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METHOD AND SYSTEM FOR AUTOMATED 
CATEGORIZATION OF STATEMENTS 

TECHNICAL FIELD OF THE INVENTION 

[0001] The present invention relates generally to informa 
tion processing and management, and more speci?cally 
relates to a method and system for automated categorization 
of statements. 

BACKGROUND OF THE INVENTION 

[0002] Customers often call a company call center or 
access a company’s Web page With problems or questions 
about a product or service or to alter the service or product. 
When calling, a customer often speaks to a customer service 
representative (CSR) or interacts With an interactive voice 
response (IVR) system and explains the purpose of the 
inquiry in the ?rst statement made by the customer Whether 
that be the ?rst Words spoken by the customer or the ?rst line 
of teXt from a Web site help page or an email. These 
statements made by customers are often referred to as 
opening statements and are helpful in quickly determining 
the purpose of a customer’s inquiry. 

[0003] Some companies track and classify the opening 
statements provided by customers in order to better provide 
customer interfaces that are in accordance With the Way 
customers think. Companies typically manually track the 
statements provided by the customers and manually catego 
riZe the statements in order to determine frequencies of 
occurrence With respect to hoW often customers inquire 
about certain products and/or services. Manually categoriZ 
ing the statements is a dif?cult task that is costly, time 
consuming, and subjective in that the categoriZations may 
vary based on each person’s personal opinion as to hoW a 
statement should be classi?ed. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0004] A more complete understanding of the present 
embodiments and advantages thereof may be acquired by 
referring to the folloWing description taken in conjunction 
With the accompanying draWing, in Which like reference 
numbers indicate like features, and Wherein: 

[0005] FIG. 1 depicts a block diagram of a system for 
automating the categoriZation of statements; 

[0006] FIG. 2 illustrates an eXample graphical user inter 
face; and 

[0007] FIG. 3 depicts a How diagram of a method for the 
automated categoriZation of statements. 

DETAILED DESCRIPTION OF THE 
INVENTION 

[0008] Preferred embodiments of the present invention are 
illustrated in the ?gures, like numerals being used to refer to 
like and corresponding parts of the various draWings. 

[0009] Many companies that have customer service pro 
grams and/or call centers, such as telephone companies, 
Internet service providers, and credit card companies, often 
track statements made by customers When the customers 
contact the company With problems or questions about a 
product or service or to alter a product or service. When a 
customer calls a service number and speaks to a customer 
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service representative (CSR), the customer typically tells the 
CSR the purpose of the call in the ?rst substantive statement 
the customer makes. Alternatively, a customer may contact 
a company via the company Web site or email and generally 
the ?rst substantive statement made in the email or Web site 
response includes the customer’s purpose for contacting the 
company. These initial statements containing the purpose of 
the customer’s call are often referred to as opening state 
ments. 

[0010] These opening statements can be used by compa 
nies to better design Web sites, interactive voice response 
(IVR) systems, and any other customer interfaces betWeen a 
company and the customers. One effective Way to design an 
IVR system or a Web site interface is to analyZe the scripts 
of incoming calls or emails to a customer support center or 
call center to locate the opening statements and identify the 
purpose of each call or email by classifying or categoriZing 
each opening statement. Once categoriZed, a frequency 
report can be created that details hoW often customers are 
calling With speci?c problems or questions about speci?c 
products or services. For eXample, a telephone company 
may Want to knoW hoW many customers are calling or 
emailing about a problem With their bill or to add a neW 
product to their telephone service. Once a company knoWs 
the frequency of customer complaints and questions, an IVR 
system can be designed that incorporates the frequencies so 
that customers calling With common problems, complaints, 
or questions can be serviced quickly and efficiently. For 
eXample, a company Would be able to determine that of the 
5,000 service calls received in one month, What percentage 
of the calls Were about particular topics and also rank the 
reasons Why the customers called or emailed the customer 
support. 

[0011] In order to maXimiZe the utiliZation of the state 
ments given by the customers in a customer interface design, 
a company therefore needs to track and categoriZe the 
statements. Typically, companies have manually tracked and 
manually categoriZed opening statements. The company 
manually tracks each call and manually records and tran 
scribes each opening statement spoken to a CSR or received 
via email and then creates a list of opening statements. An 
employee of the company then sits and reads the long list of 
opening statements With a list of categories in front of 
him/her and assigns a category label to each opening state 
ment. This has proved to be a very time consuming and 
costly process because one or more people manually eXam 
ining every opening statement and deciding hoW to catego 
riZe the statement in accordance With multiple category 
labels requires a large amount of employee time Which is 
expensive and Would be better utiliZed in a revenue gener 
ating task. 

