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(57) ABSTRACT 

An automated customer service system and method Which 
maintains and uses a customer sensitivity pro?le to contact 
the customer in a manner, at a time and date, and at a 
location Which are preferred by the customer. The automated 
customer service system also maintains and uses an agent 
quali?cation pro?le, in conjunction With the customer sen 
sitivity pro?le, to automatically assign agents to the various 
campaigns. An agent quali?cation pro?le identi?es any 
special skills or quali?cations that an agent may possess, 
such as language skills, type of voice, ef?ciency, and type of 
call processing skills. The system administrator devises a 
strategy script based upon the customer sensitivity require 
ments and the agent quali?cations. The strategy script deter 
mines Which agents meet Which requirements, and Whether 
there are adequate agents to handle the requirements of 
concurrent campaigns. 
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METHOD AND APPARATUS FOR PROVIDING 
RESULT-ORIENTED CUSTOMER SERVICE 

PRIORITY CLAIM 

[0001] This patent application is a continuation of US. 
patent application Ser. No. 09/325205 ?led Jun. 3, 1999, 
Which is a continuation of US. patent application Ser. No. 
08/764324 ?led Dec. 12, 1996, now US. Pat. No. 5,963,635, 
Which is a divisional of Us. patent application Ser. No. 
08/318506 ?led Oct. 5, 1994, now US. Pat. No. 5,594,791. 

TECHNICAL FIELD 

[0002] This invention relates to automated customer ser 
vice systems and, more particularly, is an automated cus 
tomer service system, Which accommodates both inbound 
and outbound communications, Which uses a variety of 
media, and Which has a user-programmable strategy, so as to 
provide result-oriented customer service. 

BACKGROUND OF THE INVENTION 

[0003] Telemarketing systems, also knoWn as automated 
dialing systems, have evolved substantially in the past tWo 
decades. Some early telemarketing systems consisted of no 
more than a display terminal connected to a memory, and a 
telephone. These early systems required the agent to enter a 
command Which recalled from the memory and displayed at 
the agent’s terminal the name and telephone number of the 
customer to be called. The agent then manually dialed the 
telephone number and, if the customer ansWered, the agent 
discussed the reason for the call or initiated an automated 
voice message. The script of the reason for the call Was 
originally Written on a piece of paper. In later systems, the 
script Was presented on the display screen of the agent 
terminal. 

[0004] The neXt generation of telemarketing systems pro 
vided for automated dialing. That is, the agent Would enter 
a command to recall the name and telephone number of the 
customer from the memory and the telemarketing system 
Would then automatically dial the telephone number. This 
increased the agent ef?ciency because the automated dialing 
process Was faster and there Were feWer, if any, misdialed 
numbers. HoWever, the agent Was on the telephone line for 
the entire dialing and ringing process and had to Wait until 
the called party ansWered. If the called number Was busy or 
did not ansWer then the agent’s time Was Wasted. Therefore, 
agent ef?ciency Was still less than desirable. 

[0005] Other improvements introduced later Were call 
pacing and predictive dialing. With call pacing the telemar 
keting system Would pace the placement of the calls at a rate 
set by a system administrator. More calls Would be placed 
than there Were agents available because some of the calls 
Would be busy or not ansWered. This provided a higher agent 
ef?ciency because the agent did not have to dial a call or Wait 
on a call to be ansWered by the called party. Instead, the 
agent simply logged on to the telemarketing system and the 
system dialed the calls. The system Would automatically 
determine the status of the call, such as no dial tone, no ring, 
busy, no ansWer, three-tone intercept, and ansWered. When 
a call Was ansWered by the called party, the telemarketing 
system automatically connected the agent to the called party 
and displayed the information for the called party on the 
agent’s terminal. As soon as the agent indicated that a 
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particular transaction had been completed the system Would 
connect another called party to the agent. The system 
administrator could, in some systems, adjust the rate “on the 
?y” so that if the original call pacing rate Was incorrect the 
call pacing rate could be adjusted to match the campaign “hit 
rate”, that is, the percent of the calls dialed that Were actually 
ansWered by a human. 

[0006] HoWever, conditions Would often change faster 
than the system administrator could detect and compensate 
for. Also, the system administrator frequently had other 
duties, such as training agents, handling problem calls or 
customers, typing, sending and revieWing facsimile mes 
sages, etc. Therefore, the selected call pacing rate Would 
generally lag the rate required by the current conditions. If 
the selected call pacing rate Was too sloW then some agents 
Would be idle; if the selected call pacing rate Was too fast 
then the agents Would all be busy but some called parties 
Would have to be placed on hold because all the agents Were 
busy. The ?rst condition Was inefficient; the second condi 
tion caused irritated and/or lost customers, and complaints to 
the local public service commission. 

