transaction may not be 
closed in time, and it maybe dif?cult if not impossible to ?nd 
in time at Which manual step the issue Was dropped. 

[0021] What is clearly needed is an ability in a multimedia 
communication center for creating interactive process mod 
ules, interactive With other communication center processes, 
that can be called to quickly perform particular de?ned 
processes according to enterprise needs in a timely and 
orderly fashion Wherein human intervention may be 
excluded or greatly reduced. 
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SUMMARY OF THE INVENTION 

[0022] In a preferred embodiment of the present invention, 
in an operating system (OS) for a multimedia communica 
tions center (MMCC), an interactive process module (IPM) 
for accomplishing a process is provided, comprising a 
plurality of code sets, each adapted to completion of a 
speci?c task in the overall process; an input interface for 
providing one or more inputs to the IPM; and an output 
function for returning a result. The plurality of code sets are 
related by pre-requisite status, creating a required order of 
progression for the process, the process is initiated after 
being called by the OS and receiving required inputs, the 
IPM is adapted to interface With other OS modules for 
accessing and providing data, and upon completion of the 
last task the IPM returns the result. 

[0023] In a preferred embodiment task structure and 
parameters are presentable in a graphical interface display 
ing tasks making up the IPM in prerequisite order. The 
graphical interface may be a GANT chart. Preferably the 
graphical interface is interactive, alloWing a programmer to 
add, delete, and edit steps in the process. 

[0024] In some cases start and ?nish times are displayed 
for each task. Also in some cases, in performing any one 
task, next activity is variable, and is determined by perfor 
mance to requirements programmed With the task. Task 
requirements may include completion Within a prepro 
grammed allotted time. Next activity may include a choice 
of stopping the process and notifying a person in the event 
of non-completion of a task in an allotted time. 

[0025] In some cases one or more tasks require human 
intervention and activity, and there may be a selective 
activity of reminding a person responsible for an activity of 
a pending time deadline. 

[0026] In another aspect of the invention an operating 
system for a multimedia call center is provided, including 
IPMs of the type and structure described in general above. 
Further, a tool kit for a programmer provides an interactive 
object-oriented interface adapted for building IPMs of the 
sort described. 

[0027] The invention in its various embodiments, taught in 
enabling detail beloW, provides a facility for adapting an 
operating system for a multimedia call center to speci?c 
business practices and rules for a host enterprise Within a 
broad set of possibilities, Wherein business procedures, such 
as logical and calculation intensive procedures, may be 
accomplished more or less automatically With little if any 
human intervention. 

BRIEF DESCRIPTION OF THE DRAWING 
FIGURES 

[0028] FIG. 1 is a diagram of a multimedia communica 
tions center enhanced With a netWork operating system 
according to an embodiment of the present invention. 

[0029] FIG. 2 is a block diagram illustrating basic layers 
of a customer interaction operating system according to an 
embodiment of the present invention. 

[0030] FIG. 3 is a How chart illustrating basic steps 
performed by the netWork operating system of FIG. 2 
related to completing interactive transactions betWeen busi 
ness partners. 
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[0031] FIG. 4 is a block diagram illustrating agent-desk 
top function according to an embodiment of the present 
invention. 

[0032] FIG. 5 is a block diagram of an exemplary WEB 
form customer interface according to an embodiment of the 
present invention. 

[0033] FIG. 6 is a How chart illustrating media-presenta 
tion and customer-interface logic steps according to an 
embodiment of the present invention. 

[0034] FIG. 7 is an exemplary overvieW of a multimedia 
interaction storage system Within a communication center 
according to an embodiment of the present invention. 

[0035] FIG. 8 is a block diagram of the repository of FIG. 
7 illustrating threaded text-blocks and their relationship to 
stored multimedia according to an embodiment of the 
present invention. 

[0036] FIG. 9 is a process How chart illustrating logical 
steps taken When building a threaded multimedia contact 
history of communication-center interactions according to 
an embodiment of the present invention. 

[0037] FIG. 10 is a block diagram illustrating an interac 
tive multimedia application (IMA) tool kit and a created 
application according to an embodiment of the present 
invention. 

[0038] FIG. 11 is a process ?oWchart illustrating logical 
steps for building an IMA for a user interacting With CINOS 
according to an embodiment of the present invention. 

[0039] FIG. 12 is a block diagram illustrating the rela 
tionship betWeen a mass repository, an interaction object 
model (IOM interface), and data-interaction systems accord 
ing to an embodiment of the present invention. 

