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(57) ABSTRACT 

An enhanced services system for a telecommunications 
network includes operator equipment accessible by an 
operator, and a routing system for routing a call from a caller 
to the operator equipment. The caller may access e-mail 
creation and service and/or interpreter services. A method of 
sending an electronic message includes routing a call from 
a caller to operator equipment using a routing system, 
inputting information provided by the caller into the opera 
tor equipment to create an electronic message, and sending 
the electronic message to at least one recipient. Amethod pf 
translating a telephone conversation includes providing a 
routing system to connect to operator equipment a call from 
a caller, routing the call to the operator equipment using the 
routing system to enable communications betWeen at least 
the caller and a bilingual operator, and translating at least a 
portion of the conversation betWeen the caller and a third 
party. 
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SYSTEM AND METHOD FOR PROVIDING 
COMMUNICATIONS SERVICES 

[0001] This is application is a continuation of application 
Ser. No. 10/430,791 ?led May 6, 2003. 

FIELD OF THE INVENTION 

[0002] This application relates to communication service 
systems and methods of providing communications services. 

BACKGROUND OF THE INVENTION 

[0003] Callers using communications devices have several 
services available to them from various telecommunications 
service providers. Some service providers offer automated 
services to callers Without involving an operator. For 
example, a caller may attempt to use a telephone to place a 
call to an individual. If the call is long distance, and the 
telephone (or network) that the caller is using does not 
support direct dialing of a long distance number, the method 
of payment must be arranged to complete the call. An 
example of such services is automatic billing selection in 
Which a program is run offering a caller payment options for 
the call, such as by using a calling card. The caller then 
enters the proper digits corresponding to payment by calling 
card, enters his card information, and the call is connected 
Without involving an operator. 

[0004] In a further example, if the call is not completed, an 
automatic call-back feature may be offered in Which the 
dialed number is dialed again automatically. Such auto 
redial is chosen or accepted by the caller, and the system 
from time to time redials the number for a fee until a 
connection is made. Such offerings are made automatically, 
again, Without involving an operator. 

[0005] Other services that are available from service pro 
viders to callers involve human operators. Examples of 
knoWn operator assisted services provided to callers include 
directory assistance, collect calling assistance, and dialing 
assistance. In directory assistance calls, a user dials a 
predetermined number that accesses an operator. The caller 
provides the operator the city or other geographic region and 
the name of the person or business s/he is attempting to 
reach. The operator then accesses a database in an effort to 
?nd the desired number. If the operator ?nds the number, the 
caller is informed of the number and/or connected by the 
operator. 

[0006] Avariety of architectures and netWorks are knoWn 
to provide contexts Within Which such services can be 
provided. Both automated and operator assisted services are 
available through various communications netWorks from 
various service providers connected to such netWorks. 
Examples of common communications netWorks are dis 
closed in US. Pat. Nos. 5,289,535 to Bogart, et al. and 
6,411,624 to Christie et al., the disclosures of Which are 
hereby expressly incorporated by reference herein. 

SUMMARY 

[0007] According to one aspect of the present invention, a 
system for sending an e-mail using a communication net 
Work comprises a routing system for receiving a call from a 
caller, operator equipment to enable communications 
betWeen an operator and the caller, and an e-mail device. 
The e-mail device is con?gured to enable the operator to 
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construct an e-mail from verbal information provided by the 
caller and to send the e-mail to a recipient designated by the 
caller. The routing system is operably coupled to the opera 
tor equipment and con?gured to route the call to the operator 
equipment under a predetermined condition. 

[0008] Illustratively according to this aspect of the present 
invention, the routing system includes at least one sWitch 
responsive to an instruction set. The instruction set is 
con?gured to instruct the sWitch to route the call to the 
operator equipment. 

[0009] Further illustratively according to this aspect of the 
invention, the routing system includes a computer opera 
tively coupled to the at least one sWitch, the computer 
cooperating With the instruction set and the at least one 
sWitch to route the call to the operator equipment upon 
occurrence of the predetermined condition. 

[0010] Additionally illustratively according to this aspect 
of the invention, the computer is operably coupled to a 
database containing data. Further illustratively the predeter 
mined condition may be entry of an access number matching 
data in the database, or entry of one or more DTMF tones 
matching data in the database. 