[0012] In addition to the cost and man-poWer required for 
the manual categoriZation of opening statements, there is 
also a subjective element to the manual categoriZation of 
opening statements Which affects the reliability of the cat 
egoriZation results. The category labels used to manually 
categoriZe the opening statements are generally designed to 
be objective but When applied by a person, the person’s 
subjective thinking and opinions affect hoW they categoriZe 
the opening statements. For instance, an opening statement 
such as “I am calling about my bill for the charges for Call 
Waiting” may be categoriZed by one person as a billing 
inquiry and another person as a call Waiting inquiry. There 
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fore, even though multiple people may use the same cat 
egory labels to categorize the opening statements, they 
might categorize the same opening statement differently 
because the categorization is partly a matter of opinion. This 
human opinion factor and subjectiveness creates an incon 
sistency in the categorization data and frequency reports that 
results in unreliable data and a customer interface design 
that is not optimized With respect to the opening statements 
and the Way customers think. 

[0013] By contrast, the example embodiment described 
herein alloWs for the automated categorization of state 
ments. Additionally, the example embodiment alloWs for the 
creation of objective rules to categorize the statements 
Which results in reliable and consistent categorization data. 
Time and money is saved because people are no longer 
manually looking through lists of statements trying to cat 
egorize the statements using only category labels. Therefore, 
employees’ time may be better utilized in revenue generat 
ing projects. Furthermore, the objective rules for categoriz 
ing the statements eliminate the subjective aspect of the 
categorization scheme alloWing for the same statement to be 
categorized With the same category label as long as the same 
set of rules are used to categorize the statements. This results 
in consistent and reliable categorization and frequency data 
Which can be used in the design and creation of customer 
interfaces that re?ect the customers’ vieW of hoW the 
interface should operate. 

[0014] Referring noW to FIG. 1, a block diagram depicts 
categorization system 10 for automating the categorization 
of statements. In the example embodiment, categorization 
system 10 may include respective softWare components and 
hardWare components, such as processor 12, memory 14, 
input/output ports 16, hard disk drive (HDD) 18 containing 
database 20, and those components may Work together via 
bus 24 to provide the desired functionality. The various 
hardWare and softWare components may also be referred to 
as processing resources. Categorization system 10 may be a 
personal computer, a server, or any other appropriate com 
puting device. Categorization system 10 may further include 
display 26 for presenting graphical user interface (GUI) 28 
and input devices such as a mouse and a keyboard. Catego 
rization system 10 also includes rule engine 30 and category 
engine 32, Which reside in memory such as hard disk drive 
18 and are executable by processor 12 through bus 24. 

[0015] Categorization system 10 alloWs for the develop 
ment of a one or more rules for the categorization of 
statements Which are then applied to a list of statements in 
order to determine a category label for each statement. 
Display 26 presents GUI 28 Which alloWs for the creation 
and editing of the rules and for the categorization of the 
statements. ShoWn in FIG. 1 is an example GUI 28 With 
GUI 28 illustrated in greater detail in FIG. 2. GUI 28 
includes a plurality of buttons that alloW the user to access 
and control the operation of rule engine 30 and category 
engine 32 and also display the rules that are used to 
categorize the statements. 

[0016] FIG. 3 depicts a How diagram of a method for the 
automated categorization of statements. The method begins 
at step 80 and at step 82 a user selects the statements to be 
categorized. Before categorization system 10 can automati 
cally categorize the statements, the user must have one or 
more statements to categorize and load the list of statements 
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into categorization system 10. The statements may be open 
ing statements as de?ned above, Written statements from a 
training session, survey responses, search statements from a 
Web site or pop-up WindoW, statements evaluating a cus 
tomer’s experience and satisfaction in a test environment, or 
any other appropriate response to an open-ended question 
that can be analyzed using content text analysis. 