[0040] FIG. 13 is an exemplary ?oW chart illustrating 
interactive steps associated With IOM functionality accord 
ing to an embodiment of the present invention. 

[0041] FIG. 14 is a Gant table illustrating a pre-de?ned 
business process according to an embodiment of the present 
invention. 

DESCRIPTION OF THE PREFERRED 
EMBODIMENTS 

[0042] FIG. 1 is a multimedia communications center 
enhanced With a netWork operating system according to an 
embodiment of the present invention. A telephony-netWork 
architecture 11 comprises an enterprise-hosted communica 
tion center 17 that is linked to, in this example, both a 
publicly-sWitched telephone netWork (PSTN) 13, and a Wide 
area netWork 15, Which may be the public Internet 
or other digital netWork, such as a company Intranet. 

[0043] In this particular embodiment communication cen 
ter 17 handles both conventional telephone calls, Which may 
be categoriZed as connection oriented sWitched telephony 
(COST) calls, and data netWork telephony (DNT) calls, 
Which may be DNT calls over a private digital netWork or 
calls according to a protocol such as the Well-knoWn Internet 
protocol. DNT calls are characteriZed in that data is trans 
mitted as addressed data packets as opposed to dedicated 
connections in COST calls. As indicated, PSTN 13 may be 
a private rather than a public netWork. WAN 15 may be a 
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company Intranet, the Internet, or another type of WAN 
known in the art. The particular method of call delivery and 
call center integration is not particularly relevant for the 
purposes of this invention. There are many Ways knoWn both 
to the inventor as Well as knoWn in the art. Particular issues 
discussed in the disclosure betWeen the telephones and the 
computers might be implemented differently depending on 
the actual system, but shall be deemed equivalent for all 
purposes of this invention. 

[0044] Incoming COST calls arrive at a netWork-level 
telephony sWitching apparatus 19 in netWork cloud 13 and 
are connected over trunk 23 to a central telephony sWitching 
apparatus 27 Within communication center 17. From sWitch 
ing apparatus 27, calls are routed according to existing 
routing rules over internal Wiring 56 to agents’ telephones 
47, 49, 51, and 53 residing at agents’ Workstations 31, 33, 
35, and 37 respectively. 

[0045] Incoming DNT calls, and other communication 
events such as e-mail, ?le transfers and the like, arrive at a 
routing node 21 in WAN 15 and are passed on over digital 
connection 25 to a routing server 29 Within communication 
center 17. Once calls arrive at server 29, they may, in some 
embodiments, be routed directly over LAN 55 according to 
existing routing rules to personal computer/video display 
units (PC/VDU) such as PC/VDU 39, 41, 43, or 45 located 
at agent’s Workstations 31, 33, 35, and 37 respectively. 

[0046] In this embodiment, sWitch-connected telephones 
47-53 are also connected to PC/VDU’s 39-45 via a headset 
to computer sound-card according to technique knoWn to the 
inventor and accomplished via an I/O cable. Thus con 
nected, agents may respond to incoming COST and DNT 
calls With the same headset. 

[0047] In the exemplary system and communication cen 
ter shoWn, the equipment and applications are adapted to 
provide for multimedia operation at each of the agent 
stations, so the agents can interact With clients in many 
different Ways, as are knoWn in the multimedia arts. 

[0048] Computer telephony integration (CTI) enhance 
ment is, in this embodiment, provided both at communica 
tion center 17 and in PSTN 13. For example, in PSTN 13, 
a processor 61 running instances of a CTI application knoWn 
as a T-server (TS) to the inventors, and a statistics server 
(Stat) is connected to telephony sWitch 19 via CTI link 65. 
An intelligent peripheral 59 of the form of an interactive 
voice response unit (IVR) is connected to processor 61 via 
data connection 63. Similar CTI equipment is illustrated 
Within communication center 17. Namely, a processor 67 
running instances of TS and Stat and connected to telephony 
sWitch 27 via CTI link 71, and an IVR 69 connected to 
processor 67 via a data connection 73, With processor 67 
further connected to a local area netWork (LAN) 55 Within 
communication center 17. 

[0049] In alternative embodiments there may also be a 
CTI processor 22 in WAN 15 connected to server 21 by a 
CTI link 24. Also in some embodiments a separate data 
netWork 66 connects these CTI processors. In this Way, 
intelligent routing may be performed at the netWork level 
With negotiation and direction from Within communication 
center 17. 

