
US 20090156178A1 

(12) Patent Application Publication (10) Pub. No.: US 2009/0156178 A1 
(19) United States 

Elsey et al. (43) Pub. Date: Jun. 18, 2009 

(54) TECHNIQUE FOR PROVIDING 
PERSONALIZED INFORMATION AND 
COMMUNICATIONS SERVICES 

(76) Inventors: Nicholas J. Elsey, West Linn, OR 
(US); Michael A. Kepler, Aloha, 
OR (U S); Timothy A. Timmins, 
Tigard, OR (U S); Michael T. 
Samudio, Tigard, OR (US) 

Correspondence Address: 
SOFER & HAROUN LLP. 
317 MADISON AVENUE, SUITE 910 
NEW YORK, NY 10017 (US) 

(21) App1.No.: 12/157,608 

(22) Filed: Jun. 11, 2008 

Related US. Application Data 

(60) Continuation of application No. 10/ 896,558, ?led on 
Jul. 21, 2004, noW Pat. No. 7,388,950, Which is a 
division of application No. 09/ 865,230, ?led on May 
25, 2001, noW abandoned, Which is a continuation-in 
part of application No. 09/441,656, ?led on Nov. 12, 
1999, noW Pat. No. 6,870,921. 

(60) Provisional application No. 60/257,913, ?led on Dec. 

Publication Classi?cation 

(51) Int. Cl. 
H04M 3/42 (2006.01) 

(52) U.S. c1. ................................................... .. 455/4141 

(57) ABSTRACT 

A user may utilize a communication device, e.g., a Wireless 
phone, mobile device or personal digital assistant (PDA), to 
contact an information/ call center Where an operator provides 
personalized information and communications services to the 
user in accordance With the invention. Such services include, 
e.g., providing listing information, contacts information, 
appointments information, etc. To provide effective connec 
tivity, for example, When a user locates a phone number in 
his/her private directory using a Web broWser, the user may 
utilize a direct connect feature of the invention to initiate a 
phone call to the desired number over the Internet. In addi 
tion, the invention alloWs for delivery of the appointments 
information to the user not only via voice connection, but also 
SMS, email, facsimile, PDA, etc. It also alloWs for rendering 
a calendaring service in combination With such services as a 
TeleConcierge® service Which helps the user to plan a future 
event, e.g., making a restaurant reservation. An appointment 
record concerning the future event is automatically incorpo 
rated into the user’s calendar once it is successfully planned. 
To personalize the services, at least one pro?le associated 
With the user is used Which speci?es the subscribed services 
and the preferred Ways of receiving them. For example, the 
pro?le may specify use of a special skilled operator, methods 

21, 2000. of delivery of information to the user, etc. 
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TECHNIQUE FOR PROVIDING 
PERSONALIZED INFORMATION AND 

COMMUNICATIONS SERVICES 

[0001] The present application claims the bene?t of US. 
application Ser. No. 09/441,656 ?led on Nov. 21, 1999 under 
35 U.S.C. 120, and the bene?t of US. Provisional Application 
No. 60/257,913 ?led on Dec. 21, 2000 under 35 U.S.C. 119 

(e) 

FIELD OF THE INVENTION 

[0002] The invention relates to a communication system 
and method, and more particularly to a system and method for 
providing personalized information assistance and services. 

BACKGROUND OF THE INVENTION 

[0003] In this information age, people need to be Well 
informed and organized to effectively carry out day-to-day 
activities, especially When they are traveling and aWay from 
their “home” site Where they normally conduct their-busi 
ness. As a result, use of mobile devices Which facilitate 
mobile communications such as personal digital assistants 
(PDAs), and Wireless phones and devices is ubiquitous. For 
example, PDAs of the PALM type alloW users to store and 
organiZe their appointments, to -do lists and contacts informa 
tion. Some PDAs also alloW the users to access the Internet to 
upload and download information, and communicate With 
other people and information sources via email. 
[0004] Similarly, Wireless phones conveniently alloW users 
While traveling to call and communicate With other people. In 
case the users cannot remember the telephone number of a 
contact or it is not handy, or the users Want to obtain directions 
and other information concerning, e. g., restaurants, theaters, 
etc., they can call operators for assistance. To that end, an 
expansive netWork of communication call centers has been 
established Which provides users With nationWide assistance. 
HoWever, for those users Who Would normally be able to call 
upon personal aides at their o?ices, the operators may not be 
as ef?cient or personal in providing information assistance 
and services as their personal aides. For example, by using 
conventional personal information management (PIM) soft 
Ware, a user’s personal aide may maintain for the user a 
directory containing his/her contacts information. Based on 
some description of the contact provided by the user, espe 
cially When the contact is frequently referred to at Work, the 
personal aide oftentimes manages to locate the requested 
information concerning the contact in the user directory. 
Thus, requests such as “I need to reach Bob . . . I forget his last 
name,” “Connect me to Bob atABC Corporation. . . I need his 

