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Time of communication: 21.04.33_ 

Agent identi?cation: _Agent 007_ 

Purpose of communication: 

Were you satis?ed with the agent's 
handling of the communication? 

Yes D No CI 
Do you strongly Wish to communicate with 
this agent in future tranasctions? 

Yes II No CI 
Would you prefer to avoid this agent in 
?lture transactions? 

Yes D No Cl 

Comments: 

Fig. 2 
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CUSTOMER-ENABLED EVALUATION AND 
AND CONTROL OF COMMUNICATION 

CENTER AGENT CONTACT 

BACKGROUND OF THE INVENTION 

[0001] 1. Field of the Invention 
[0002] This invention is in the ?eld of communication cen 
ter technology, and pertains more particularly to enabling 
customers of communication centers to evaluate agents of the 
center and to exercise some measure of control over contact 

With agents. 
[0003] 2. Description of RelatedArt 
[0004] Communication centers and related technology are 
very Well-knoWn in the art, and most people have had expe 
rience With contacting a communication center for any of a 
variety of services. For example, vendors of electronic appli 
ances, banking services, insurance companies, and a nearly 
inexhaustible supply of businesses have reason to deal With 
large numbers of clients seeking service, through communi 
cation centers. 

[0005] These communication centers Were until relatively 
recently before the ?ling of the present application termed 
call centers, because the technology applied in the main to 
telephone calls; originally conventional connection-oriented 
sWitched technology (COST) calls, and more recently data 
netWork telephone (DNT) calls. More recently such centers 
have expanded to provide communication through text mes 
saging, emails, chat rooms, and any and every means of 
communication. 
[0006] It is true, as stated above, that most people, as of the 
time of ?ling the present application, have had some experi 
ence With one or more communication centers, and, unfortu 
nately, the experiences are not alWays reWarding. It is com 
mon for callers to be routed to queues, such as in an automatic 
call distribution (ACD) system. These delays can be frustrat 
ing, and technology has advanced to offer call back services 
and the like, Wherein a caller may elect to be called at a certain 
time and place of the callers choosing. 
[0007] After being connected to an agent, a caller may 
sometimes discover, even after the delay, that the agent is the 
Wrong agent, and the call must be re-routed. And even When 
the connection is to an agent that might help, not all agents are 
equal and alWays even-tempered and helpful, and not all 
callers are compatible With all agents. Customers may quite 
often come aWay from such an experience dissatis?ed or 
angry. 
[0008] Since happy customers are a desirable outcome of 
nearly all contacts, it has occurred to the present inventor that 
it Would be in the interest of an enterprise that uses call centers 
to have access to the opinions of customer/callers relative to 
the performance of agents of the center, and it might also be 
desirable and bene?cial to even alloW some control by callers 
of to Which agents their calls might be directed. 

BRIEF SUMMARY OF THE INVENTION 

[0009] The inventor, in an effort to enhance customer sat 
isfaction, and therefore the potential for future business for an 
enterprise hosting a communication center for providing ser 
vices to customers, has determined a need for customers to 
have some input in setting rules for routing transactions of 
those particular customers to agents, under certain condi 
tions. 
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[0010] In one embodiment a communication center is pro 
vided, comprising agents operating at Workstations and 
enabled to interact With customers, a router for routing 
incoming transactions from customers to agents, and routing 
rule sets associated With speci?c customers. Individual ones 
of the rule sets include one or more constraints set by the 
customer associated With the rule set. 
[0011] In another aspect of the invention a method for man 
aging contact preferences in a communication center is pro 
vided, comprising steps of (a) providing customers during or 
after an interaction With an agent a mechanism for indicating 
one or more preferences regarding future contacts With the 
same agent; (b) storing constraints input from customers in 
rule sets associated With speci?c customers for use by a 
transaction router; and (c) using a customer ID, accessing the 
stored constraints by the router, and incorporating the con 
straints in routing in the event of a subsequent transaction 
from a customer. 

[0012] In yet another aspect a router for routing transac 
tions to agents in a communication center is provided, com 
prising a mechanism for identifying a customer upon receiv 
ing a transaction to route, stored rule sets associated With 
individual customers, and a mechanism for ?nding a rule set 
associated With the customer Who initiated the transaction, 
and for applying the rule set in routing the transaction. 
[0013] In various embodiments of the invention, for the ?rst 
time a mechanism is afforded for customers to set routing 
constraints. 