[0050] It Will be appreciated by those With skill in the art 
that the CTI enhancements, as immediately described above, 
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may be hosted on one processor at PSTN 13 and on one 
processor at communication center 17 Without departing 
from the spirit and scope of the present invention. The 
inventor has chosen to shoW separate processors having 
separate functions for exemplary purposes only. It Will also 
be appreciated by the skilled artisan that there may be many 
more or feWer than the four agent stations shoWn in com 
munications center 17, and hardWare and softWare arrange 
ments may be made is a variety of Ways. Also, home agents 
might be connected in a variety of Ways to the call center. 

[0051] In a preferred embodiment of the present invention, 
a customer-interaction netWork operating system, hereinaf 
ter termed (CINOS), is provided for the purpose of manag 
ing communications center 17, and optimiZing and record 
ing all agent/customer interactions received at 
communication center 17 from netWorks 13 and 15. CINOS 
is unique in the fact that it is a multi-tiered object-and 
process-orientated system Wherein logic regarding the vari 
ous aspects of it’s functionality is achieved via knoWledge 
based architecture and object modeling. Various functions of 
CINOS, more fully described beloW, include capturing 
(recording), analyZing, routing, and, in many instances, 
responding via automated process to customers engaged in 
interactions With the enterprise (company hosting the com 
munication center). CINOS is adapted to support all planned 
communication mediums such as multimedia DNT applica 
tions including email, video mail, ?le transfers, chat ses 
sions, IP calls, and CTI COST transactions such as voice 
calls, voice mails, faxes, and so on. 

[0052] Referring back to FIG. 1, CINOS utiliZes various 
LAN -connected machines in order to perform various opera 
tions. Among these various hardWare implementations are a 
multimedia server (MIS) 79 adapted to physically store and 
serve all multimedia transactions, and a customer-informa 
tion-system server (CIS) 57 adapted to physically store and 
serve information relevant to customers such as purchase 
history, ?nancial status, product preferences, contact infor 
mation, etc. Acentral server (COS) 77 acts as a host location 
for a CINOS manager application (noted in text balloon) 
Which is, in effect, the parent application that controls all of 
the operation and functionality of the system. 

[0053] In addition to the above-mentioned machines host 
ing CINOS routines, each PC/V DU such as PC/V DU 39, for 
example, has a CINOS-agent desktop interface or client 
application (not shoWn) adapted to interact With the parent 
application. Also, each machine that provides particular 
dedicated function to communication center 17 such as 
sWitch-connected CTI processors, IVR’s, and other related 
equipment host instances of CINOS application-program 
interfaces (API’s) to enable seamless integration of differing 
parameters and/or protocols that are used With various 
planned application and media types utiliZed Within com 
munication center 17. Such programs may also co-reside or 
be in any combination or hosted by themselves. Addition 
ally, for performance purposes, additional dedicated net 
Work links may exist betWeen those servers, but essentially 
they are only performance boosters, and hence for clarity 
purposes, only a simple netWork is shoWn. 

[0054] As previously described, CINOS comprises a 
multi-tiered architecture. This unique architecture comprises 
an external media layer for interfacing With the customer or 
business contact, a Work?oW layer for making routing 
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decisions, organizing automated responses, recording trans 
actions, and so on, and an internal media later for interfacing 
and presenting interactions to an agent or knowledge 
worker. An innovative concept associated with CINOS 
involves the use of tooled process models, knowledge bases, 
and other object models as base instruction for it’s various 
functions. These modular conventions may be inter-bound 
with each other, and are easily editable providing a customi 
Zable framework that may conform to virtually any existing 
business logic. 

[0055] In simple operation, and after any network level 
routing, COST calls and DNT calls including other media 
events arrive at communication center 17 to telephony 
switch 27, and routing server 29 respectively. Network level 
routing, as de?ned herein, includes any intelligent imple 
mentation that may be in place and aided via processors 59, 
61, and 22. Load balancing to multiple communication 
centers, and transferring customer data obtained at network 
level over data-network connection 66 would be examples 
of such network-level routing. 

[0056] Once a call or other communication event registers 
at either switch 27 or routing server 29, CINOS immediately 
identi?es the media type associated with the call and begins 
it’s processes depending on enterprise rules. For example, a 
live COST call may ?rst be routed to IVR 69 whereby the 
customer can be presented with varying choices such as 
leaving a voice message, waiting in queue, receiving a call 
back, or perhaps an e-mail, and so on. Interaction by IVR 69, 
in this instance, will preferably be via voice recognition 
technique such as is known in the art, but may also be via 
touch tone response or other known method. As previously 
described, the caller may elect from a number of options, 
such as to hold for a next available agent, select an auto 
mated response such as a fax back, or perhaps a later 
agent-initiated response such as an e-mail or call back. In all 
cases, CINOS seamlessly processes and executes the logic 
required to accomplish the goal of the caller in a media and 
application-independent fashion. 