direct line,” and “I Want to talk to the sales manager at ABC 
Corporation . . . What is his name?” Would be suf?cient for the 

personal aide to locate the contact information. On the other 
hand, an operator typically needs to knoW at least the com 
plete name of the desired contact and sometimes his/her geo 
graphic location before the operator can search a public direc 
tory for the contact information. In addition, When the user 
requests the contact’s telephone number, an operator nor 
mally provides the desired number verbally While the user 
may prefer to receive it via email or other electronic auto 
mated means for storage and later reference. In that case, most 
likely either the operator cannot meet such a user preference 
or its accommodation Would incur a signi?cant delay. For 
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example, in accommodating the user preference, the operator 
needs to, among others, learn the user’s email address for the 
?rst time. On the other hand, knoWing his/her preference and 
email address, the user’s personal aide Would automatically 
send the requested telephone number to him/her via email 
Without delay. 
[0005] Existing PIM softWare and devices are often used to 
store private directory information and personal data, e.g., 
appointments, to-do lists, etc., but are often not convenient or 
safe tools for providing directory information to telephone 
users. Corporate employees in many cases must manually 
synchroniZe their personal and their corporate directories, 
and such private directories are often out of date or otherWise 
inaccurate, consuming What might otherWise be more pro 
ductive time. 
[0006] Accordingly, there is a need for ef?cient and per 
sonaliZed information assistance for telephone and mobile 
device users comparable to that Which is offered by the users’ 
personal aides or Which the users Would experience in the 
home site. 

SUMMARY OF THE INVENTION 

[0007] In accordance With the invention, a server is 
employed to effectively manage sources of information per 
taining to and about a user, including his/her preferences. 
Such information sources may be in the form of folders con 
taining contacts, appointments, to-do lists, notes, email, 
events, products and other information Which may be tailored 
to the needs of an individual, or a group, e.g., a corporation, an 
organization, or a collection of people having a common 
interest. After identifying a user to the server, the server 
presents, among others, a list of the contacts folders and 
appointments folders associated With the user, and at least one 
option to perform an action on the folders, depending on the 
user’s access rights to the folders. For example, if a folder is 
created by the user, the user, as the oWner of the folder, has 
rights to vieW, edit and even delete the folder. The oWner can 
also appoint additional subscribers to the folder, e.g., read 
only subscribers and administrators, and can also remove 
them later. A read-only subscriber can vieW or read the folder 
entries, but cannot make changes thereto. An administrator 
has, in addition to the vieWing rights, rights to modify the 
folder, but no right to delete the folder. An administrator can 
also appoint or remove read-only subscribers, but not admin 
istrators, to or from the folder. 
[0008] In an illustrative embodiment, the user may access 
the folders directly through a Web interface or indirectly 
through an operator. The operator acts as an agent of the user 
and may possess substantially the same access rights to the 
folders as the user. With access to the user’s folders, the 
operator can be relied upon to e?iciently retrieve the desired 
contact and appointment information, and to modify the 
information if the user has authority to do so. As a result, such 
user requests as “I need to reach Bob . . . I forget his last 

name,” “Connect me to Bob atABC Corporation . . . I need his 

direct line,” and “I Want to talk to the sales manager at ABC 
Corporation . . . What is his name?” Would be su?icient for the 

operator to locate the contact information. HoWever, When 
given more speci?c data about the desired contact, e.g., his/ 
her full name, the operator may also search a national direc 
tory for the desired contact to supplement and/ or con?rm the 
located contact information. The operator can further connect 
the user to the phone number of the desired contact in an 
expeditious manner. Thus, the operator becomes, de facto, a 
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personal aide to the user. However, advantageously, unlike a 
personal aide Who Works a limited number of hours on Week 
days, an operator can be reached all the time. 