BRIEF DESCRIPTION OF THE SEVERAL 
VIEWS OF THE DRAWINGS 

[0014] FIG. 1 is a diagram of a communication center in an 
embodiment of the present invention. 
[0015] FIG. 2 is an illustration of an interactive WindoW in 
a display for initiating or editing a rule set in an embodiment 
of the invention. 

DETAILED DESCRIPTION OF THE INVENTION 

[0016] FIG. 1 is a diagram illustrating a communication 
center 17 connected through both a publicly-sWitched tele 
phone netWork (PSTN) and an Intemet-Protocol NetWork 
Telephony (IPNT) netWork 15 to customer phones repre 
sented either by telephone 12 or 14, and to customer computer 
stations represented by station 16. This diagram is meant to be 
exemplary of communication service centers in general, and 
not to be speci?cally limiting in embodiments of the inven 
tion. It is Well-knoWn that there are a Wide variety of Ways 
such communication centers may be implemented, and some 
may provide media and services that others do not. 
[0017] In exemplary center 17 agent stations are repre 
sented by stations 31, 33, 35 and 37, and each agent station is 
illustrated With a telephone (47, 49, 51 and 53), and a com 
puter (39, 41, 43 and 45). These are stations Where agents 
Work in the communication center and to Which calls and 
other transactions from customers and others may be routed 
and connected. The four stations illustrated are exemplary, 
and there may be feWer or many more agent stations. More 
over, some agents associated With the center may Work at 
home or other sites (remote agents), and still operate as agents 
of the center. Further, the architecture at agent stations may 
vary Widely as Well, and there are many sorts of communica 
tion devices that might be used, and many sorts of computers 
executing many sorts of softWare. 



US 2009/0168989 A1 

[0018] In center 17 agent stations are shown interconnected 
on a local area netWork 55, Which is common, and several 
servers 57, 79 and 77 are illustrated as Well. The servers may 

store data and execute software for use by agents. For 
example, one of the servers may be a statistical server (Stat 
Server) keeping track of transaction activity, call duration, 
and much other information for use by agents, other opera 
tional softWare associated With the center, and also by routing 
functions associated With the center. 

[0019] A telephony sWitch 27 is shoWn connected to agent 
stations by internal telephone lines 56, and by a trunk line 23 
to a netWork-level sWitch 19 in PSTN netWork 13. SWitch 27 
receives incoming calls from sWitch 19 and routes same to 
agents at agent stations. Such calls are typically queued and 
routed by softWare running as a part of a computer telephony 
integration (CTI) server 67, Which is enabled to monitor all 
transactions of sWitch 27, and also to control sWitch 27. 

[0020] In its routing functions CTI server 67 may access 
information stored and updated in other servers, such as the 
Stat Server described above, and may make routing decisions 
based on many factors, such as load, caller ID, agent skill, and 
much more. 

[0021] In this particular center an ISPN server 29 is illus 
trated as connected to LAN 55 and to a server 21 in Internet 

15, also connected to a CTI server 22 by connection 24. 
Another CTI server 61 connects to sWitch 19 in the PSTN by 
connection 65, and the CTI servers are interconnected by link 
66. The CTI servers may thus communicate on lines separate 
from the communication lines, to coordinate activities of the 
sWitches and nodes to Which they are connected. 

[0022] SWitch 19 in the PSTN in this example receives calls 
from customers, the calls represented as coming from tele 
phone 12, Which is meant to be representative of all PSTN 
capable devices that customers might use. In some cases such 
calls may originate in different netWorks in different proto 
cols, and may ?nally arrive at sWitch 19, to be routed on to 
sWitch 27 in the call center. 