[0011] Further illustratively according to this aspect of the 
invention, the routing system includes a computer operably 
coupled to an instruction set, the computer issuing a ?rst 
command upon detection of a desired condition, the ?rst 
command con?gured to direct a sWitch to connect the call to 
the operator equipment. 

[0012] Additionally illustratively according to this aspect 
of the invention, the computer is operably coupled to a 
database containing data. The condition may comprise entry 
of an access number matching data in the database, an 
originating number at least part of Which matches at least 
part of a number in the database, or one or more DTMF 
tones that matches a predetermined one or more DTMF 
tones. 

[0013] Further illustratively according to this aspect of the 
invention, the instruction set issues a second command to the 
computer to play a call tour to offer at least one service to 
the caller and request entry of a selection number by the 
caller. The computer routes the call to the operator equip 
ment When the desired condition comprises one or more 
DTMF tones that matches a predetermined one or more 
DTMF tones. 

[0014] Additionally illustratively, the operator equipment 
includes a plurality of operator stations. 

[0015] According to another aspect of the present inven 
tion, an enhanced telephone services platform comprises a 
routing system for receiving a call from a caller, a plurality 
of operator communications devices each con?gured to 
enable communications betWeen an operator and the caller, 
and an information device con?gured to enable the operator 
to construct an e-mail from verbal information provided by 
the caller and to send the e-mail to a recipient designated by 
the caller. The routing system is operably and selectively 
couplable to each operator communications device and 
con?gured to operatively couple to a caller communications 
device used by the caller to route the call to the operator 
communications device under at least one predetermined 
condition. 



US 2005/0152530 A1 

[0016] Illustratively according to this aspect of the present 
invention, at least one of the plurality of the operator 
communications devices includes a speaking device and a 
listening device, and is con?gured to be operatively coupled 
to the caller communications device during at least a portion 
of the call so that the operator can serve as an interpreter 
during the at least a portion of the call. 

[0017] Further illustratively according to this aspect of the 
invention, at least one of the plurality of operator commu 
nications devices is operatively coupled to an automatic call 
distribution system con?gured to route the call to the at least 
one of the plurality of operator communications devices 
based on the at least one predetermined condition. 

[0018] Additionally illustratively according to this aspect 
of the invention, the automatic call distribution system 
includes a sWitch responsive to a command detecting the 
presence of the at least one predetermined condition. 

[0019] Further illustratively according to this aspect of the 
invention, the enhanced services platform further comprises 
a computer that issues the command based on the predeter 
mined condition of one or more of entry of a DTMF tone by 
the caller, an originating number, a busy signal, or an access 
number. Additionally illustratively When the predetermined 
condition is an access number, the sWitch may be operatively 
coupled to a telecommunications netWork con?gured to send 
the access number to the routing system. 

[0020] According to another aspect of the present inven 
tion, a method of sending an electronic message, the details 
of Which are provided by a caller using a communications 
device to a telephone communications system operator, 
comprises the steps of: providing an operator equipment, 
providing a routing system to selectively connect to the 
operator equipment a call placed by the caller using the 
communications device, routing the call to the operator 
equipment using the routing system to enable communica 
tions betWeen the caller and the operator, inputting infor 
mation provided by the caller into the operator equipment to 
create an electronic message, and sending the electronic 
message to at least one recipient. 

[0021] Further illustratively according to this aspect of the 
invention, inputting information provided by the caller 
includes inputting verbal information provided by the caller 
into an alphanumeric readable format. 

[0022] Additionally illustratively according to this aspect 
of the invention, providing a routing system includes pro 
viding a computer that issues a command for a sWitch to 
connect the call to the operator equipment. 

[0023] Further illustratively according to this aspect of the 
invention, the method further comprises coupling softWare 
to the computer con?gured to compare an entered DTMF 
tone entered by a caller to a predetermined DTMF tone. 
Upon a match of the entered DTMF tone and the predeter 
mined DTMF tone, the computer issues the command to the 
routing system to connect the call to the operator equipment. 