[0007] With automatic call pacing the telemarketing sys 
tem Would monitor the hit rate, the time that it took for a 
called party to ansWer, the time that an agent spent on each 
call, etc., and adjusted the call pacing rate accordingly. This 
improvement increased the agent ef?ciency and also had the 
bene?t of reducing the number of ansWered calls Which Were 
placed on hold. 

[0008] Early automated dialing systems could only handle 
one campaign or “split” at a time. Later systems Were 
improved but Were still limited to one campaign at a time per 
agent or group of agents. When a ?rst campaign ended, the 
system administrator Would specify the calling list for a 
second campaign, and the second campaign Would be 
started. HoWever, during the period betWeen the end of the 
?rst campaign and the start of the second campaign the 
agents Would be idle. Some systems noW provide for tWo or 
more campaigns to be conducted simultaneously. Some 
agents are designated for the ?rst campaign, and other agents 
are designated for the second campaign. Other automated 
dialing systems, such as the system described in US. Pat. 
No. 5,343,518, can be programmed to link campaigns so 
that, as a ?rst campaign ends, the agents are automatically 
sWitched to a second campaign, Which may already be in 
progress. 

[0009] Further, outbound dialing campaigns have histori 
cally performed by extracting information from host ?les. 
The host ?les have information about the customers to be 
contacted. These ?les, commonly referred to as calling lists, 
are collections of records made up of information ?elds, 
including the telephone number of the customer to be 
contacted. The selection and order of the records to be 
included in a calling list are based on business strategy 
designed to reach a select type of customer, such as, cus 
tomers With accounts over 30 days past due. These calling 
lists, once created, are ?Xed, or “static”, and typically cannot 
be readily altered. If changes are necessary, then the list is 
discarded and a neW list is created from the host ?les. 

[0010] The typical automated dialing system generates a 
single list for each campaign, and methodically Works doWn 
through the list, dialing one number after another, until all of 
the numbers in the list have been dialed. When a list has 
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been completed the system administrator can instruct the 
system to return to the list, search a ?eld in the list to 
determine if a call Was not successful, that is, the number 
Was busy, not ansWered, or ansWered by a machine, etc., and 
make another attempt at the calls Which Were previously not 
successful. Each time that a pass through the list has been 
completed the system administrator can instruct the system 
to make another pass through the list or to begin another 
campaign. Again, this procedure requires the attention of the 
system administrator, and the system administrator must 
make a judgment call as to Whether there are enough 
unsuccessful calls remaining in the list to Warrant another 
pass through the list. Further, if another pass through the list 
is Warranted, the system administrator has to decide hoW 
many agents to allocate for that pass and hoW many agents 
may be moved to service another campaign. 

[0011] Therefore, there is a need for a system Which 
alloWs the system administrator to program a “calling strat 
egy” into the system so that the system automatically 
folloWs the strategy Without the further intervention of the 
system administrator. 

[0012] Further, there is a need for a system Which Will 
place calls to selected numbers, some of Which may have 
been previously called, and Which Will place the calls at the 
time, date, day of Week, and/or to the area speci?ed by the 
customer to be called, the system administrator, and/or the 
provider of the products/services involved. 

[0013] Some campaigns are doomed to be ineffective from 
the very beginning. Astate holiday in a ?rst area may not be 
a holiday in a second area. Therefore, a campaign directed 
to the second area may have a very loW hit rate because most 
of the customers are at Work. Conversely, a campaign 
directed to the ?rst area may have a high hit rate because it 
is a holiday there. Also, some campaigns may be successful 
due to factors Which are not controllable, such as Weather. A 
campaign directed to customers in an area Which is having 
good Weather on a Weekday during Working hours may have 
a loW hit rate, Whereas another campaign directed to cus 
tomers in an area Which is experiencing adverse Weather, 
such as a snoWstorm or bliZZard, on the same day during the 
same hours may have a high hit rate because more customers 
Will be at home. A system administrator Would therefore 
Want to terminate the ineffective campaign at an early point, 
or move some of the agents to a second campaign, or begin 
a third campaign. HoWever, this requires the system admin 
istrator to continually monitor the success of a campaign. 
The system administrator must then take the appropriate 
action if the campaign success rate is loW. 