[0017] Typically, the statements are recorded, transcribed, 
con?gured in a format that can be understood by categori 
zation system 10, and then placed in a text ?le Which may 
be stored in database 20. Because there may be more than 
one list of statements and therefore more than one text ?le, 
the user chooses What list of statements to categorize by 
selecting a text ?le using open ?le button 34. Open ?le 
button 34 alloWs the user to vieW all the available ?les 
containing statements and then select the ?le containing the 
list of statements to be categorized. Once the list of state 
ments has been selected, categorization system 10 reads the 
list of statements from database 20. 

[0018] After the selection of the statements to be catego 
rized, at step 84 the user decides Whether to use rule engine 
30 to create neW rules to categorize the statements or use 
existing rules already stored in database 20 to categorize the 
statements. If at step 84 the user decides to create neW rules, 
then at step 86 the user accesses rule engine 30 to create neW 
rules. NeW rules are desirable When there have been neW 
products or services recently made available to the custom 
ers and the existing rules do not re?ect these neW products 
or services or When the statements are from a neW domain 

not covered by the existing rules, such as survey responses 
Where all the existing rules pertain to statements from 
customer service call centers. 

[0019] The user utilizes rule engine 30 and rule creation 
screen 50 to create neW rules and then edit the neWly created 
rules. Creation of the rules involves the use of four include 
boxes 52, 53, 55, and 57 and tWo exclude boxes 59 and 61. 
In alternate embodiments, there may be more or less than 
four include boxes and more or less than tWo exclude boxes. 
The user inputs combinations of Words and text strings that 
should be included in the statement in order for the statement 
to satisfy the rule include boxes 52, 53, 55, and 57 and 
combinations of Words and text strings that should not be in 
the statement in order for the statement to satisfy the rule in 
exclude boxes 59 and 61. Each rule is also associated With 
a particular category label Which the user enters in category 
label box 54. 

[0020] For example, a user may Want to create a neW rule 
to categorize statements With respect to the late payment of 
customer bills. Therefore “late” may be entered in include 
box 52, “bill” may be entered in include box 53, “paid” may 
be entered in exclude box 59, and “labill” may be entered in 
category label box 54. This alloWs for a rule that ?nds 
statements that contain the Words “late” and “bill” but do not 
contain the Word “paid.” If a statement contains the Words 
“late” and “bill” and does not include the Word “paid,” then 
the statement Would be categorized With the category label 
“labill,” meaning the purpose of the statement is to inquire 
about a late bill that has not yet been paid. 

[0021] Once a user enters in the desired Words or text 
strings in include boxes 52, 53, 55, and 57 and exclude boxes 
59 and 61, the user selects apply rule button 56 and the rule 
appears in rule screen 60 and is available to be edited and 



US 2004/0006473 A1 

used to categorize the statements. The user may then repeat 
the above process to create as many rules as needed. In 
addition, alternate embodiments allow for rules Where a 
noun in the singular form in include box 52 includes all 
forms of the noun (singular and plural) and a verb in the 
present tense in include box 52 includes all tenses and forms 
of that verb. This alloWs for a bigger hit rate When applying 
the rules to the statements since one rule is satis?ed by a 
statements containing any form of the noun or verb and 
saves time because multiple rules are not required for each 
form of the noun or verb. 

[0022] After the creation of the rules, at step 88 the user 
groups the rules into sets of rules. There may be different 
sets of rules for different applications or divisions of a 
company. For example, the marketing division may have a 
set of rules to categoriZe a list of statements While the 
product development division may have a different set of 
rules to categoriZe the same list of statements. This is 
because different users may be interested in different terms 
With respect to a list of statements. In addition, different sets 
of rules may also be necessary for different kinds of state 
ments or statements from different domains. Auser may use 
one set of rules to categoriZe opening statements from a call 
center and a different set of rules to categoriZe survey 
responses from a Web survey questionnaire. Therefore, rule 
engine 30 alloWs for the rules to be grouped into different 
sets of rules With the name for each set of rules displayed in 
set box 58 and the sets of rules saved in database 20. In 
addition, the user may group only neWly created rules 
together in a group or group together neWly created rules 
With existing rules When creating sets of rules. 

[0023] At step 90, the rules must be arranged in a rule 
order in accordance With a rule hierarchy enabling category 
engine 32 to apply the rules in the correct order thereby 
preventing inconsistent results. Typically the rule hierarchy 
is from speci?c rules to general rules but can be any other 
appropriate Way of ordering the rules. For a speci?c to 
general rule hierarchy, category engine 32 applies the most 
speci?c rules ?rst to a statement and then applies the more 
general rules if the statement does not satisfy any of the 
speci?c rules. 