[0024] Additionally illustratively according to this aspect 
of the invention, coupling softWare to the computer includes 
coupling softWare Which plays a pre-recorded message 
prompting a caller to enter a number corresponding to the 
predetermined DTMF tone to access the operator. 
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[0025] Further illustratively according to this aspect of the 
invention, the method further comprises coupling softWare 
to the computer, the softWare con?gured to cooperate With 
the computer to compare at least a portion of the originating 
number to a database. Upon a match of the at least a portion 
of the originating number and a number in the database, the 
computer issues a command to at least part of the routing 
system to connect the call to the operator equipment. Addi 
tionally illustratively according to this aspect of the inven 
tion, the method further comprises coupling softWare to the 
computer con?gured to cooperate With the computer to 
detect a line condition and compare the detected line con 
dition to at least one knoWn line condition. Upon a match of 
the detected line condition and the knoWn line condition, a 
command is issued With the computer to at least part of the 
routing system to connect the call to the operator equipment. 

[0026] Further illustratively according to this aspect of the 
invention, providing a routing system includes providing a 
computer and a sWitch Wherein the computer issues a 
command for the sWitch to connect the call to the operator 
equipment. Additionally illustratively according to this 
aspect, the method further comprises coupling softWare to 
the computer con?gured to compare an entered DTMF tone 
entered by a caller to a predetermined DTMF tone. Upon a 
match of the entered DTMF tone and the predetermined 
DTMF tone, the command is issued With the computer to at 
least part of the routing system to connect the call to the 
operator equipment. Further illustratively according to this 
aspect, coupling softWare to the computer includes softWare 
Which plays a pre-recorded message prompting a caller to 
enter a number corresponding to the predetermined DTMF 
tone to access the operator. 

[0027] Additionally illustratively according to this aspect 
of the invention, the method further comprises the step of 
con?rming the accuracy of the information input. 

[0028] According to another aspect of the present inven 
tion, a system for translating a conversation using a tele 
communications netWork comprises a routing system for 
receiving a call from a caller, and an operator equipment to 
enable communications betWeen an operator and the caller. 
The routing system is operably coupled to the operator 
equipment and con?gured to route the call to the operator 
equipment under a predetermined condition to create a ?rst 
connection. The operator equipment includes an operator 
terminal to permit the operator to connect the call With a 
communications device of a third party creating a second 
connection to enable communication betWeen at least the 
caller and the third party, and to enable communications 
betWeen the operator and at least the caller during at least a 
portion of the call. At least one of the ?rst and second 
connections transmits a ?rst verbal information from the 
operator, the ?rst verbal information including a translation 
of a second verbal information from one of the caller and the 
third party to the other of the caller and the third party. 

[0029] Further illustratively according to this aspect of the 
invention, the operator equipment, the routing system, the 
?rst connection, and the second connection are con?gured 
so that the operator is in communication With both the caller 
and the third party during at least a portion of the call. 

[0030] Additionally illustratively according to this aspect 
of the invention, the routing system includes at least one 
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switch responsive to an instruction set, the instruction set 
con?gured to instruct the sWitch to route the call to the 
operator equipment. 
[0031] Further illustratively according to this aspect of the 
invention, the routing system includes a computer opera 
tively coupled to the at least one sWitch, the computer 
cooperating With the instruction set and the at least one 
sWitch to route the call to the operator equipment upon 
occurrence of the predetermined condition. 

[0032] Additionally illustratively according to this aspect 
of the invention, the computer is operably coupled to a 
database containing data, and Wherein the predetermined 
condition is an entry of an access number matching data in 
the database. Further illustratively, the predetermined con 
dition is an entry of one or more DTMF tones matching data 
in the database. 

[0033] Additionally illustratively according to this aspect 
of the invention, the routing system includes a computer 
operably coupled to an instruction set, the computer issuing 
a ?rst command upon detection of a desired condition, the 
?rst command con?gured to direct a sWitch to connect the 
call to the operator equipment. Further illustratively accord 
ing to this aspect, the computer is operably coupled to a 
database containing data, and the Wherein the desired con 
dition detected is entry of an access number. Additionally 
illustratively according to this aspect, the desired condition 
detected is an originating number at least part of Which 
matches at least part of a number in the database. 

[0034] Further illustratively according to this aspect of the 
invention, the instruction set issues a second command to the 
computer to play a call tour to offer at least one service to 
the caller and request entry of a selection number by the 
caller. The desired condition comprises one or more DTMF 
tones that matches a predetermined one or more DTMF 
tones. 