[0014] Therefore, there is a need for an automated cus 
tomer service system Which is easily user programmable to 
be result-oriented so that ineffective campaigns can be 
automatically terminated, or some of the agents may be 
moved to other campaigns, or other campaigns may be 
started and staffed. 

[0015] Although most campaigns should be terminated if 
unsuccessful, some campaigns should be terminated if suc 
cessful. For eXample, a calling list may have the names of 
100,000 registered voters, but a surveying (poll-taking) 
organiZation Will only need to contact a small fraction of 
these voters to obtain meaningful results. If the organiZation 
only needs to contact 2,000 voters then the campaign may be 
terminated once this goal is achieved. Conventional systems 

Jul. 8, 2004 

require the system administrator to periodically evaluate the 
results and manually terminate the campaign, or require that 
the calling list be broken into numerous smaller calling lists 
and, each time that a smaller calling list is completed, the 
system administrator can evaluate the results and decide 
Whether to initiate another of the smaller calling lists. This 
results in eXtra Work and/or delays. 

[0016] Therefore, there is a need for an automated cus 
tomer service system Which is easily user programmable to 
be result-oriented so that successful campaigns can be 
automatically terminated, or some of the agents may be 
moved to other campaigns, or other campaigns may be 
started and staffed. 

[0017] In addition, calls should be placed so as to maXi 
miZe the responsiveness of the customer to the call. In the 
World of today, people are constantly bombarded With 
information, desired and undesired, When desired and When 
untimely, and Where desired and Where inconvenient. A 
person is generally more receptive to information, including 
advertisements, bills, and requests When that information is 
presented at the time, at the location, and in the manner 
desired by that person. A seller, telemarketing organiZation, 
debt collection organiZation, customer service organiZation, 
credit-extending organiZation, investigator, surveying orga 
niZation, or other such entity, herein collectively referred to 
as product/service providers or, more simply, providers, 
should therefore, before contacting a person by telephone or 
even by mail, consider the preferences of that person as 
much as possible so as to enhance the likelihood of a 
successful contact. Currently, many systems alloW only a 
single telephone number for a customer. Systems that alloW 
more than one telephone number for a customer generally 
start at the ?rst number and call each of the other telephone 
numbers in sequence until the customer is reached or all of 
the numbers have been called. Further, if a call is made to a 
customer at, say, 2 pm. and the customer or the person Who 
ansWers indicates that the call should be placed again at a 
later time, say 4 p.m., then some systems Will provide for the 
call to be placed again at that time. HoWever, this informa 
tion is generally not kept and, on a subsequent campaign, the 
call to that customer may again be placed at 2 p.m., even if 
the customer is never home at 2 pm. or the customer does 
not Want to be disturbed at 2 pm. because the customer is 
alWays doing something important at that time, such as 
checking stock prices or taking a nap. Therefore, there is a 
need for a system Which is responsive to the preferences of 
the customer so that, When a call is placed, the customer Will 
most likely be in a frame of mind to give a positive response 
to the call. 

[0018] Also, not all customers Want to be interrupted by a 
telephone call. Some may prefer to be contacted by mail, and 
others may Wish to be contacted by facsimile, or by elec 
tronic mail. HoWever, current telemarketing systems only 
provide for one method of communication: voice. Further, 
most billing systems only provide for one method of com 
munication: mail. Therefore, there is a need for a customer 
service system Which can accommodate a plurality of dif 
ferent communications media and contact the customer in 
the manner deemed most desirable by the customer. 

[0019] Also, in conventional systems, the system admin 
istrator must manually select Which agents are to be assigned 
to different campaigns. This often involves considering the 
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con?icting requirements of several simultaneous campaigns. 
This task is frequently so burdensome that it cannot be 
accomplished in a timely manner and the assignment of 
agents is less than optimum. In addition, some campaigns 
may be improperly staffed because agents Which are best 
suited for those campaigns have been assigned to other 
campaigns Which do not require the special skills or quali 
?cations that these agents have. Therefore, there is a need for 
a customer service system Which automatically inspects the 
campaign requirements, inspects the agent quali?cations, 
and assigns agents to campaigns Which need the special 
skills of those agents. 

SUMMARY OF THE INVENTION 

[0020] One aspect of the present invention is a result 
oriented customer service center. This service center also 
provides for automated dialing. The present invention pro 
vides for commands Which alloW a user, such as the system 
administrator, to specify the criteria by Which the success of 
a campaign Will be evaluated and, therefore, to specify When 
and if a campaign Will be terminated, agents moved to 
another campaign, or another campaign started and run 
concurrently With the ?rst and/or other campaigns. The 
present invention automatically and continuously evaluates 
the success of a campaign and stops a campaign, suspends 
a campaign, or takes other action, depending upon the 
success of a campaign. Therefore, it is not necessary to Wait 
until all the numbers in a campaign have been called before 
the campaign is terminated and the agents become available 
to Work on other campaigns. 