[0024] For example, a user Wants to ?nd both “phone” and 
“telephone” separately. A rule specifying “telephone” needs 
to be above the rule specifying “phone” in the rule hierarchy 
so that the “telephone” rule is applied to a statement before 
the “phone” rule is applied to a statement. If the “phone” rule 
is applied before the “telephone” rule, then When category 
engine 32 comes across a statement containing the Word 
“telephone,” category engine 32 Will ?nd “phone” in “tele 
phone” and categoriZe the statement With the “phone” 
category label instead of the “telephone” category label and 
the statement Will be incorrectly categoriZed. But if the 
“telephone” rule is placed above the “phone” rule in the rule 
hierarchy, then category engine 32 Will ?nd “telephone” in 
the statement, categoriZe that statement With the “telephone” 
category label and move on to the next statement Without 
ever applying the “phone” rule. Therefore, the most speci?c 
rules need to be placed at the top of the rule hierarchy and 
the most general rules need to be placed at the very end or 
bottom of the rule hierarchy With a gradual gradient from 
speci?c to general in-betWeen. 

[0025] Once the rules have been grouped and ordered in a 
correct rule hierarchy, rule engine 30 stores the neWly 
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created rules, sets of rules, and rule hierarchy in database 20 
at step 92 so that users and category engine 32 may later 
access the rules. After rule engine 30 saves the rules, at step 
94 the user selects the rule or the set of rules that the user 
Wants to have category engine 32 apply to the list of 
statements. 

[0026] If at step 84 the user decides to not create any neW 
rules but instead to use existing rules, then at step 96 the user 
selects and edits rules from the lists of existing rules stored 
in database 20. Existing rules include rules that have already 
been created and saved by the process outlined above at 
steps 86 through 94. If a user has already created a set of 
rules that has Worked Well in the past in categoriZing 
statements, then the user may Want to use these rules instead 
of creating neW rules. The user selects from the list of rules 
in set box 58 and the rules from the selected set of rules 
appear in rule screen 60. Once the rules appear in rule screen 
60, the user may edit an existing rule such as rule 62 by 
selecting it in rule screen 60 and clicking edit rule button 46. 
The rule then appears in rule creation screen 50 and the user 
may modify include boxes 52, 53, 55, and 57 and exclude 
boxes 59 and 61. Once the user has a set of rules for category 
engine 32 to apply to the list of statements, the process 
continues to step 98. 

[0027] At step 98, the user selects run button 38 and 
category engine 32 applies the selected rules to the list of 
statements in order to determine a category label for each 
statement. Category engine 32 cycles through the list of 
statements one statement at a time applying the rules to a 
statement until each statement satis?es a rule. Category 
engine 32 begins applying the rules to the list of statements 
at step 100 by applying the ?rst rule in the rule hierarchy to 
the ?rst statement in the list of statements. When category 
engine 32 applies the rules to the statements, category 
engine 32 strips the punctuation off the statements so that 
“bill,” and “bill” do not appear as tWo different text strings. 

[0028] At step 102, category engine 32 determines if the 
statement satis?es the ?rst rule. Category engine 32 deter 
mines if a statement satis?es a rule by searching the state 
ment for the presence of particular text string combinations 
or Words and the exclusion of other text string combinations 
or Words. For instance, rule 63 is the highest rule in the rule 
hierarchy shoWn in rule screen 60. Therefore, category 
engine 32 searches the ?rst statement to see if the text string 
“dsl” is present in the ?rst statement. If “dsl” is not present 
in the ?rst statement, then the ?rst statement does not satisfy 
rule 63. If the statement does not satisfy the rule, then at step 
104 category engine 32 checks to see if there are additional 
rules in the set of rules to apply to the statement. If there are 
additional rules to apply to the statement, then at step 106 
category engine 32 applies the next rule in the rule hierarchy 
to the statement and the process returns to step 102 Where 
category engine 32 determines if the statement satis?es this 
rule. Steps 102, 104, and 106 repeat until either the state 
ment satis?es a rule at step 102 or until the statement does 
not satisfy any of the rules at step 102 and there are no more 
rules to apply to the statement at step 104. 