[0023] IPNT calls are received by server 21 in the Internet 
netWork, from callers and devices represented by telephone 
14, Which is meant to represent all sorts of devices that may 
originate IPNT calls. Such calls may originate at Widely 
variant sources in different formats, and may be converted 
and routed in different Ways before reaching server 21. At 
server 21 such calls are routed on to server 29 in the commu 

nication center, Where they may be further routed on LAN 55 
to agent stations. The agent stations may handle these calls 
using softWare executing on station computers, or by other 
devices (smart telephones and the like). The telephones and 
computer indications at agent stations are meant to represent 
all of these sorts of devices that might be used. Server 29 has 
access to Stat Server as Well, and may execute the same or 
similar softWare for queuing and routing transactions that 
may be used by CTI server 67 in routing PSTN calls. In 
another embodiment there may be a CTI server connected and 
operable With server 29 as Well, and in another an integrated 
sWitch and server may handle and route both ISPN and PSTN 
calls. 

[0024] Other sorts of transactions than IPNT calls may be 
sent to communication center 17 by customers in this 
example, such as emails, text messages, chat sessions, and 
more, and these are represented as originating at computer 16, 
meant to represent all sorts of devices that may connect to 
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Internet 15 in all sorts of Ways, and originate such transac 
tions, Which may be then routed on the server 29, and by LAN 
55 to agents at agent stations. 

[0025] In folloWing description IPNT calls, PSTN calls, 
text messages, emails, and all sorts of other transactions origi 
nated by customers of call center 17 to call center agents, 
typically for service, are referred to as transactions, Which 
When used should be taken to mean any or all such transac 

tions, unless otherWise noted. 

[0026] In a typical transaction an agent and a customer 
interact. The interaction may be in real time, as in a PSTN 
call, or may be near real time, as in a chat session, or may be 
delayed, such as in email and email reply. Typically a cus 
tomer, especially in a real-time transaction, may have been 
delayed and on hold in a queue While Waiting for an active 
agent, and may be impatient. 
[0027] When a transaction betWeen a customer and an 
agent is complete, the customer Will invariably have a fresh 
opinion of the performance of the agent in representing the 
enterprise that hosts the communication center. In some cases 
that opinion Will be positive of the agent (and therefore may 
re?ect Well on the enterprise). The customer Who has had such 
a positive experience may Well prefer to interact With the 
same agent on any subsequent contact, but Would typically 
not be aWare of any Way that might be done. Alternatively the 
customer may have had an ordinary experience, be at least 
marginally satis?ed, and may not care at all Whether the same 
agent might be available again. In other cases a customer may 
have had an unsatisfactory, even a bitter experience, and 
might not ever Wish to deal With the same agent, and still 
Would not knoW hoW to accomplish such a constraint. 

[0028] In an embodiment of the present invention the cus 
tomer is enabled to register his/her opinion With the enter 
prise, and to exercise at least some measure of control over 
future contacts. A key element in the invention is that, as 
described above, a customer may have no notion of hoW an 
opinion and/or contact control may be exercised. So, in an 
embodiment of the invention the functionality is provided, 
and the customer is informed of its availability. 

[0029] In one embodiment a customer engaged in a live all 
With an agent may simply be informed by the agent that 
he/ she may stay connected after a call, and be redirected to a 
survey system that alloWs the customer to register an opinion 
concerning the agent, the service, the product or any other 
opinion the customer may Wish to register With the enterprise. 
Such surveys are relatively Well-knoWn in the art, and may be 
conducted live by the same or another agent asking questions 
and recording or entering responses, or may be conducted, for 
example, by an interactive voice response system. Server 57, 
for example, may be an IVR system to Which the customer, if 
Willing, may be transferred at the end of a transaction, and the 
IVR may present the customer With speci?c yes/no questions, 
or even afford the customer an opportunity to record a more 

narrative recitation of an opinion. 