[0021] In addition, the present invention alloWs the system 
administrator to specify Whether all aspects of the campaign 
Will be terminated, or Whether only certain aspects of the 
campaign Will be terminated and other aspects of the cam 
paign alloWed to continue. The present invention provides 
for processing a campaign into a plurality of queues. Each 
queue contains numbers Which are related in some prede 
termined manner. This alloWs the system administrator to 
specify that some queues, such as queues Which contain 
numbers Which have not yet been called, should not be 
called, and to specify that other queues should be called, and 
may specify the time, date, day of Week, area, and/or order 
of calling. The queues to be called may contain, for 
eXamples, numbers Which Were busy, or numbers Where the 
user requested a callback at a later time, or numbers Where 
an ansWering machine Was detected. 

[0022] Further, the present invention alloWs the system 
administrator to specify in advance What action should be 
taken once a campaign is deemed unsuccessful. For 
eXample, the agents of the unsuccessful campaign may be 
shifted to an ongoing campaign, assigned to a neW cam 
paign, or used to service multiple campaigns. 

[0023] Further, the present invention alloWs the system 
administrator to specify in advance What action should be 
taken once a campaign is deemed successful. For eXample, 
once the goal of the campaign has been achieved then the 
campaign is automatically terminated, and some or all of the 
agents may be moved to other campaigns, or other cam 
paigns may be started and staffed. 

[0024] The present invention transforms the traditional, 
static calling list into a plurality of dynamic call record 
queues. Each of these queues is under the control of the 
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system administrator. Calling records begin in a “to-be 
called” queue and, as call attempts are made, each record is 
moved to another queue depending upon the disposition of 
the attempted call. The call record may be moved to a 
completed call queue if contact Was made With the customer 
and the transaction successfully completed, or one of several 
incomplete call queues if contact Was not made, the desired 
customer Was not available, or another call (a “call back”) is 
required for any reason. Acallback might be necessary if, for 
eXample, the customer had to terminate the call to leave for 
a meeting. The incomplete call queues can then be used to 
attempt callbacks to the customer. The system administrator 
can enable or disable calling from the incomplete queues at 
Will or as part of a preselected calling strategy, that is, a 
“strategy script”. 
[0025] Strategy scripts are created and saved as ?les that 
can be opened, eXecuted, modi?ed, and saved under differ 
ent ?le names. Strategy scripts operate on events such as 
time, date, day of Week, area, or hit rate or other criteria that 
the system administrator selects When creating the strategy. 
Actions are automatically taken When preselected threshold 
conditions are met. The action taken can be a simple as 
notifying the system administrator or a designated agent of 
the condition or as intensive as terminating the current 
campaign, enabling or disabling callback from the incom 
plete queues of the current campaign, reassigning agents, 
and starting a neXt campaign. 

[0026] Accordingly, it is an object of the invention to 
provide an automated customer service system, and methods 
for the operation of same, Which alloW a user to specify the 
conditions under Which a campaign Will be terminated or 
modi?ed. 

[0027] It is another object of the present invention to 
provide an automated customer service system, and methods 
for the operation of same, Which alloW a user to specify 
Whether all aspects of a campaign Will be terminated, or 
Whether only certain aspects of the campaign Will be termi 
nated and other aspects of the campaign alloWed to continue. 

[0028] It is yet another object of the present invention to 
provide an automated customer service system, and methods 
for the operation of same, Which alloW the system admin 
istrator to specify What action should be taken after a 
campaign is terminated. 

[0029] It is yet another object of the present invention to 
provide an automated customer service system Which the 
system administrator can provide With a calling strategy, 
prior to beginning a campaign, so that the system automati 
cally makes calls to one or more of the folloWing: numbers 
Which Were previously busy; numbers Which Were previ 
ously not ansWered; numbers Which Were previously 
ansWered by an ansWering machine; numbers Which are to 
be recalled; numbers to Which correspondence is to be sent 
by faX or by electronic mail; numbers that Were previously 
detected as being ansWered by a facsimile machine or a 
modem; and numbers Which resulted in intercept tones. The 
present invention alloWs the system administrator to specify 
Which, if any, of the incomplete call queues Will be used for 
another dialing attempt, a time for starting dialing for each 
of the incomplete call queues, and an order in Which the 
incomplete call queues are to be used or different priorities 
or Weighting factors for the different incomplete call queues. 
For eXample, the system administrator may specify that only 
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the callback queue and the answering machine queue are to 
be used for further dialing and that the no ansWer queue and 
the busy queue are not to be used for further dialing. The 
system administrator can further specify Whether calling 
from the callback queue and the ansWering machine queue 
is to start When the to-be-called queue has been completed, 
or Whether calling is to start at a speci?ed time, Which may 
be before completion of the to-be-called queue. Further, the 
system administrator can specify that the callback queue has 
tWice the priority, or Weight, of the ansWering machine 
queue so that tWo calls Will be placed from the callback 
queue for every call placed from the ansWering machine 
queue. 

