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(57) ABSTRACT 

A system is disclosed for generating instructions enabling 
navigation betWeen an origin and a location identi?ed by an 
address corresponding to data in an incoming communica 
tion, such as a customer name or customer telephone num 

ber. The system comprises a conventional caller identi?ca 
tion unit that reads information transmitted in conjunction 
With an incoming customer telephone call. Amain processor 
engine receives this information and searches a database for 
a match betWeen the information and the customer’s 
address. Once the customer’s address is successfully located 
and retrieved by the main processor engine, the address is 
communicated to a mapping engine. The mapping or other 
direction-generating engine searches a database for data 
associated With the address that may be used by the mapping 
or other direction-generating engine to generate or directions 
a map betWeen a predetermined point of origin and the 
address. Once the map is generated, it can then be displayed 
on a computer screen and/or printed. 
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SYSTEM AND METHOD DEVELOPING MAPPING 
AND DIRECTIONS FROM CALL ID 

FIELD OF THE INVENTION 

[0001] The present invention relates generally to naviga 
tion devices and methods and more particularly to a device 
and method for generating navigation instructions based on 
electronically retrieved input data. 

BACKGROUND OF THE INVENTION 

[0002] Many service businesses, such as delivering res 
taurants, furniture stores, mail order establishments and 
others, base a high percentage of their sales upon delivery of 
their services or products to the homes or Workplaces of their 
customers. In most such cases, a customer Will telephone the 
business and place an order for the service or product to be 
delivered. While this retail practice is highly convenient for 
the customer, the delivery of the service or product can 
create numerous inef?ciencies that reduce the overall pro?t 
to the delivering business. 

[0003] One such inef?ciency arises during the telephonic 
ordering process. Typically, the customer must orally pro 
vide an employee of the business With the customer’s 
address. This can result in a miscommunication betWeen the 
customer and the employee resulting in the business record 
ing an inaccurate address and delay in the delivery of the 
product or service. If instructions for ?nding the customer’s 
location are given, this is another opportunity for miscom 
munication. Assuming the address of the customer is cor 
rectly recorded by the employee, the business must often 
locate the address on a map before dispatching a driver to the 
address. As can readily be imagined, this problem is par 
ticularly acute in large metropolitan areas. Even if the 
address is successfully located, many delivery drivers 
struggle With ?nding the most time- and/or cost-ef?cient 
route to the customer’s address, if the driver is successful in 
reaching the customer’s address at all. 

[0004] The reverse situation arises When a customer calls 
an establishment that he or she plans to visit for the ?rst 
time. The customer calling a restaurant for reservations or a 
store to inquire about availability of a product often could 
use reliable and detailed instructions for getting to the 
restaurant or store. 

[0005] In other situations, businesses could bene?t from 
improved navigation directions. Abusiness having a central 
telephone facility for taking orders, for example by use of a 
toll-free number, may have numerous geographically Wide 
spread outlets from Which deliveries are made. It Would be 
desirable for the one central location receiving a customer’s 
call to be able to, ?rst, locate the outlet nearest the customer 
and, second, send to that outlet detailed directions from the 
outlet’s location to the point of delivery. 

[0006] Routing can be particularly dif?cult When numer 
ous deliveries are to be made in a single trip. In that case, 
directions should include the most ef?cient ordering of 
delivery stops as Well as detailed instructions from one stop 
to the neXt. Parcel, furniture and appliance deliveries are 
eXamples of deliveries in Which a truck With numerous 
articles makes many stops throughout a day. These busi 
nesses Would bene?t from detailed point-to-point directions 
enabling routing of multiple stops during the course of one 
trip and back to the beginning point. 
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[0007] Certain information is, in fact, available to the 
telephone user. If not blocked by the caller, the caller ID 
service provided by telephone service providers can give the 
business call recipient the name and phone number of the 
caller. Also, dedicated telephone lines can be brought into a 
business for automatic number identi?cation or “ANI.” In 
no instance, hoWever, is the recipient of a call afforded the 
information necessary to route a delivery. Also, navigational 
systems available for automobiles can give detailed direc 
tions from the automobile’s location to a particular address. 
HoWever, the address to Which directions are needed must be 
input to the system, and the location to Which navigational 
instructions are to be generated are not instructions to the 
location of a telephone caller. 