[0035] Additionally illustratively according to this aspect 
of the invention, the operator equipment includes a plurality 
of operator terminals. 

[0036] According to another aspect of the present inven 
tion, an enhanced services system for a telecommunications 
netWork comprises operator equipment accessible by an 
operator serving in the enhanced services system, a routing 
system for selectively routing a call from a caller to the 
operator equipment, the routing system including a com 
puter and softWare accessible by the computer, the computer 
cooperating With the softWare to route the call to the operator 
equipment upon an occurrence of a predetermined condi 
tion. The predetermined condition is a member selected 
from the group consisting of: an entry of an access number 
to reach the operator equipment, an entry of one or more 
DTMF tones in response to a call tour requesting the entry, 
and a detection of a predetermined line condition. 

[0037] Illustratively according to this aspect of the present 
invention, the predetermined condition is the entry of one or 
more DTMF tones, and the softWare cooperates With the 
computer to play the call tour, the call tour providing to the 
caller instructions for selecting one of at least an e-mail 
delivery service and a translation service, both the e-mail 
and translation services provided by an operator. 

[0038] Further illustratively according to this aspect of the 
invention, the predetermined condition is the entry of an 
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access number, and based on the access number the call is 
routed to one of an e-mail delivery service or a translation 
service. 

[0039] Additionally illustratively according to this aspect 
of the invention, the softWare and computer are operatively 
coupled to a database containing data relating to the validity 
of the access number, Wherein the call tour is selected based 
on a match of data in the database and at least a portion of 
the access number. 

[0040] Further illustratively according to this aspect of the 
invention, the softWare and computer further cooperate to 
perform a payment module including a payment instruction 
provided to the caller to enter payment information, and the 
softWare and computer further cooperate to determine the 
validity of the payment information. Additionally illustra 
tively according to this aspect, the softWare and computer 
are operatively coupled to a database containing data relat 
ing to validity of payment information. Further illustratively, 
the data may relate to validity of charging the service to an 
originating number. Additionally illustratively, the data may 
relate to validity of charging the service to a pre-paid card 
account. Further illustratively, the data may relate to validity 
of charging the service to a third party number. 

[0041] According to another aspect of the present inven 
tion, a method of translating a telephone conversation com 
prises the steps of providing an operator equipment, provid 
ing a routing system to selectively connect to the operator 
equipment a call placed by the caller using a communica 
tions device, routing the call to the operator equipment using 
the routing system to enable communications betWeen at 
least the caller and a bilingual operator, and translating at 
least a portion of the conversation betWeen a caller and a 
third party. 

[0042] Illustratively according to this aspect of the present 
invention, the method further comprises the step of using the 
operator equipment to connect the third party to the call. 
Additionally illustratively according to this aspect of the 
invention, the method further comprises the step of connect 
ing the call to the operator equipment after the caller and the 
third party are in the call. 

[0043] Additionally illustratively according to this aspect 
of the invention, translating at least a portion of the conver 
sation includes translating at least a portion of the Words 
spoken by the caller to the third party. Further illustratively 
according to this aspect of the invention, translating at least 
a portion of the conversation includes translating at least a 
portion of the Words spoken by the third party to the caller. 

[0044] Additionally illustratively according to this aspect 
of the invention, providing a routing system includes pro 
viding a routing system including a computer that issues a 
command for a sWitch to connect the call to the operator 
equipment. Further illustratively according to this aspect of 
the invention, the method further comprises coupling soft 
Ware to the computer con?gured to compare an entered 
DTMF tone entered by a caller to a predetermined DTMF 
tone. Upon a match of the entered DTMF tone and the 
predetermined DTMF tone, a command is issued With the 
computer to the routing system to connect the call to the 
operator equipment. Additionally illustratively according to 
this aspect of the invention, coupling softWare to the com 
puter includes coupling softWare to the computer Which 



US 2005/0152530 A1 

plays a pre-recorded message prompting a caller to enter a 
number corresponding to the predetermined DTMF tone to 
access the operator. 