[0030] The present invention therefore alloWs the system 
administrator to specify Which queues Will be used for 
further calling, the time, date, day of Week, area, and/or 
order, or priority, of the calling. This alloWs the system 
administrator great ?exibility in devising a strategy up front 
to achieve a high campaign success rate and a high agent 
ef?ciency. 

[0031] Another aspect of the present invention is a cus 
tomer service system Which contacts the customer in the 
manner preferred by the customer. The preferences of the 
customer are herein referred to as a Customer SensitivityTM 
pro?le. “Customer Sensitivity” is a trademark of Melita 
International Corporation, Norcross, Ga., USA. Some of the 
factors that are included in the customer sensitivity pro?le 
are: the language that the customer prefers; the time of day 
and the telephone number at Which the customer prefers to 
be called; the address at Which the customer prefers to 
receive mail, Which address may vary from time-to-time on 
a regular or irregular basis; Whether the customer prefers to 
receive correspondence by mail, by facsimile, or by elec 
tronic mail; and Whether the customer prefers most or all 
contacts to be by voice or correspondence. Other factors 
may also be developed for the customer sensitivity pro?le. 
These customer sensitivity pro?le factors are different from 
the sales pro?le factors normally kept for a customer, such 
as income, marital status, number of children, income 
bracket, etc. Typical sales pro?les factors are directed 
toWard determining What items/services should be presented 
to the customer, and not toWard determining the contact 
preferences of the customer: Where, When, or hoW the 
customer Wants to be contacted. Therefore, it is an object of 
the present invention to contact the customer in accordance 
With a customer sensitivity pro?le. Some possible factors for 
the customer sensitivity pro?le are listed above. 

[0032] To be useful, a customer sensitivity pro?le must be 
current. Therefore, the present invention automatically 
checks the date of the last update of the customer sensitivity 
pro?le each time that the customer is contacted or calls in. 
If the last update is recent then the desired transaction is 
conducted. If the last update is not recent then the customer 
is asked Whether noW is a convenient time to update the 
pro?le. If so then the pro?le is updated. If not then the 
desired transaction is conducted. Therefore, the present 
invention provides for the creation and automatic mainte 
nance of the customer sensitivity pro?le. 

[0033] Another aspect of the present invention is the 
automatic and proper assignment of agents to campaigns. 
The present invention provides for an agent quali?cation 
pro?le Which identi?es any special skills or quali?cations 
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that an agent may possess, such as language skills, type of 
voice, ef?ciency, type of call processing skills (e.g., sales, 
collections, customer service), etc. This alloWs the system 
administrator to devise a strategy script based upon the 
customer sensitivity requirements and the agent quali?ca 
tions. The strategy script determines Which agents meet 
Which requirements, and Whether there are adequate agents 
to handle the requirements of concurrent campaigns. The 
strategy script also provides for assignment of the agents in 
accordance With a preplanned priority or procedure in the 
event that there are not adequate quali?ed agents available. 
Therefore, the present invention provides for the automatic 
identi?cation of the requirements of each campaign and the 
agents Which meet these requirements, and assigns the 
agents to the campaigns based on a predetermined strategy. 

[0034] Another aspect of the present invention is the 
automatic and proper assignment of resources to campaigns. 
The present invention provides for identi?cation of the 
system resources, such as the number of modems available, 
the number of facsimile machines available, the number of 
telephone lines available, the number of toll-free inbound 
telephone lines available, the number, type and cost of 
telephone lines available for local and long-distance out 
bound calling, etc. This alloWs the system administrator to 
devise a strategy script based upon the customer sensitivity 
requirements and other campaign requirements. The strategy 
script determines these requirements, and Whether there are 
adequate resources to meet the requirements of concurrent 
campaigns. The strategy script also provides for assignment 
of the resources in accordance With a preplanned priority or 
procedure in the event that there are not adequate resources 
available. Therefore, the present invention provides for the 
automatic identi?cation of the requirements of each cam 
paign and the resources needed to meet these requirements, 
and assigns the resources to the campaigns based on a 
predetermined strategy. 
[0035] Other objects, features, and advantages of the 
present invention Will become apparent upon reading the 
folloWing description of the preferred embodiment, When 
taken in conjunction With the draWings and the claims. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0036] FIG. 1 is a block diagram of the preferred embodi 
ment of the present invention. 