[0030] In one embodiment one of the questions presented 
might be: “In further contact, do you have a strong preference 
for interacting With the same agent in the last discussion?” 
Another might be of the form: “In further contact do you have 
a strong desire to avoid contact With the same agent as in the 
last discussion?”. An important element in the present inven 
tion is that a customer response “Yes” or positive indication to 
either of these questions, or very similar questions, may be 
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recorded by the system in Stat Server 79, to be used by the 
routing system of the communication center in further rout 
ing. 
[0031] As an example of such a routing constraint, a cus 
tomer is informed, either by an agent in a service interaction 
or by an automatic message, that he/ she may elect to interact 
With a survey system. The customer elects to participate, and 
at the end of the interaction With the agent, is connected to 
IVR server 57, Which elicits a response from the customer that 
he/ she indeed prefers never to interact With the same agent 
again. The customer may also describe Why, and the system 
may store that information for use by the enterprise in other 
Ways. 
[0032] Having received the “prefer not to interact With this 
agent again” preference of this particular customer, the IVR 
system 57 stores that information in Stat Server 79, or in a 
database such as a historical interaction, Customer Relation 
ship Management or a Customer Interaction System data 
base, associated With identi?cation of both the customer and 
the agent. It shouldbe appreciated by one skilled in the art that 
the particular choice of Where the data stored is not essential, 
but rather it is the nature of the data stored that is important to 
the invention. The customer ID may be a name, an origination 
number from a previous call, and the like. The agent id may be 
an enterprise assigned ID, a name or the like, and may (or may 
not) include an agent station ID. 
[0033] In an embodiment of this invention, routing func 
tionality executed by CTI server 67 and server 29 accesses 
information in Stat Server 79 for each call received, and in the 
event of a subsequent call from the same origination number, 
or somehoW identi?ed as the same caller, the routing system 
accesses Whether the same agent is current and available, and, 
if possible, routes the call, or queues the neW call to be routed, 
to an agent other than the agent the customer Would prefer to 
avoid. 
[0034] Conversely, if the information in Stat Server 79 is 
that the customer identi?ed as the caller in a neW call received, 
has indicated that he/ she strongly prefers interacting With a 
particular agent, then the router attempts to route the call to 
that agent, if available. 
[0035] In a variant embodiment, a customer may indicate 
more than one agent preferred, and even a priority preference, 
and more than one agent to avoid, and perhaps a priority 
preference, and the routing intelligence Will attempt to satisfy 
the constraints. In still another variant the routing system, 
having no good alternative may route the call to the same 
agent, even though the customer has a strong preference to 
avoid, and may inform the customer, and give the customer an 
opportunity to call back When the constraint may more 
readily be satis?ed. 
[0036] In another embodiment the transaction may be an 
email, or other text-type message, such as SIM, and the cus 
tomer may be noti?ed in a text response of the mechanism for 
registering opinion and contact constraint, such as a tele 
phone number for the IVR. In a text variant of the invention 
the customer may submit a text form, With responses to cer 
tain questions to be indicated on the form. Upon submission 
of the form, Which is routed to a server (Which may be the 
same as the IVR server), the system interacts With the form, 
and stored the opinions and constraints just as before; Which 
may then be used by the system in routing sub sequent trans 
actions. In the case of email, the router in the communication 
center, upon receiving a neW email, Will check the “From” 
address, associate With the customer, and route the neW email 
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according to the constraints imposed previously by the cus 
tomer, such as not to route the neW email to the same agent as 
last time, if possible. 
[0037] Again, there may be situations Wherein the system 
cannot avoid overriding the constraint, and the system may 
notify the customer in such instance, using preferably the 
medium the customer used, that he/ she may get the same 
agent not Wanted, or not get the agent desired, and give the 
customer an opportunity to come back at another time. This 
noti?cation may also indicate When the undesired agent Will 
not be Working, or When the desired agent Will be available. 
[0038] In another embodiment, the routing system in the 
communication center may make reservations for customers 
With speci?c agents, and the particular agent is then noti?ed 
of the reservations, and thus enabled to be available at the set 
and reserved time. 
[0039] Embodiments of the invention are not limited to just 
the communication medium a customer may have used at a 
particular time When constraints may have been registered. In 
a multi-media center, customer email addresses, names, tele 
phone numbers, IP addresses and the like may be associated 
in the Stat Server, so, if a customer Who has indicated a 
constraint by email places a PSTN call at a later time, the 
system is able to honor the constraints, if possible. 
[0040] In yet another embodiment of the invention, illus 
trated simply in FIG. 2, a Web site provides the feedback 
mechanism for customers to register opinions and con 
straints. WindoW 201 may be a WindoW in a Website, such as 
a Website of the enterprise operating the communication cen 
ter, a Web page, or a Window in a third-party site. Such a Web 
page may be provided by one of the servers of the communi 
cation center connected to the Internet netWork. 
[0041] The content in FIG. 2 is purposely minimal to avoid 
complicating understanding of the invention. There could be 
many more survey-type questions, there could be mechanism 
for alloWing a customer much more granularity in stating 
opinions and desired contact constraints, and many other 
functions might be provided as Well. For example, there 
might be a media preference, call backs may be indicated, 
there may be a mechanism for a customer to reserve a par 