[0029] If the statement satis?es a rule at step 102, then at 
step 108 category engine 32 assigns the category label 
associated With the satis?ed rule to the statement. So if the 
statement contained the text string “dsl,” then category 
engine 32 assigns the “dsl” category label to the statement. 
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But if the statement does not satisfy any of the rules at step 
102 and there are no more rules left to apply at step 104, then 
category engine 32 applies a catch-all rule to the statement 
and labels the statement with the catch-all category label at 
step 110. The catch-all rule and category label is designed 
for statements that do not ?t within any of the other rules. 
Category engine 32 labels the statement as catch-all so that 
the statement may be eXamined at a later date to determine 
if the statement really does not satisfy any of the rules or if 
there is a malfunction of categoriZing system 10 which 
resulted in the statement not satisfying any of the rules. A 
high number of catch-all category labels may indicate that 
categoriZation system 10, rule engine 30, or category engine 
32 are not operating correctly and require attention. 

[0030] After category engine 32 assigns a category label to 
the statement at either step 108 or step 110, at step 112 
category engine 32 checks to see if there are additional 
statements in the list of statements that require categoriZa 
tion. If there are additional statements to be categoriZed at 
step 112, then at step 114 category engine 32 selects the neXt 
statement to be categoriZed and applies the ?rst rule in the 
rule hierarchy to the statement and then determines if the 
statement satis?es the rule at step 102. Category engine 32 
repeats steps 102-112 until category engine 32 determines at 
step 112 that there are no additional statements to be 
categoriZed. 

[0031] Category engine 32 then cycles through the list of 
statements one statement at a time to determine a category 

label for each statement. When category engine 32 deter 
mines a category label for a statement, category engine 32 
moves to the neXt statement. For instance, a statement to be 
categoriZed is “I cannot access my email account.” Category 
engine 32 applies the ?rst rule in rule screen 60, rule 63, to 
the statement. Category engine 32 applies rule 63 by search 
ing the statement “I cannot access my email account” for the 
teXt string “dsl.” Category engine 32 determines that the 
statement does not contain the teXt string “dsl” and therefore 
the statement does not satisfy rule 63. Category engine 32 
then applies each rule below rule 63 to the statement one rule 
at a time until the statement satis?es a rule. When category 
engine 32 gets to rule 65 and applies rule 65 to the statement, 
category engine 32 determines that the statement includes 
the teXt string “email” and does not include the teXt strings 
“bill” and “can’t comm.” Therefore, the statement satis?es 
rule 65 and category engine 32 assigns category label 
“email” to the statement and category engine 32 checks to 
see if there are any additional statements to categoriZe. 

[0032] When there are no additional statements to be 
categoriZed, category engine 32 creates an output ?le at step 
116 and the process ends at step 118. The output ?le includes 
all the statements from the list of statements and each 
corresponding category label. An eXample output ?le with 
three statements is shown in Table 1. The output ?le allows 
a user to determine the frequency of occurrence for each 
category label and therefore determine which categories 
customers are calling the most about. Knowing which cat 
egories the customers are calling the most about allows for 
a customer interface design that takes into account the 
customers’ way of thinking and is therefore easier to for the 
customer to use. The interface design that is easier for the 
customer to use allows the customer to accomplish their 
tasks in less time and a more ef?cient manner resulting in 
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less company resources being used in servicing the custom 
ers and therefore lower costs for a company. 

TABLE 1 

Sample Output File 

Statement Category Label 

I cannot access my email account email 
My DSL connection is slow dsl 
I have forgotten my password password 

[0033] Although the present invention has been described 
in detail, it should be understood that various changes, 
substitutions and alterations can be made hereto without the 
parting from the spirit and scope of the invention as de?ned 
by the appended claims. 

What is claimed is: 
1. A method for categoriZing customer service opening 

statements, the method comprising: 

collecting a plurality of opening statements to be catego 
riZed; 

creating one or more rules for categoriZing the opening 
statements; 

grouping the rules into one or more sets of rules; 

storing the sets of rules; 

selecting one of the sets of rules to apply to the opening 
statements; 

automatically applying the rules in accordance with a rule 
hierarchy to a list of the opening statements one open 
ing statement at a time; 

searching each opening statement for one or more teXt 

string combinations; 
automatically determining a category label for each open 

ing statement based upon the presence of one or more 
of the teXt string combinations; 

assigning a category label to each opening statement 
when each opening statement ?rst satis?es one of the 
rules; and 

creating an output ?le including each opening statement 
and a corresponding category label. 