[0037] FIG. 2 is an abbreviated ?oW chart illustrating the 
result-oriented process of the present invention. 

[0038] FIGS. 3A-3C are an abbreviated ?oW chart illus 
trating the operation of the present invention. 

[0039] FIGS. 4A-4D are a How chart illustrating the 
result-oriented campaign management operation of the 
present invention. 

[0040] FIG. 5 is a ?oWchart illustrating the creation and 
maintenance of the customer sensitivity pro?le. 

[0041] FIGS. 6A and 6B are a How chart of the process 
of using and of updating a customer sensitivity pro?le. 

[0042] FIG. 7 is a How chart of the agent assignment 
strategy process. 

DETAILED DESCRIPTION OF THE 
INVENTION 

[0043] FIG. 1 is a block diagram of the preferred embodi 
ment of the present invention. A host or mainframe 10 
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contains the customer account records for the different 
campaigns Which are to be conducted. A controller 11 
controls the overall operation of the system as described 
beloW. The controller 11 obtains customer records from the 
host 10, controls the placement of outbound calls and the 
ansWering of inbound calls, monitors and controls the 
sWitching or movement of agents betWeen different cam 
paigns and different types of calls (inbound or outbound), 
controls the call pacing rate, monitors and controls Work 
assignments; monitors and controls the call ?oW; and moni 
tors the results of each call. Aplurality of agent Workstations 
12A-12N alloW the agents (not shoWn) to communicate With 
the customer (called or calling party), and enter the results 
of the communication With the customer, such as enter an 

order, change an order, cancel an order, obtain information, 
send a fax or a letter, etc. A sWitch 13, Which is controlled 
by the controller 11, selectively connects the calls (inbound 
and outbound) to the agent Workstations 12A-12N via lines 
16. SWitch 13 may be, for example, a PBX, a PABX, an 
ACD, a dialer, a crosspoint sWitch, or a combination of the 
above, as desired or as necessary to meet the requirements 
of a particular installation. In the preferred embodiment, 
controller 11 causes sWitch 13 to dial outbound calls, ansWer 
and manage inbound calls, and decode dual tone multiple 
frequency (DTMF) tones, and decode automatic number 
identi?cation (ANI), dialed number information service 
(DNIS), and other telephony signals. The agent Workstations 
12A-12N, sWitch 13, the controller 11, and the host 10 are 
all connected via a netWork 14. The netWork 14 is not critical 
and need only be fast enough to accommodate the transfer 
of information, such as customer account records, at a speed 
Which prevents delays at the agent Workstations. Controller 
11 and sWitch 13 may instead be directly connected via a 
separate signal path (not shoWn) if desired. Except for the 
improvements to the operation of the host 10 and/or the 
controller 11 described herein, the details of operation of the 
system are generally as described in the following US. Pat. 
Nos. 4,797,911; 4,894,857; and 5,214,688. The present 
invention further provides for a facsimile server 18, a 
modem server 17 for electronic mail transmissions, and one 
or more printers 19 for printing out correspondence Which is 
to be mailed to the customer. The facsimile server 18, the 
modem server 17, and the printers 19 are preferably con 
nected to the telephone lines 15 via the sWitch 13. The 
facsimile machine 18 and the modem 17 are preferably 
connected through the netWork 14 to the system controller 
11 but may be directly connected to the host 10 if desired. 
The present invention provides for a system administrator to 
specify the campaign strategy and control the operation of 
the campaign Where manual intervention is desired. The 
Workstation for the system administrator is preferably one of 
the agent Workstations 12. System administrator Workstation 
status may be conferred upon a particular Workstation by 
logging in under a system administrator passWord, or by 
designating, in the softWare or ?rmWare of controller 11, that 
a particular Workstation(s) is(are) a system administrator 
Workstation(s). The system administrator Workstation may 
also be a separate, different terminal (not shoWn). The term 
system administrator is used herein to describe a person Who 
has authority and decision-making authority beyond that of 
an ordinary agent. A system administrator may be, for 
example, a senior agent, an of?cer of the company Which 
oWns the customer service system, etc. 
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[0044] Although the embodiment of FIG. 1 is preferred, it 
should be appreciated that controller 11 may be part of or 
included Within host 10, so that host 10 performs the control 
functions and the separate controller 11 is eliminated. 