ticular agent, there may be a mechanism for a customer to 
qualify for a VIP service, either by purchase history or pay 
ment, for example, and many other functions may be pro 
vided. A very important element of the invention is in the 
ability of the customer to set contact constraints that Will be 
honored, if possible by the system in future contacts. 
[0042] It Will be apparent to the skilled artisan that there are 
many variations that may be made in embodiments described 
Within the spirit and scope of the invention. Some have 
already been indicated, such as granularity that might be 
provided in a Web site for interacting With customers. There 
are many more. For example, opinion and constraint may be 
provided through exchange of SMS messages and the like. 
Very simple or very elaborate constraints may be provided. 
Enterprises may mine the interaction history of agents With 
customers and constraint settings, as a Way to evaluate and 
improve agent performance, and the like. The scope of the 
invention is limited only by the claims that folloW. 

I claim: 
1. A communication center comprising: 
agents operating at Workstations and enabled to interact 

With customers; 
a router for routing incoming transactions from customers 

to agents; and 
routing rule sets associated With speci?c customers; 
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wherein individual ones of the rule sets include one or more 
constraints set by the customer associated With the rule 
set. 

2. The communication center of claim 1 Wherein con 
straints in the rule sets comprise preferences for contact or for 
avoiding contact With particular agents. 

3. The communication center of claim 1 Wherein, at the end 
of an interaction betWeen a customer and an agent, the cus 
tomer is advised of a mechanism for creating or editing a rule 
set relative to the interaction just completed. 

4. The communication center of claim 3 Wherein the 
mechanism for creating or editing is an IVR server With 
functionality for interacting With the customer. 

5. The communication center of claim 3 Wherein the 
mechanism is a Web site. 

6. The communication center of claim 1 Wherein transac 
tion may be real-time voice transactions or text transactions. 

7. A method for managing contact preferences in a com 
munication center, comprising steps of: 

(a) providing customers during or after an interaction With 
an agent a mechanism for indicating one or more pref 
erences regarding future contacts With the same agent; 

(b) storing constraints input from customers in rule sets 
associated With speci?c customers for use by a transac 
tion router; and 

(c) using a customer ID, accessing the stored constraints by 
the router, and incorporating the constraints in routing in 
the event of a subsequent transaction from a customer. 

8. The method of claim 7 Wherein constraints in the rule 
sets comprise preferences for contact or for avoiding contact 
With particular agents. 

9. The method of claim 7 Wherein, at the end of an inter 
action betWeen a customer and an agent, the customer is 
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advised of a mechanism for creating or editing a rule set 
relative to the interaction just completed. 

10. The method of claim 9 Wherein the mechanism for 
creating or editing is an IVR server With functionality for 
interacting With the customer. 

11. The method of claim 9 Wherein the mechanism is a Web 
site. 

12. The method of claim 7 Wherein transaction may be 
real-time voice transactions or text transactions. 

13. A router for routing transactions to agents in a commu 
nication center, comprising: 

a mechanism for identifying a customer upon receiving a 
transaction to route; 

stored rule sets associated With individual customers; and 
a mechanism for ?nding a rule set associated With the 

customer Who initiated the transaction, and for applying 
the rule set in routing the transaction. 

14. The router of claim 13 Wherein the rule sets comprise 
preferences for contact or for avoiding contact With particular 
agents. 

15. The router of claim 13 Wherein rule sets are initiated or 
edited by customers during or after interaction With an agent 
of the communication center. 

16. The router of claim 15 Wherein a mechanism for in 
initiating or editing is an IVR server With functionality for 
interacting With the customer. 

17. The router of claim 15 Wherein a mechanism for initi 
ating or edited a rule set is a Web site. 

18. The router of claim 13 Wherein transactions may be 
real-time voice transactions or text transactions. 

* * * * * 