[0008] SoftWare and internet services for locating an indi 
vidual’s address as Well as other information are available. 

These, hoWever, do not respond automatically to an incom 
ing or outgoing telephone call, nor do they generate navi 
gational information such as detailed directions or maps that 
assist the user in navigating. 

[0009] Map generating softWare is knoWn. A computer 
user can input points A and B to have a map generated from 
the one point to the other. Again, the generation of the map 
is not the function of an incoming phone call, but must have 
its starting and ending points knoWn to and introduced by the 
user. 

[0010] Emergency services, called sometimes enhanced 
911, may develop a set of instructions from a particular 
emergency service station to a caller using name and address 
supplied by the telephone service provider in the manner of 
caller ID. The enhanced 911 service is not located at the 
particular emergency service station. It forWards the detailed 
directions to the appropriate station, such as ambulance, ?re 
or police location rather than automatically generating a set 
of instructions based upon the point of location of the 
incoming call and the point of location of the caller. 

[0011] In addition to the day-to-day importance to a deliv 
ery business of rapid directions generation, these businesses 
Would bene?t from a demographics component that alloWed 
analysis of the orders received by telephone. For eXample, a 
clustering of orders in one locale coupled With relatively feW 
orders received from another locale could serve as the basis 
for increased advertising in the region generating feWer 
calls. Likewise, it Would be useful to be able to analyZe the 
types of products ordered in one location as opposed to 
another, or the dollar amount of orders as it varies from one 
region to another. Retrieval of a pro?le of the calling party 
is useful as Well as a history of the party’s previous orders 
or transactions. 

[0012] Accordingly, a need exists for an improved system 
for generating accurate instructions that enable optimally 
ef?cient navigation to or from a business and that permits 
use of the information gathered for other business purposes. 

SUMMARY OF THE INVENTION 

[0013] In accordance With the present invention, a system 
and method is disclosed for generating instructions based 
upon an incoming communication enabling navigation 
betWeen an origin of the communication and a location or 
business receiving it. 

[0014] In a preferred embodiment of the invention, the 
system comprises a conventional caller identi?cation unit 
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that reads information transmitted in conjunction With an 
incoming customer telephone call. A main processor engine 
receives this information and searches at least one database 
for a match betWeen the information and the customer’s 
address. Once the customer’s address is successfully located 
and retrieved by the main processor engine, the address is 
communicated to a mapping engine or other softWare 
capable of generating such navigational information as 
textual directions to the caller’s location. The mapping 
engine searches a mapping database for data associated With 
the address that may be used by the mapping engine to 
generate a map betWeen a predetermined point of origin and 
the address. Once the map is generated, it can then be 
displayed on a computer screen and/or printed on paper. 
Textual directions are similarly generated. 

[0015] Preferably, in plotting a map and/or other detailed 
directions, the mapping or directions generating engine uses 
as a point of origin, the location of the installation receiving 
the incoming call. The map or directions generation may 
proceed directly from the caller ID or ANI information 
received With the incoming call by use of a softWare routine 
that queries a “White pages” type of database to ?nd an 
address based upon the caller’s name or telephone number 
as identi?ed by the caller ID feature or by ANI. Preferably, 
hoWever, the system searches ?rst a database of customers 
compiled at the site of the incoming call, a delivery business 
for example. A current address there is used as a destination 
in map generation. If no current address information is found 
in the customer database, then the White pages softWare is 
resorted to for the generation of a map and/or instructions. 