[0045] In the preferred embodiment, the controller 11 
obtains one or more calling lists from the host 10, With each 
calling list preferably being for a different campaign. Also, 
controller 11 obtains the calling strategy for the campaigns 
to be initiated. In the preferred embodiment the calling 
strategy is contained in controller 11 but, if desired, the 
calling strategy may be in host 10, and may be directly 
linked to a particular campaign. 

[0046] The controller 11 establishes several queues for 
each campaign: a to-be-called queue, Which initially Will 
contain a list of all of the records in the calling list, and 
preferably includes time Zone information; a completed 
queue, Which contains a list of the records for Which 
transactions have been successfully completed; a fax queue, 
Which contain lists of numbers to Which a facsimile message 
is to be sent; a modem queue, Which contain lists of numbers 
to Which an electronic mail message is to be sent; a busy 
queue, Which contains a list of the records Which had a busy 
telephone number; an unansWered queue, Which contains a 
list of the records for Which the call Was not ansWered; an 
ansWering machine queue, Which contains a list of the 
records for Which the call Was ansWered by an ansWering 
machine; a callback queue, Which contains a list of the 
records for Which the call Was ansWered and the ansWering 
party advised that the call should be placed again at a later, 
preferably speci?ed, date and time; and intercept queues, 
Which contain lists of the records for Which predetermined 
three-tone intercepts Were detected. The busy, no ansWer, 
callback, ansWering machine, and intercept queues are col 
lectively referred to herein as incomplete queues because a 
call has been made, but has not been successfully completed. 
Other queues may also be created, or some of the above 
queues may be consolidated, depending on the degree of 
precision desired in recording hoW a call Was processed and 
Whether a callback for that type of call Warrants being 
handled differently than a callback for a call from one of the 
other incomplete queues. 

[0047] Controller 11 then begins the campaign, and logs 
the result of each call into the appropriate queue. After the 
campaign has placed a sufficient number of calls to obtain a 
meaningful analysis, controller 11 inspects the queues to 
determine the degree of success of the campaign. If the 
completed queue shoWs a substantial number of completed 
calls then the campaign may be continued Without any 
changes. If the completed queue shoWs an unacceptable 
number of completed calls then the campaign may be 
automatically suspended or terminated, or an alert may be 
sent to the system administrator or designated agent so that 
the system administrator or designated agent can decide 
Whether to manually continue, suspend, or terminate that 
campaign, or an alert may be sent to the system adminis 
trator so that the system administrator Will knoW the action 
that is automatically being taken and can approve or over 
ride the automatic action speci?ed in the strategy script. For 
example, if there is an excessive number of calls in the no 
ansWer queue, the reason may be that it is a nice day outside, 
and there is no one inside or at home to ansWer the call. 

Therefore, the campaign may be automatically suspended 
for a predetermined length of time, say tWo hours, and then 
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resumed. If the campaign continues to have an unacceptable 
number of completed calls then the campaign is terminated. 

[0048] Also, if the goal of the provider is to obtain a 
certain number of completed calls then the campaign Will be 
deemed successful once that number of completed calls has 
been achieved. In this case, if the completed call queue 
shoWs that the desired number of completed calls has been 
achieved then this campaign may also be automatically 
suspended or terminated. Other goals may also be speci?ed, 
tested for, and acted upon. Some eXamples of other goals 
are: the dollar amount collected in a collection campaign; 
the dollar amount sold in a sales campaign; and the number 
of products or services sold in a sales campaign. The present 
invention therefore provides for great ?exibility in deter 
mining the desired results of the campaign and What action 
should be taken at any point in the campaign. In the 
eXamples above, one campaign Was terminated because it 
Was unsuccessful, Whereas another campaign Was termi 
nated because it Was successful. 

[0049] When a campaign is suspended or terminated then, 
depending upon the strategy selected by the system admin 
istrator, all calls for that campaign may be stopped, or only 
some calls. In the case of the campaign for the surveying 
organiZation, once the desired number of voters has been 
contacted then there is no need to make any further calls and 
so it is desirable to completely terminate that campaign and 
not make any further calls from any queue. HoWever, for 
another campaign, the desired effects of termination may be 
that customers in the to-be-called queue and the no ansWer 
queue Will not be called, but customers in the busy queue or 
the callback queue Will still be called. Therefore, the system 
administrator has great ?exibility in planning, and complete 
control over, the operation of a campaign via the strategy 
script. The system of the present invention Will automati 
cally eXecute the strategy script Without further attention by 
the system administrator. 