[0057] DNT events are handled much the same way as 
described above for live callers. For example, an IP call may 
be routed to a digital equivalent of an IVR for interaction or 
queued for a next available agent, and so on. In one 
embodiment, IVR 69 may be adapted to handle both COST 
and DNT interaction. 

[0058] All interactions with live external media, including 
actual text-based events whether live or not, are recorded 
and stored in MIS 79 with an associated text version of the 
media stored as well, and becoming part of an overall 
threaded contact history. This is accomplished in varying 
ways according to existing parameters such as media type, 
whether the event is a live call, and so on. For example, 
CINOS may execute a command directing IVR 69 to 
digitally record an incoming COST call during customer 
interaction and then store the voice recording of the trans 
action in MIS 79. A text version of the recording either 
created simultaneously from the voice recording via voice 
to-text techniques (known in the art), or created by a live 
attendant via manual annotation may be sent to and stored in 
DB 79. An IPNT call arriving at routing server 29 may be 
similarly recorded and stored in MIS 79 with an associated 
text version of the interaction stored in DB 79. E-mails, 
video calls, voice mails and so on are similarly handled. For 
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example, an incoming e-mail is stored in MIS server 79 
while text from the e-mail may be extracted and stored 
associated with the e-mail. 

[0059] The purpose of the text version of the event is 
twofold. Firstly, a complete text-based transaction history of 
communication center 17 may be compiled and reserved for 
later access and audit. Secondly, an agent or knowledge 
worker may, in some instances, see the text version of the 
event at the same time that he receives routed noti?cation of 
the event. In this way, an agent may begin mental prepara 
tion before taking a call. The text version of an event must 
be machine-readable and human readable at times displayed. 
Interactive media-independent viewers, part of the agent’s 
client application, may be used to disseminate information 
which may initially not be human readable. 

[0060] It is important to note here that the text-based 
version of an event may or may not be a complete and 
verbatim rendition of an actual media event. For example, an 
e-mail may contain many documents each having many 
pages of text. Therefore, the text-based version of a particu 
lar e-mail event may simply contain the name and particu 
lars regarding the author, a purchase order, and a list of the 
enclosed documents by title, and basic content or memo as 
well as a possible manual annotation. The attachments to the 
e-mail may be stored separately, and be also cross-indexed 
and retrievable. Seeing the purchase order when the event is 
routed to an agent desktop tells the agent that this e-mail is 
important. 

[0061] A fax, stored originally as a bit-mapped document, 
may be converted to text in the system via optical recogni 
tion (OCR) technique wherein sometimes only certain con 
tent such as the authors contact information, basic intent of 
the fax, and perhaps special numbers or codes contained in 
the original fax are recorded in a text version 79, sometimes 
the whole text is OCR’d, while the original fax is stored in 
it’s entirety in DB 79. Such codes or numbers that are 
speci?cally parsed from actual media may be part of a 
unique coding system set up by the enterprise whereby 
customers are directed to include such codes or numbers 
with their orders, service requests, and so on. 

[0062] Parsing text messages is accomplished via a text 
analyZer known to the inventor. In other non-text media 
types, such as video or graphics, descriptive notes may be 
taken via live attendant and stored in DB 79 as previously 
mentioned. Voice recognition technology may also be used 
in a case of recorded sound or video with sound. All 
transactions regardless of media type are thus recorded and 
stored according to enterprise rules with at least a meaning 
ful part of the content if not all of the content of such 
transactions converted to text and stored in DB 79 associated 
with the recording of the event. Again, the importance of the 
text version is that the extracted knowledge of the transac 
tion therein is in machine-operable code, allowing search 
and cross-referencing functions that may otherwise not be 
possible. 

[0063] After incoming events are analyZed and processed 
with regards to queuing, recording, storing, etc. CINOS 
decides the disposition paths of each event. For example, 
live calls in queue are routed to live agents if available, if 
this is the priority action in the enterprise rules. E-mails are 
either routed to next available agents using a push technol 
ogy, or simply stored in MIS server 79 where they may be 




