[0016] In one embodiment of the invention, a caller’s 
address is supplied in the caller ID information from the 
telephone service provider. The systems and method of the 
invention automatically adopt that information, along With 
the address of the point of receipt of the incoming call, to 
generate the map and/or instructions. 

[0017] In another embodiment, the softWare of the system 
chooses a branch or outlet nearest the call-in customer for 
delivery of an order. (The map or directions routing infor 
mation is supplied to that particular branch or outlet.) 

[0018] A further embodiment of this invention, Which can 
be combined With the above-described features, uses reverse 
telephone directory data to locate the address of an estab 
lishment being called by an individual. The system then 
plots a map to the called location and/or generates detailed 
directions. 

[0019] In addition to locating a caller and generating 
directions to facilitate delivery, an additional feature of the 
invention includes record keeping to provide a business With 
easy access to a history of sales. Additional features can 
include demographic analysis determining the locale Where 
most purchase calls are generated, the particular items sold 
most in particular geographical regions, the dollar amount of 
sales to particular regions on a per call basis, and other 
business information useful for analytical and business 
planning purposes. Similarly, a history of previous transac 
tions, time of day or day of the Week, for previous transac 
tions as Well as customer pro?le information can be brought 
up and displayed either automatically or upon request of the 
business establishment. 

[0020] Where the nature of the business is such that repeat 
orders are the norm, customer preferences can be brought up 
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and displayed for the use of the operator Who takes the order 
over the telephone. In business-to-business transactions 
involving product speci?cations or model numbers typically 
needed on an ongoing basis by a particular customer, this 
capability can greatly expedite the ordering process. The 
customer information and demographic information avail 
able in this Way can give the small business many of the 
research and information gathering abilities previously 
available only to much larger and better capitaliZed enter 
prises. In an alternative arrangement, the installation and 
softWare that retrieves information such as mapping, direc 
tions, customer pro?le or customer history can be located at 
a site remote from both the calling and the called telephone. 
The information retrieval can be centraliZed in a business 
With numerous outlets, or the retrieval and delivery of such 
information can be supplied as a service by a third party such 
as a telephone service provider. 

[0021] In still another alternative, a third party such as the 
telephone service provider retrieves information about a 
telephone subscriber Whose telephone is involved in a call in 
progress and forWards that to either the calling or the called 
telephone situs Which then uses the forWarded information 
to retrieve from a database there the complete information 
desired. An example is a retrieval by the telephone service 
provider of the latitude and longitude of the site of one of the 
caller and the call recipient, Which latitude and longitude is 
then supplied to one of the call participants Whose computer 
system uses the coordinates to generate a map and or 
directions. 

[0022] Where neither caller ID, Which may be blocked, 
nor the customer database turns up an address for a particu 
lar caller, a routine of the program implementing this system 
chooses an intervieW screen for display for the call ansWer 
ing operator. This then is completed based on questions put 
to the caller, the information is logged into the customer 
database and directions are generated for use in delivery. 

[0023] The above and further features of the invention Will 
better be understood from the folloWing detailed description 
of a preferred embodiment When taken in consideration With 
the accompanying draWings. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0024] FIG. 1 is a block diagram of a computer installa 
tion suitable to respond to a telephone call in accordance 
With the present invention. 

[0025] FIG. 2 is a How chart of a computer program 
routine effecting the operation of the computer installation 
of FIG. 1 in accordance With the present invention. 

[0026] FIG. 2a is a How chart of alternate steps in a 
program like that of FIG. 2. 

[0027] FIG. 2b is a How chart of further alternate steps in 
a program like that of FIG. 2. 

[0028] FIG. 3 is a How chart of a computer program 
routine effecting the operation of the computer installation 
of FIG. 1 in accordance With a further embodiment of the 
present invention. 

[0029] FIG. 4 is a block diagram of a navigation instruc 
tion generating system and programming according to prin 
ciples of the present invention. 


