[0009] In accordance With an aspect of the invention, the 
contacts and appointments folders may be readily updated by 
synchronization With data sources in a PIM application. To 
that end, the user may specify an association of each folder 
With the PIM data source With Which the folder is to be 
synchronized. In addition, the user may specify the frequency 
of synchroniZations, and the direction(s) of information How 
betWeen the folder and the associated PIM data source. For 
example, the user may specify that any changes to the folder 
are to be re?ected in the associated PIM data source, and/or 
the other Way around. 

[0010] In accordance With another aspect of the invention, 
after a user locates information concerning a desired contact 
in one or more directories, e.g., a contacts folder, Which 
includes the contact’s telephone number, the number is then 
veri?ed and an icon or a link is generated on the directory 
Which is selectable via a Web interface to initiate a commu 
nication connection to the number. For example, the commu 
nication connection may be a voice over Internet protocol 
(VOIP) connection. In an alternative embodiment, When the 
icon is selected, a sWitching system is triggered to establish a 
?rst communication connection to the contact’s telephone 
number, requesting the contact to hold for the user. The 
sWitching system then establishes a second communication 
connection to the user’s telephone number, and bridges the 
?rst connection to the second connection to alloW the user to 
communicate With the contact. 

[0011] In accordance With yet another aspect of the inven 
tion, When a service concerning a future event is provided for 
the user, e.g., making a restaurant reservation for the user, an 
appointment record containing information concerning the 
future event is generated and incorporated in one or more of 
the user’s appointments folders. In addition, the user is 
reminded of the future event by transmitting to the user a 
noti?cation containing at least part of the information in the 
appointment record prior to the future event. Moreover, simi 
lar noti?cations may be transmitted to the invitees of the event 
as invitations. 

[0012] In accordance With still another aspect of the inven 
tion, at least one pro?le associated With a user or group of 
users, e.g., a Wireless telephone user, is employed to provide 
a service, e.g., information assistance, to the user. The pro?le 
Was previously established, and is identi?ed by an identi?er, 
e.g., an automatic number identi?cation (ANI), Which is asso 
ciated With a communication, e.g., a telephone communica 
tion, requesting the service. The pro?le includes preferences 
Which de?ne options of the service. For instance, in providing 
information assistance, one of the preferences may specify 
use of a special skilled operator, e.g., a foreign language 
speaking operator, to handle the information assistance call. 
Other preferences may specify methods of delivery of differ 
ent listing information Which include, e.g., email, facsimile, 
short message service (SMS) transmissions or other delivery 
methods. In addition, the user may specify in a pro?le his/her 
preferred types of events, areas of interest, food, products, 
services, manufacturers, merchants and other personal pref 
erences, e.g., preferred music, fashion, sports events, restau 
rants, seating on a plane, siZes of jackets, etc. Such a pro?le 
may be used by a server to tailor the content of information 
delivered automatically to the user as soon as the information 
becomes available. For example, based on one such pro?le, 
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the server, Without being prompted by the user, communi 
cates from time to time to the user any sales and advertisement 
information concerning his/her favorable products, services, 
manufacturers and merchants; and neWs and information 
concerning his/her preferred types of events and areas of 
interest. Of course, such information may also be obtained 
upon user’s request. 
[0013] It should be noted that the preferences in a pro?le 
may vary With time, and may be adjustable depending on 
different conditions. For example, preferences applicable to 
the day time may be turned off in the evening, at Which time 
another set of preferences may control. Similarly, preferences 
applicable to Weekdays may be turned off on Weekends in 
favor of a second set of preferences selected for Weekends. 
Advantageously, by using the pro?le, the user is automati 
cally provided With a personaliZed service, Without the need 
of otherWise repeating the preferences, e.g., each time When 
calling an operator to obtain information and assistance. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0014] Further objects, features and advantages of the 
invention Will become apparent from the folloWing detailed 
description taken in conjunction With the accompanying 
draWing shoWing an illustrative embodiment of the invention, 
in Which: 
[0015] FIG. 1 illustrates a communications system includ 
ing information/ call centers in accordance With the invention; 
[0016] FIGS. 2A and 2B are block diagrams of components 
of the communications system of FIG. 1; 
[0017] FIG. 3 illustrates a Login graphical user interface 
(GUI) for providing personaliZed information and communi 
cations services in accordance With the invention; 
[0018] FIG. 4 illustrates a Home GUI in accordance With 
the invention; 
[0019] FIG. 5 illustrates an Edit GUI in accordance With the 
invention; 
[0020] FIG. 6 illustrates a GUI containing contact informa 
tion in accordance With the invention; 
[0021] FIG. 7 illustrates a View GUI in accordance With the 
invention; 
[0022] FIG. 8 illustrates a ?rst example of caller identi?ca 
tion (CID) data to be transmitted to a called station in accor 
dance With the invention; 
[0023] FIG. 9 illustrates a second example of CID data to be 
transmitted to a called station in accordance With the inven 