[0050] When a campaign is suspended or terminated the 
agents become free so, in the preferred embodiment, the 
controller 11 automatically reassigns the agents from that 
campaign to another campaign. The campaign(s) to Which 
the agents are assigned may be manually selected by the 
system administrator or may be automatically determined by 
controller 11 via the strategy script. For eXample, controller 
11 may assign these agents to a campaign Which is being 
started as a result of the suspension or termination process, 
may assign these agents and/or additional agents to an 
ongoing campaign Which is having a high success rate, or 
may split these agents among several campaigns, depending 
upon the success rate of each campaign, the number of calls 
that remain to be made in each campaign, the level of 
inbound call traf?c, or other criteria. 

[0051] Even if, or especially if, the campaign is successful 
it is desirable to control the disposition of the incomplete 
queues rather than simply leaving calls in these queues to be 
redialed after the to-be-called queue has been emptied. The 
present invention therefore alloWs the system administrator, 
via the strategy script, to independently enable or disable 
calling of entries in each incomplete queue and, if a queue 
is enabled for calling or recalling, to specify the time, 
conditions, or order of the redial from the entries in that 
queue. For eXample, the strategy script may specify that 
entries in the callback queue are to be called at the time 
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speci?ed in each of the call records, that entries in the no 
ansWer queue are to be called beginning When the to-be 
called list is doWn to 10 percent of its original siZe, and that 
entries in the faX queue, modem queue, special tones queue, 
and ansWering machine queue are to be called beginning at 
5 p.m., With the entries in the no ansWer queue to be 
Weighted as having higher priority than, and called more 
often (as determined by the Weighting factor) than, the 
entries in the ansWering machine queue. 

[0052] The system administrator can therefore plan a 
calling strategy and the present invention provides for the 
automatic implementation of that strategy. Further, the strat 
egy can be stored and used again at a later date or modi?ed 
as desired. In the preferred embodiment, the strategy is 
stored in controller 11. Preferably, the strategy is preplanned 
as a concerted effort betWeen the provider and the system 
administrator. This process is bene?cial to both the provider 
and the system administrator. System administrators fre 
quently run campaigns for several providers and frequently 
charge on the basis of the number of calls completed, the 
dollar amount collected, the dollar amount sold, the number 
of products or services sold, the time involved, the number 
of agent-hours used, etc. If a campaign is having poor results 
then the provider Will Want to terminate the campaign at an 
early stage. This reduces costs for the system administrator. 
The provider can then consider Why the results Were poor 
and change the strategy and time or day of the campaign, the 
customers to Whom the campaign is directed, etc. Early 
termination of the campaign may alloW the provider to 
reconsider the products or services offered, the sales pitch 
used, the target group, etc., at such an early point that the 
provider can modify the campaign particulars and initiate a 
second campaign, hopefully successful, on the same day. 
The provider Will bene?t because from a reduced fee 
because the unsuccessful campaign Was terminated early, 
and may possibly also bene?t from a successful second 
campaign. In the case of certain types of campaigns, if a 
campaign is successful, or if the goals have been achieved 
the provider Will Want the campaign to be terminated at that 
point and Will not Want to pay for time and/or calls made 
after that point. Early termination of this campaign Will 
therefore please the provider. 

[0053] The system administrator Will also bene?t because 
termination of unsuccessful campaigns, and termination of 
successful campaigns Whose goals have been achieved, Will 
free agents to Work on other campaigns, thereby making for 
other pleased providers. Therefore, the provider With the 
unsuccessful campaign and the provider With the successful 
campaign Will both Want to continue using the services of 
the system administrator. Also, the ability to automatically 
terminate a campaign, Whether successful or unsuccessful, 
and reassign the agents, telephone lines and trunk resources, 
alloWs the system administrator to employ feWer agents and 
feWer telephone lines and trunk resources than might oth 
erWise be required because agents may be quickly and 
ef?ciently reassigned so as to stay at peak performance. 

[0054] Queue FloWTM 

[0055] FIG. 2 is an abbreviated ?oW chart illustrating the 
result-oriented process of the present invention. QFLOWTM 
and Queue FloWTM are trademarks of Melita International 
Corporation, Norcross, Ga., USA. The system administrator, 
preferably in conjunction With the product/service provider, 






