[0045] Further illustratively according to this aspect of the 
invention, the method further comprises coupling softWare 
to the computer con?gured to cooperate With the computer 
to compare at least a portion of the originating number to a 
database. Upon a match of the at least a portion of the 
originating number and a number in the database, the 
computer issues a command to the routing system to connect 
the call to the operator equipment. 

[0046] Additionally illustratively according to this aspect 
of the invention, the method further comprises coupling 
softWare to the computer con?gured to cooperate With the 
computer to detect a line condition and compare the detected 
line condition to at least one knoWn line condition. Upon a 
match of the detected line condition and the knoWn line 
condition, the computer issues a command to the routing 
system to connect the call to the operator equipment. 

[0047] Further illustratively according to this aspect of the 
invention, providing a routing system includes providing a 
routing system including a computer and a sWitch Wherein 
the computer issues a command for the sWitch to connect the 
call to the operator equipment. 

[0048] Additionally illustratively according to this aspect 
of the invention, the method further comprises coupling 
softWare to the computer con?gured to compare an entered 
DTMF tone entered by a caller to a predetermined DTMF 
tone and, upon a match of the entered DTMF tone and the 
predetermined DTMF tone, the computer issues a command 
to the routing system to connect the call to the operator 
equipment. 
[0049] Further illustratively according to this aspect of the 
invention, coupling softWare to the computer includes cou 
pling softWare to the computer Which plays a pre-recorded 
message prompting a caller to enter a number corresponding 
to the predetermined DTMF tone to access the operator. 

[0050] Additionally illustratively according to this aspect 
of the invention, providing a routing system includes pro 
viding a routing system con?gured to route a ?rst call to a 
?rst access number and a second call to a second access 
number. The ?rst and second access numbers cause the 
routing system to route the ?rst and second calls to different 
operator equipment. The ?rst access number is an access 
number for an operator equipment accessible by an operator 
capable of translating a ?rst language. The second access 
number is an access number for an operator equipment 
accessible by an operator capable of translating a second 
language. 

[0051] According to another aspect of the present inven 
tion, a computer readable medium having stored thereon a 
plurality of sequences of instructions Which When executed 
by a processor, cause the processor to perform a method 
comprising the steps of determining entry of an access 
number for accessing an operator equipment Which, in 
cooperation With a routing system, enables a bilingual 
operator to communicate With a caller and a third party, 
issuing a command for a sWitch to connect the call to the 
operator equipment, and routing a call to the operator 
equipment using the routing system to enable communica 
tions betWeen at least the caller and the bilingual operator. 
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[0052] Illustratively according to this aspect of the present 
invention, the method further comprises the step of connect 
ing the call to the third party upon receipt of a command 
from the operator equipment. 

[0053] Further illustratively according to this aspect of the 
invention, the method further comprises the step of connect 
ing the call to the third party upon receipt of a command 
from the caller equipment. 

[0054] Additionally illustratively according to this aspect 
of the invention, the method further comprises the step of 
selecting a call tour based on the access number and playing 
the call tour to the caller. 

[0055] Further illustratively according to this aspect of the 
invention, the method further comprises the step of querying 
a ?rst database and comparing a ?rst information detectable 
about the call to the database to select the call tour. 

[0056] Additionally illustratively according to this aspect 
of the invention, the method further comprises the steps of 
querying a ?rst database and comparing a ?rst information 
detectable about the call to the ?rst database. Upon failure 
to ?nd a matching value in the database, a second database 
is queried and the ?rst information is compared to the second 
database to select the call tour. 

[0057] Further illustratively according to this aspect of the 
invention, the method further comprises the step of popu 
lating a brand ?eld to play an audible brand to the caller. 

[0058] According to another aspect of the present inven 
tion, a computer readable medium having stored thereon a 
plurality of sequences of instructions Which When executed 
by a processor, cause the processor to perform a method 
comprising the steps of determining entry of an access 
number for accessing an operator equipment Which, enables 
an operator to create and send an e-mail to a third party 
based on input from the a caller, issuing a command for a 
sWitch to connect the call to the operator equipment, and 
routing a call to the operator equipment using the routing 
system to enable communications betWeen the caller and the 
operator. 

[0059] Illustratively according to this aspect of the present 
invention, the method further comprises the steps of select 
ing a call tour based on the access number and playing the 
call tour to the caller. 