tion; 
[0024] FIG. 10 illustrates a third example of CID data to be 
transmitted to a called station in accordance With the inven 

tion; 
[0025] FIG. 11 illustrates a fourth example of CID data to 
be transmitted to a called station in accordance With the 

invention; 
[0026] FIG. 12 illustrates a GUI particularly useful for an 
operator to search for directory information concerning a 
desired party in accordance With the invention; 
[0027] FIG. 13 illustrates a user computer for accessing the 
personaliZed information and communications services; 
[0028] FIG. 14 illustrates a Home page presented on the 
user computer of FIG. 13; 
[0029] FIG. 15 is a How chart depicting a ?rst process for 
realiZing a direct connect feature of the invention; 
[0030] FIG. 16 is a How chart depicting a second process for 
realiZing a direct connect feature of the invention; 
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[0031] FIG. 17 illustrates a DAILY VIEW page of an 
appointments folder in accordance With the invention; 
[0032] FIG. 18 illustrates a MONTHLY VIEW page of an 
appointments folder in accordance With the invention; 
[0033] FIG. 19 illustrates anADD APPOINTMENT VIEW 
page for adding an appointment record to an appointments 
folder in accordance With the invention; 
[0034] FIG. 20 is a How chart depicting a process for car 
rying out certain calendaring functions in accordance With the 
invention; 
[0035] FIG. 21 illustrates an arrangement for providing 
personalized information and communications services to a 
user based on the user pro?le(s); and 
[0036] FIG. 22 illustrates a user pro?le in accordance With 
the invention. 
[0037] FIG. 23 illustrates another user pro?le in extensible 
markup language (XML) Which is equivalent to that of FIG. 
22. 

DETAILED DESCRIPTION 

[0038] The invention is directed to providing personalized 
information and communications services to users, e. g., tele 
phone and mobile device users, especially When they are 
aWay from their “home” site from Where they normally con 
duct their business. An objective of the invention is to provide 
the users With the personalized services comparable to those 
Which are offered by the users’ personal aides, or Which the 
users Would experience in their home site. The invention is 
realized by providing the users With information management 
tools Which include private directory, direct connect, calen 
daring and user pro?le functions described beloW. In accor 
dance With the invention, such management tools can be 
?exibly de?ned by the users to effectively handle dynamic 
information. The latter may include, e.g., sales and price data 
Which varies With time, and user pro?le preferences adjust 
able depending on different conditions, e.g., Weekdays vs. 
Weekends, daytime vs. evening, travel in business class vs. 
?rst class When one of the classes is full, and Whether the user 
is in a roaming calling area. In accordance With an aspect of 
the invention, an expansive netWork of information/call cen 
ters are used Where operators can effectively provide the users 
With the personalized information and communications ser 
vices. Such services may include, e.g., providing directory 
information, movie listings, restaurant recommendations, 
directions to various places, etc.; making reservations; send 
ing invitations; administering appointments calendars; tick 
eting and conducting other transactions for the users. It 
should be pointed out that the term “operator” here broadly 
encompasses entities that are capable of providing assistance 
in a telecommunication environment, including Without limi 
tation human operators, voice response/recognition capabili 
ties, Web-enabled operator services, and other automated and 
electronic access. 