2. A method for the automated categoriZation of state 
ments, the method comprising: 

creating one or more rules for categoriZing the statements; 

selecting one or more of the rules to apply to the state 

ments; 

automatically applying the rules to a list of the statements; 
and 

automatically determining a category label for each state 
ment based upon the rules. 

3. The method of claim 2 wherein automatically applying 
the rules to a list of the statements comprises retrieving one 
or more of the rules to be applied to the statements. 

4. The method of claim 2 wherein creating one or more 
rules comprises grouping the rules into one or more sets of 
rules. 
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5. The method of claim 2 further comprising creating an 
output ?le including each statement and a corresponding 
category label. 

6. The method of claim 2 Wherein automatically applying 
the rules to a list of the statements comprises applying the 
rules to the statements one statement at a time. 

7. The method of claim 2 further comprising determining 
a rule hierarchy for applying the rules to the statements. 

8. The method of claim 7 Wherein automatically applying 
the rules to a list of the statements comprises applying the 
rules to the statements in a particular rule order in accor 
dance With the rule hierarchy. 

9. The method of claim 2 Wherein automatically applying 
the rules to a list of the statements comprises searching each 
statement for one or more teXt string combinations. 

10. The method of claim 2 Wherein creating one or more 
rules comprises editing one or more eXisting rules. 

11. The method of claim 2 Wherein automatically deter 
mining a category label for each statement comprises assign 
ing a category label for each statement When each statement 
?rst satis?es one of the rules. 

12. The method of claim 2 Wherein the rules include a 
catch all rule for categoriZing statements that do not satisfy 
any of the other rules. 

13. The method of claim 2 Wherein the statements com 
prise a plurality of opening statements. 

14. The method of claim 2 further comprising storing the 
rules. 

15. The method of claim 2 further comprising collecting 
a plurality of statements to be categoriZed. 

16. Software for the automated categoriZation of state 
ments, the softWare-embodied in a computer-readable 
medium and operable to: 

create one or more rules for categoriZing the statements; 

select one or more of the rules to apply to the statements; 

apply the rules to a list of the statements; and 

determine a category label for each statement based upon 
the rules. 

17. The softWare of claim 16 Wherein the statements 
comprise a plurality of opening statements. 

18. The softWare of claim 16 further operable to create an 
output ?le, the output ?le including each statement and a 
corresponding category label. 

19. The softWare of claim 18 Wherein creating the output 
?le comprises entering each statement and each correspond 
ing category label into a spreadsheet. 

20. The softWare of claim 16 Wherein creating one or 
more rules comprises grouping the rules into one or more 
sets of rules. 
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21. The softWare of claim 16 further operable to display 
a graphical user interface. 

22. The softWare of claim 16 Wherein applying the rules 
to a list of the statements comprises applying the rules to the 
statements in a particular rule order in accordance With a rule 
hierarchy. 

23. The softWare of claim 16 Wherein applying the rules 
to a list of the statements comprises searching each state 
ment for one or more teXt string combinations. 

24. The softWare of claim 16 further operable to store the 
rules. 

25. The softWare of claim 16 further operable to assign a 
category label to each statement When each statement ?rst 
satis?es one of the rules. 

26. A system for the automated categoriZation of state 
ments, the system comprising: 

a plurality of rules 

a rule engine operable to create and store the rules used to 
categoriZe the statements; and 

a category engine associated With the rule engine, the 
category engine operable to apply the rules to the 
statements and determine a category label for each 
statement. 

27. The system of claim 26 Wherein the statements 
comprise a plurality of opening statements. 

28. The system of claim 26 further comprising a graphical 
user interface associated With the rule engine and the cat 
egory engine, the graphical user interface operable to display 
the rules and the category labels. 

29. The system of claim 26 Wherein the category engine 
is further operable to create an output ?le. 

30. The system of claim 29 Wherein the output ?le 
includes each statement and a corresponding category label. 

31. The system of claim 26 Wherein the rule engine is 
further operable to group the rules into one or more sets of 
rules. 

32. The system of claim 26 Wherein the category engine 
searches each statement for one or more teXt string combi 
nations to determine a category label for each statement. 

33. The system of claim 26 Wherein the rules include a 
catch-all rule for categoriZing statements that do not satisfy 
any of the other rules. 

34. The system of claim 26 Wherein the category engine 
applies the rules to the statements in a particular rule order 
in accordance With a rule hierarchy. 