[0060] Further illustratively according to this aspect of the 
invention, the method further comprises the step of querying 
a ?rst database and comparing a ?rst information detectable 
about the call to the database to select the call tour. 

[0061] Additionally illustratively according to this aspect 
of the invention, the method further comprises the steps of 
querying a ?rst database and comparing a ?rst information 
detectable about the call to the ?rst database. Upon failure 
to ?nd a matching value in the database, a second database 
is queried and the ?rst information is compared to the second 
database to select the call tour. 

[0062] Further illustratively according to this aspect of the 
invention, the method further comprises the step of popu 
lating a brand ?eld to play an audible brand to the caller. 

[0063] Additional features and advantages of the inven 
tion Will become apparent to those skilled in the art upon 
consideration of the folloWing detailed description of a 
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preferred embodiment exemplifying the best mode of car 
rying out the invention as presently perceived. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0064] FIG. 1 is a diagram of one embodiment of an 
enhanced services platform shoWing an exemplary caller 
equipment, a routing system, and an operator equipment; 

[0065] FIG. 2 is a diagram of one embodiment of the 
operator equipment in the context of a translation service 
provided to a caller; 

[0066] FIG. 3 is a diagram of one embodiment of the 
routing system and the operator equipment in the context of 
an e-mail service provided to a caller; 

[0067] FIG. 4A is a flow chart shoWing one embodiment 
of a softWare menu module and the operation and steps 
involved When the menu module is run or accessed; 

[0068] FIG. 4B is a flow chart shoWing one embodiment 
of a softWare main module including initial call routing 
determinations, shoWing the operation and steps involved 
When a call is received at the routing system; 

[0069] FIG. 4C is a flow chart shoWing one embodiment 
of a line condition module shoWing the operation and steps 
involved With monitoring the condition of the line; 

[0070] FIG. 4D is a flow chart shoWing one embodiment 
of a billing or payment module, shoWing the operation and 
steps involved When the billing system module is accessed 
or executed; 

[0071] FIG. 4E is a flow chart shoWing one embodiment 
of an operator system module shoWing steps and operation 
When a call is received at the operator equipment; 

[0072] FIG. 5 is a diagram of one embodiment of an 
illustrative enhanced services platform shoWing an exem 
plary sWitch con?guration, an exemplary computer con?gu 
ration, and exemplary connections, and of a communication 
netWork, the Internet, and memory in the form of databases 
accessible by the computer; 

[0073] FIG. 6 is a diagram of one embodiment of a 
portion of a computer shoWing an illustrative “auto op” 
computer, and illustrative programs and interaction betWeen 
and among the auto op computer, programs, sWitch, data 
bases, and other portions of the computer; 

[0074] FIG. 7 is a flow chart shoWing one embodiment of 
a call tour lookup used once a call reaches the auto op 
computer to determine hoW a call is to be handled; and 

[0075] FIG. 8 is a diagram of another embodiment of an 
enhanced services platform. 

DETAILED DESCRIPTION OF THE 
PRESENTLY PREFERRED EMBODIMENTS 

[0076] Referring to FIGS. 1-3, enhanced services plat 
form 10 includes operator services architecture 12 having 
operator equipment 14 and a routing system 16 to selectively 
permit communication betWeen an operator and a caller. The 
caller accesses an operator having access to operator equip 
ment 14 through link 17. Using caller equipment 18, the 
caller can access this operator in any number of Ways, as 
described more fully beloW. The operator and caller com 
municate to complete the services requested by the caller. 
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[0077] As shoWn in FIGS. 2 and 3, enhanced services 
platform 10 further includes softWare 20 cooperating With 
other portions of routing system 16 and operator services 
architecture 12. As a result of this cooperation, a caller gains 
access to the enhanced services provided as part of enhanced 
services platform 10. As shoWn in the embodiment of FIG. 
5, routing system 16 includes a sWitch 22. In another 
embodiment, routing system 16 is operably coupled to a 
sWitch that is included in existing system architecture, such 
as netWork 40 of FIG. 5. Thus, enhanced services platform 
10 can take the form of a platform that includes its oWn 
sWitch(es) or a platform that is implemented into existing 
sWitching architecture Where the sWitch(es) is (are) already 
in place. 