[0039] FIG. 1 illustrates a system embodying the principles 
of the invention, Which includes Wide area netWork (WAN) 3 0 
covering an extensive area. WAN 30 can be an Intemet-based 
netWork such as the World Wide Web or a private intranet 
based netWork. In this illustrative embodiment, WAN 30 con 
nects operators dispersed throughout a Wide coverage area in 
information/call centers 21 through 27. Each of information/ 
call centers 21 through 27 covers one or more regional cov 
erage areas. One or more information hubs 10 are also 
included in WAN 30. An information hub 10 includes one or 
more personalized information servers 28 Which are acces 
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sible by the operators in the system and one or more databases 
20 in Which users’ contacts, appointments and other folders 
and information are stored and maintained. Such folders and 
information may also be stored locally at one or more of the 
information/call centers. The folders and information at dif 
ferent centers are synchronized. Synchronized databases pro 
vide necessary backup as Well as support to roaming mobile 
device users. 

[0040] It should be noted at this juncture that although the 
ensuing discussion illustratively focuses on contacts and 
appointments folders, it similarly applies to other folders 
containing, e. g., to-do lists, notes, email, events, products and 
other information Which may be tailored to the needs of an 
individual, or a group, e.g., a corporation, an organization, or 
a collection of people having a common interest. Thus, in this 
illustrative embodiment, the contacts and appointments fold 
ers contain contacts and appointments information pertaining 
to an individual or a group. For instance, an individual may 
Want to create multiple contacts (appointments) folders for 
different purposes. Such contacts (appointments) folders may 
include a personal contacts (appointments) folder containing 
personal contacts (appointments) information, a business 
contacts (appointments) folder containing business contacts 
information, and a softball group contacts (appointments) 
folder containing contacts (appointments) information Which 
pertains to the softball league to Which the individual belongs. 
The creator of a folder by default is the “oWner” of the folder, 
although the oWnership of the folder is transferrable. For 
example, in the event that the individual oWner may Want to 
alloW his/her spouse to access the personal contacts folder, 
the oWner can grant the spouse the right to vieW the folder 
entries only. The spouse Would then become a “read-only” 
user of or subscriber to the folder. Furthermore, the oWner 
may Want to alloW the spouse to modify the personal contacts 
folder to add his/ her oWn contacts information thereto. In that 
case, the spouse Would become an “administrator” of the 
folder. 

[0041] Thus, in the ?rst instance, the oWner of a contacts or 
appointments folder is the only subscriber and has sole access 
to the folder. The oWner can appoint additional subscribers to 
the folder, e. g., read-only subscribers and administrators, and 
can also remove them later. A read-only subscriber can vieW 
or read the folder entries, but cannot make changes thereto. 
An administrator has, in addition to the vieWing rights, rights 
to modify the folder, but no right to delete the folder. An 
administrator can also appoint or remove read-only subscrib 
ers, but not administrators, to or from the folder. 

[0042] A group, e.g., a company, may take advantage of the 
invention by keeping the contacts information of all of its 
employees in a contacts folder. Different levels of access may 
be set up for different employees. For example, some employ 
ees may be provided access to the actual contact details con 
tained in the contacts folder. In contrast, other employees may 
only have the ability to place calls, Without being supplied 
With the contact details of the party called. 

[0043] In this illustrative embodiment, a contacts (appoint 
ments) folder may be created and maintained (1) through the 
Internet or other communications means; (2) through an 
agent, e. g., an operator; and/ or (3) using a PIM. In case (3), by 
running a synchronization engine, any contacts (appoint 
ments) information Which has been changed (added, edited or 
deleted) in a PIM data source may be updated in the corre 
sponding contacts (appointments) folder, and vice versa, sub 
ject to the access rights of the user. 
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[0044] In case (2), a user may access a contacts (appoint 
ments) folder through communications With an operator at an 
information/call center via telecommunication media, e.g., 
Wireless telephone, Wireline telephone, voice over Internet 
protocol (VoIP), PDA, VPN, etc. The operator, as explained in 
more detail beloW, is generally provided With Web browsing 
capabilities, telephone facilities as Well as fully-featured 
operator user interface applications Which facilitate the 
searching, retrieval and administering of database 20 through 
server 28. It is Well understood that operators generally 
receive and respond to requests for information and commu 
nications services. 
[0045] In accordance With the invention, an operator to 
Whom a user (i.e., a read-only subscriber, administrator, or 
oWner) of a contacts (appointment) folder corresponds is 
provided at least the same access rights to the folder as the 
user. Thus, if the operator corresponds to a “read-only” sub 
scriber, the operator may only vieW the contacts (appoint 
ments) folder but not change it. On the other hand, if the 
operator corresponds to an oWner of the folder, the operator 
has full access rights to the folder. HoWever, an operator has 
additional access rights. For example, if a user has changed 
telephone numbers, an operator is alloWed to change the 
association of the user’s folders from the old telephone num 
ber to the neW telephone number. This situation is frequently 
encountered When users change Wireless carriers. The opera 
tor may con?rm that the carrier to Which the user subscribes 
alloWs creation of contacts (appointments) folders and, if so, 
may record certain information concerning the user including 
a passWord, a username, and/or an email address to provide 
the personaliZed services in accordance With the invention. 
[0046] Referring to FIGS. 2A and 2B, information/call cen 
ter 100 (Which generically represents one of aforementioned 
information/call centers 21 through 27) is attended by opera 
tors, Which includes sWitching matrix platform 114 con 
nected to one or more external T1 voice connections 112 and 
one or more corresponding T1 data connections 113 from 
carrier netWorks. SWitching matrix platform 114 is also con 
nected via T1 communication links to channel bank 116 for 
coupling to operator telephones 118. 
[0047] Each operator is equipped With a terminal 120 that 
includes a monitor, mouse and keyboard With associated dial 
ing pad. The operator terminals are coupled over data netWork 
124 to database server 126, alloWing an operator to access the 
data in database server 126 through operator terminals 120. 
Database server 126 contains, among other things, public 
directory information. 
[0048] Data netWork 124 further connects to voice 
response unit (V RU) 130, pro?le gateWay 321 described 
beloW, and sWitching matrix host computer 128 (also knoWn 
as a PBX host), Which in turn is connected to sWitching matrix 
platform 114 by sWitch data link 122. Data netWork 124 
consists of, but is not limited to, local area netWork (LAN) 
127, best seen in FIG. 2B. LAN 127 may connect to other 
similar remote LANs 129 to form WAN 30 in FIG. 1. LANs 
127 and 129 are connected to one another and to Internet 121 
via routers 125. 