[0078] Enhanced services platform 10 is capable of auto 
matically connecting a caller to enhanced services as 
described herein. Enhanced services platform 10 selectively 
enables a caller to access, and/or fund, the enhanced service 
desired by the caller. As suggested by FIGS. 2 and 3, 
enhanced services are provided by a live operator, Who 
provides one or more of e-mail services 148 including 
preparation and sending, and translation or interpretation 
services 150 (hereinafter “translation services”). 

[0079] As shoWn by Way of illustration in FIG. 5, operator 
equipment 14 may include, for example, operator commu 
nication device 26 including a listening device 28 and 
speaking device 30. Listening device 28 and speaking 
device 30 may be part of a single apparatus such as a headset 
46 commonly used by operators, shoWn in FIG. 5 separated 
from other operator equipment 14. As shoWn in FIG. 5, 
operator communication device 26 may include a separate 
operator base or “teleset”42 that receives a call from routing 
system 16. As shoWn in FIG. 5, teleset 42 may include a 
standard cradle and receiver, may be coupled to headset 46, 
or may include other suitable listening and speaking devices 
28, 30. 

[0080] Further, operator equipment 14 may include an 
operator information device, such as an operator computer 
or Work station 44 as shoWn in FIG. 5, for example. Using 
operator equipment 14, an operator may engage the caller in 
conversation and render services requested by the caller. For 
example, the information device may be an e-mail device 
32, as shoWn in FIG. 3, used by the operator to enter 
information to compose and send an e-mail according to the 
instruction of the caller. Alternatively, the information 
device may be used by the operator as suggested in FIG. 2 
to assist the operator in providing translation services for the 
caller during a call. In this example, the operator may have 
access through the information device to a database or the 
Internet to look up Words With Which the operator is not 
familiar. The information device and communication device 
26, although shoWn separate, may be part of a single device 
such as a computer that can serve as one, the other, or both 
of a communications device and an information device. 

[0081] Caller equipment 18 may include, for example, a 
corded or cordless telephone, a cellular or satellite tele 
phone, a personal digital assistant, a computer, or other 
communications devices. Caller equipment 18 enables a 
caller to initiate a communications session, such as a tele 
phone call (referred to herein as a “call”), in Which the caller 
may access enhanced services. As shoWn in FIG. 5, caller 
equipment 18 is operatively coupled, as described more 
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fully below, to a switch 22 by link 24. Switch 22 may be 
coupled to other switches 34 and links 36 which in turn are 
coupled to other caller equipment 38, and/or further links 
and switches, etc., forming a communications network 40, 
such as shown in FIG. 5. 

[0082] Routing system 16, shown illustratively in FIG. 5 
as including switch 22, is accessible by a caller in a variety 
of ways. For example the caller may dial a toll free number, 
dial a local number, or enter a sequence of digits and/or 
symbols in a call. Additionally, routing system 16 and 
customer equipment 18 can be connected directly from the 
local exchange when the originating number is de?ned as 
one to be routed to switch 22. Further, other providers of 
telecommunications services may have software and archi 
tecture that cooperate to offer a caller using such services an 
opportunity to access the enhanced services described 
herein. Such other providers’ software and architecture may 
be programmed to dial an access number which connects the 
caller to routing system 16. Any of these numbers or digit 
and/or symbol sequences can constitute an “access number” 
which routes a call to routing system 16, switch 22, operator 
equipment 14, a call tour, or a menu module 78, within the 
meaning of the term “access number” as used herein. Further 
still, caller equipment 18 may be con?gured to connect 
directly to routing system 16—for example to ?rst switch 66 
described below—to permit the caller equipment to access 
the enhanced services platform 10 without entering a par 
ticular access number. 

[0083] As illustrated in FIG. 5, enhanced services plat 
form 10 further includes a computer 50 operatively coupled 
to switch 22. As is known to those of ordinary skill in the art, 
computer 50 processes calls initiated by the caller, and 
cooperates with switch 22 to route the call according to 
certain information provided by the caller and/or identi?able 
about the call. Computer 50 can include one or more 
separate computers, which can take a variety of forms. 
Although the term “computer” is used herein, the term is not 
intended to be limiting, and it should be understood that 
other means of processing information are within the scope 
of this disclosure and can be used in place of the embodi 
ment(s) of computer 50 illustratively described herein. For 
example, other suitable computing systems may include one 
or more processors, one or more servers performing one or 

more functions each, and other suitable arrangements. 
Switch 22 can also take a variety of forms, including but not 
limited to a Harris 20-20 and an Alcatel Megahub switching 
system, described in more detail below. 

[0084] As shown in FIG. 5, computer 50 is operatively 
coupled to memory 52. Memory 52 illustratively includes 
?rst database 54 and second database 56, each accessible by 
computer 50. First database 54 includes originating number 
data to determine whether speci?c services are supported by 
the number from which the caller is calling. Second database 
56 includes data relating to the routing and/or handling of 
calls. Other databases, for example database 58 may also be 
coupled to computer 50. As shown in FIG. 5, database 58 is 
accessed by computer 50 through a communications net 
work. In this exemplary con?guration, database 58 is part of 
and accessible through a service offered through SBC SNET 
(formerly Southern New England Telephone of New Haven, 
Conn.) (“SNET”), permitting account monitoring and valid 
ity determination of a payment method selected by the caller. 
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Database 58 contains information from LIDB services 
which indicate the validity of credit cards, calling cards, and 
other methods of payment. 

[0085] As explained further below, a link can be estab 
lished with one or more local databases 54, 56 or database 
58 to determine the validity of a particular payment method, 
so that the call can be terminated, for example, once the 
account has insuf?cient credit to cover a particular charge. 
The above description of databases 54, 56, 58 are exemplary, 
and as known by those of ordinary skill in the art, data 
contained in databases can be stored in numerous locations, 
a single location, can be accessed in a variety of ways, and 
can be stored in a number of tabular or other formats. The 
operation of computer 50 and memory 52 is described in 
more detail below. 

[0086] Illustratively, computer 50 comprises a plurality of 
microprocessing units each performing one or more func 
tions. As illustrated in FIG. 5, one possible con?guration of 
computer 50 includes an automated operator (“auto op”) 
computer 60 and a validation engine or server 62. Auto op 
computer 60 illustratively is a computer including an Intel® 
Pentium III® motherboard (not shown), two serial commu 
nications ports (not shown) a Dialogic 240SC T1 card 
(“communications card”) (not shown) for coupling to switch 
22, a monitor, keyboard and a mouse (the latter three 
components not shown). As illustrated in FIG. 5, auto op 
computer 60 and validation engine 62 are coupled with link 
64. Switch 22 illustratively comprises a ?rst switch 66, 
shown as a MegaHub® available from Alcatel with United 
States of?ces in Calabasas, Calif., a local switch 68, and an 
automatic call distribution (ACD) switch 48. Illustratively, 
local and ACD switches are 20-20 switching systems avail 
able from Teltronics, Inc. of Sarasota, Fla., sometimes 
referred to as Harris 20-20 switches. 

[0087] Referring illustratively to FIG. 5, when a call is 
placed by the caller, the call is received at a ?rst switch 66 
which makes an initial routing decision by querying ?rst 
routing tables (not shown). If ?rst switch 66 concludes the 
call should be routed so as to receive enhanced services, then 
the call is presented or connected to local switch 68. 
Determinations made by ?rst switch 66 may be based on 
such information about the call such as an originating 
number, the circuit on which the call comes to ?rst switch, 
a number that was dialed by the caller, and the like. 

[0088] First switch 66 sends a message to local switch 68 
concerning the call. Computer 50 and local switch 68 
cooperate to evaluate the message to determine further 
routing of the call. The message, illustratively called a 
“Present New Call HIL” message, is sent to auto op com 
puter 60 through link 70. The Present New Call HIL 
message provides call information to auto op computer 60. 
This call information may include the circuit the call is on, 
the access number used to reach local switch 68, the 
originating telephone number, and the like. This call infor 
mation is illustrative, and it is within the scope of this 
disclosure to include additional information, other informa 
tion, or to not include one or more of the listed information. 

[0089] As a result of the routing determination made by 
local switch 68, local switch 68 provides information about 
the call to auto op computer 60. Auto op computer 60 
connects to the call circuit once it is ready, and the call is 
now under the control of the auto op computer 60. Auto op 
