[0049] A user’s telephone, computer, PDA or other tele 
communication device 144 communicates via communica 
tions netWork 146 Which is connected to carrier netWork node 
142 and carrier sWitching center 140. T1 voice connections 
112, or voice links, provide connection betWeen the informa 
tion/ call center’s sWitching matrix platform 114 and the car 
rier’s sWitching center 140, through Which incoming infor 
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mation assistance calls are received. T1 voice connections 
112 further provide connection to the carrier netWork over 
Which outgoing calls are placed (Which netWork may be dif 
ferent than that used for incoming calls). Similarly, Ti data 
connections 113, or data links, provide a signaling connection 
betWeen the information/ call center’s node (not shoWn) and 
carrier netWork node 142, through Which incoming and out 
going signaling messages are transported. The information/ 
call center node is contained Within sWitching matrix plat 
form 114, but one With skill in the art Will appreciate that the 
information/call center node could also be a physically dis 
tinct component. If the outgoing call is being placed over a 
different netWork than that on Which the incoming call Was 
received, a second data connection to the outgoing netWork 
Will be established. 
[0050] SWitching matrix platform 114 is conventional 
Which includes digital signal processing circuitry providing 
the requisite conference capability, and DTMF and multi 
frequency (MF) tone generation/detection capabilities. In this 
illustrative embodiment, sWitch 114 supports digital TI con 
nectivity. The operation of sWitching matrix platform 114 is 
governed by computer-readable instructions stored and 
executed on sWitch matrix host computer 128. 
[0051] VRU 130 is employed to play the constantly 
repeated parts of an operator’s speech, namely the various 
greetings and signoffs (or closings), and the caller’s desired 
telephone number Where requested. Not only does this system 
provide a voice-saving and monotony-relief functionality for 
the operators, it performs a “branding” function (i.e., the 
pre-recorded messages incorporate the name of the telephone 
company through Which the caller Was routed to the informa 
tion assistance service), and it also reduces the amount of time 
an operator is actually connected to a caller. VRU 130 may 
also contain a voice recognition system for receiving verbal 
input from a party connected to the VRU. 
[0052] VRU 130 is connected via data netWork 124 to 
sWitching matrix host 128 (to Which it acts as a slave proces 
sor) and via one or more T1 spans to sWitching matrix plat 
form 114. Each VRU 130 When more than one is employed in 
information/call center 100, connects to sWitching matrix 
platform 114 via a separate voice server link. VRU 130 com 
prises a general purpose computer incorporating one or more 
voice cards, Which serve as the interface betWeen VRU 130 
and the T1 span to sWitching matrix platform 114. A voice 
card in VRU 130 monitors and controls communications over 
the T1 span. Its capabilities include telephone tone detection 
and generation, voice recording and playback, and call 
progress analysis. Similar to sWitching matrix platform 114, 
VRU 130 is capable of detecting connection status condi 
tions, detecting caller keypresses, and generating tones. 
[0053] At appropriate stages in a call progression, sWitch 
ing matrix host 128 initiates a voice path betWeen VRU 130 
and sWitching matrix platform 114 such that the caller, or the 
caller and the operator, are able to hear Whatever pre-recorded 
speech is played on that circuit by VRU 130. SWitching 
matrix host 128 then instructs VRU 130, via data netWork 
124, What type of message to play, passing data parameters 
that enable VRU 130 to locate the message appropriate to the 
call state, the service-providing telephone carrier, and the 
operator. 
[0054] Database server 126 enables the operator to search 
not just by name and address, but also by type of goods/ 
services and/ or geographical region, or by any other attribute 
in the caller record, including phone number. 
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[0055] Users of a particular telephone carrier or company 
may dial, speak or otherwise communicate the access digits, 
access codes or retail numbers, or input an address or a URL 

established for information assistance by that company. The 
instant example assumes that the user dials the designated 
access number, e.g., “411”, “*555,” “555-1212” or “00.” The 
participating telephone company’s oWn sWitching system 
Will then reroute the call to information/call center 100 (via a 
T1 channel), Where it appears as an incoming call. 

[0056] Automatic call distribution (ACD) logic is used to 
queue (if necessary) and distribute calls to operators in the 
order in Which they are received, and such that the call tra?ic 
is distributed evenly among the operators. In other embodi 
ments, other distribution logic schemes are utiliZed, such as 
skills-based routing or a priority scheme for preferred callers. 
The queue is maintained by sWitching matrix host 128. 

[0057] When a call is connected to an operator, sWitching 
matrix host 128 directs VRU 130 (also conferenced into the 
call) to play a greeting message, using a message prerecorded 
by the connected operator. Both the operator and the caller 
hear the message, Which incorporates the name of the service 
or company to Which the caller is a subscriber (in other Words, 
the call is “branded”). The message ends With a prompt, thus 
cuing the caller to volunteer What information they are seek 
ing. When the automated greeting is complete, the VRU is 
disconnected, and the operator and the caller are left con 
nected by a 2-Way speech path. From this point, the caller is 
interacting With a live operator. 

[0058] As mentioned before, a user may create, maintain or 
access a contacts (appointments) folder via the Internet or 
other communications means, or through an operator Who in 
turn may create, maintain or access the folder on behalf of the 
user. Without loss of generality, the user in this instance Wants 
to access a contacts folder through an operator. To that end, 
the user uses telecommunication device 144, e.g., a Wireless 
phone, to call an operator at a designated access number. Let’s 
say the call is routed to information/ call center 100 Where an 
operator attends to the call. After the user communicates to 
the operator his/her needs, the operator at terminal 120 
accesses personaliZed information server 28 through WAN 30 
(or alternatively Internet 121). In response, server 28 presents 
on terminal 120 a Login graphical user interface (GUI), 
Which is illustrated in FIG. 3 . As shoWn in FIG. 3, the operator 
is prompted to enter the user’s phone number or username to 
identify the user, and a passWord to verify that the user is 
authoriZed to access the personaliZed information and com 
munications service in accordance With the invention. 

[0059] It should be noted at this point that the user identi 
?cation and passWord are established beforehand through a 
registration process. For example, to join the personaliZed 
service, the user can call an operator at the designated access 
number. As part of the registration, the operator enters at a 
user data Web page on server 28 the user identity, username, 
passWord, and telephone number of the particular telecom 
munication device, e.g., Wireless phone in this instance, 
Which the user Would use to call the service in the future. It is 
particularly advantageous to use such a phone number (also 
knoWn as a mobile directory number (MDN) in the case of a 
Wireless phone number) to identify the user since the calling 
number Would be automatically captured at information/call 
center 100 When the user calls. Speci?cally, platform 114 in 
center 100 in a Well knoWn manner derives, from the call 
set-up signals associated With the user’s call, the user’s phone 
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number from Which the call originates, also knoWn as the 
automatic number identi?cation (ANI). 
[0060] Thus, referring to FIG. 3, the ANI of the user is 
automatically provided in entry 301 by platform 114, thereby 
obviating the need of the operator’s eliciting from the user, 
and entering, the required phone number or username. (In the 
event that such anANI is not automatically available, the user 
may supply, With or Without prompting, the necessary iden 
ti?cation.) At entry 304, the operator enters the passWord 
provided by the user to complete the login process. The login 
information is then transmitted to server 28, Where it checks 
the aforementioned user data Web page to verify the received 
AM and passWord. After they are veri?ed, server 28 identi?es 
from the user data Web page all of the contacts folders and 
appointments folders associated With the received ANI, and 
the user’s access rights thereto. Server 28 then presents to 
terminal 120 a Home GUI, listing all such contacts and 
appointments folders. 
[0061] FIG. 4 illustrates such a Home GUI, Which lists, 
among others, contacts folders 403 and 405 designated 
“Company Contacts” and “My Contacts,” respectively. The 
oWners of folders 403 and 405 are identi?ed to be “Joe Smith” 
and the “User,” respectively. After checking the access rights 
of the user to folders 403 and 405 in the aforementioned user 
data Web page, server 28 determines that the user is a read 
only subscriber to folder 403 and an oWner of folder 405. As 
a result, the user is afforded option 411 Which is selectable to 
vieW information concerning the contacts in folder 403. Since 
the user is the oWner of folder 405, the user is afforded option 
415 to edit the contacts information in folder 405. Also by 
selecting option 415, the user (through the operator acting as 
an agent of the user in this instance) is able to vieW the 
contacts information therein, With or Without actually editing 
it. It should be noted that in this example, it is understood that 
the user’s actions upon folders 403 and 405 are through the 
agency of the operator. Such an agency relationship should be 
apparent in the context of the description of the example even 
though the repetition of this relationship may be omitted from 
time to time for fear of verbosity. Moreover, the user, as the 
oWner of folder 405, is afforded option 417 to delete folder 
405, and option 419 to appoint neW administrators and/or 
read-only subscribers to folder 405, remove their association 
from the folder, and/or change their access level. 
[0062] In addition, the Home GUI of FIG. 4 lists appoint 
ments folders 407 and 409 designated “Company Calendar” 
and “My Appointments,” respectively. Although the calen 
daring aspects of the invention are fully described beloW, it 
suf?ces to knoW for noW that depending on the user’s access 
rights to appointments folders 407 and 409, the user likeWise 
is alloWed to perform certain actions thereupon. For example, 
as a read-only subscriber to folder 407, the user is afforded 
option 421 to vieW the appointment records therein. As the 
oWner of folder 409, the user is afforded option 425 to edit/ 
vieW the appointment records therein, option 427 to delete the 
folder, and option 429 to appoint neW administrators and/or 
read-only subscribers to folder 409, remove their association 
from the folder, and/or change their access level. The user is 
also afforded option 433 to create a neW contacts folder, and 
option 435 to create a neW appointments folder. 

[0063] By Way of example, instructed by the user, the 
operator in this instance selects option 415 to edit/vieW con 
tacts information in folder 405. In response, server 28 pre 
sents on terminal 120 an Edit GUI, listing the contacts infor 
mation in folder 405. This GUI is illustrated in FIG. 5, Where 




















