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(57) An electronic message (38), or e-mail, management
system having a digital computer (12) for accepting
e-mail messages; a program interface for automatically
transferring received electronic messages to a database
(16); a structured database for storing the received
electronic messages (38) 1n a predetermined format; and
an 1nterface for allowing a customer service
representative (30), at a remote computer (12), to access,
and response to, the electronic messages stored at the

database (16).
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ELECTRONIC MESSAGE MANAGEMENT SYSTEM

BACKGROUND AND SUMMARY OF THE INVENTION
The present invention relates to an electronic message management system and
method, and more particularly, to an electronic message storage, tracking, ménagement, and

response method and system.

The number of Internet users continues to grow at an astounding rate. Accordingly,

5 Internet Web sites have become an important way to communicate with customers. Internet
Web sites are being used to send electronic message inquiries to customer service
departments of many companies. Accordingly, as with traditional telephone customer service
departments, customers expect timely responses to their e-mail inquires.

An analysis was performed on the proficiency of companies in responding to e-mail

10  inquiries received through their Web site. The study found that:

17% of the companies responded via e-mail;

27% of the companies did not respond to the e-mail inquines;

8% responded via the U.S. postal service; and

48% of the companies did not have any mechanism for accepting e-mail

15 inquiries.

Additionally, of the small percentage of companies actually responding to e-mail
inquiries, many of those companies took 3-4 weeks to respond to e-mail inquiries, with many
of the inquiries never being answered. Many popular Web sites generate tens of thousands of
hits, and thousands of e-mail inquiries, per month. As the popularity of the Internet increases,

70 the number of e-mail inquiries sent will continue to increase.

At the present time, electronic message inquiries are handled manually by customer
service departments. In other words, the e-mail 1s sent directly to a customer service Mail

server. The e-mail message inquiries are then read by a customer service representative who
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s assigned to respond to the e-mail inquiries. The customer service representative may either

respond to the message or may refer the message to another customer service representative
who 1s more qualified to answer the inquiry. Currently, the process of forwarding the
messages to responsible customer service representatives (CSRs) is accompliShed manually.

In other words, either the forwarding CSR clicks the “forward” button to send the message to

the responsible CSR or the e-mail inquiry is actually printed out and physically handed to the
responsible CSR. The responsible CSR then responds to the e-mail inquiry.

This manual process of responding to electronic messages results in a lack of
electronic message management and a failure to provide any type of quality assurance on the
message responses. For example, 1n a traditional system, once an e-mail inquiry is received at
the designated mail server a customer service representative may access that e-mail message
by using any known e-mail program (e.g. Eudora). If the customer service representative
cannot answer the message, he must refer that inquiry to another CSR that can answer the
question. With these known systems, the CSR must “manually” forward the inquiry to
another responsible CSR able to take the inquiry. The e-mail is “manually” forwarded, for
example, by designating the e-mail address of the responsible CSR and clicking the “forward”
button in the mail program. Once the responsible CSR receives the forward inquiry, he or she
may respond to the inquiry.

Accordingly, these traditional system are not well suited to handle a large load of
electronic message 1nquiries. The manual forwarding of inquiries to responsible CSRs may
take a considerable amount of time when there are thousands of inquiries and where there are
many different CSRs (e.g. one to take billing inquiries, one to take technical support
inquiries, one to take dealer locator inquiries). The time needed to initially read each

message, to determine who the responsible CSR is, to determine the location of the
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responsible CSR, and to forward the message to the responsible CSR for response, results in
long response times.

Additionally, these traditional systems do not provide any efficient means to provide
quality assurance and electronic message tracking. For example, once the résponsible CSR
responds to the message, it 1s sent to the customer without being reviewed for appropriate
content. This lack of quality control may result in inappropriate, or inaccurate, responses
being sent to customers and accordingly, damage to valuable customer relations.

Additionally, in these known systems, the manual forwarding of electronic message
inquiries to responsible CSRs results in a lack of message status tracking. In these known
electronic messaging systems it is virtually impossible to administer the status of the
electronic message inquiries, to determine what the inquiries were about, who the responsible
CSR 1s, which inquiries have been responded to, and which inquiries are still in need of
attention. For example, as an illustration, assume that in one week Company “Fortune 500
recetves 100,000 e-mail inquiries. Assume that the e-mail messages were distributed as
follows:

25,000 messages were sent to 100 different technical support CSRs;

25,000 messages were sent to 100 different billing CSRs;

235,000 messages were sent to 100 different product CSRs;

5,000 messages were sent to 20 different dealer locator CSRs; and

20,000 messages were sent to 100 general CSRs.

With traditional e-mail messaging systems, the only way that these different CSRs can
obtain access to the appropriate e-mail inquiry is to either:

1.) manually forward the e-mails to the responsible CSR;

2.) print out the e-mail message and physically deliver it to the responsible CSR; or
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3.) have the original e-mail message sent directly to the different e-mail addresses of

each CSR.

All of these methods would be inefficient for distributing e-mail inquiries to responsible
CSRs and, accordingly, for the subsequent responding to the 100,000 e-mail messages.
Additionally, with these known systems, it would be virtually impossible to provide
any administrative tracking or quality assurance on these 100,000 e-mail inquiries. Once the
e-mail inquiry has been forwarded to the responsible CSR, administration could not
efficiently track the status of the inquiry (i.e. responded to or still pending) or the content of
the responses being sent. In these known systems, the individual CSR would have to
individually inform administration of the status of each assigned e-mail inquiry and forward

each response to administration for approval.

As the popularity of the Internet increases, electronic message communication will
become a standard and indispensable form of communication. Accordingly, companies need
to implement e-mail communication with their customers. Additionally, many companies
are, and will be, receiving thousands of electronic message inquiries per week. Accordingly,
there 1s a need for an electronic message management system that provides for the efficient
storage, administration, tracking and reporting of customer inquiries. Additionally, an
electronic message management system is needed which will allow the generation of timely
responses to electronic message inquiries. The present invention provides such an electronic
message management system that provides the following advantages over existing e-mail
programs:

l.) provides an automatic interface to a structured database for forwarding all

electronic messages;

2.) provides access to the database by authorized CSRs, from remotely located

computers;
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3.) stores the electronic messages by predetermined attributes (e.g. time the inquiry
was received, the e-mail address of the customer, the status of the message) so that the

e-mail inquiries can be retrieved by any, or all, of the attributes;

4.) allows administrators to provide quality assurance reviews on selected responses

5 before sending the message to the customer;

5.) provides updates to the interface based on CSR or administrator activities so that

the status of all electronic messages are current;

6.) provides a list of authorized CSRs that may have access to the electronic messages
in the interface, and allows customized settings of individual CSR privileges;
10 7.) provides security against hackers and viruses;
8.) provides a historical record of all electronic messages from each customer;
9.) interfaces the CSRs to a database containing predefined, standard, responses for

frequently asked questions;

10.) allows the forwarding of the message to the relevant expert, the database being

15 updated to indicate that the message has been referred to an expert;

11.) tracks the responses to all electronic message inquiries and updates the database

accordingly;

12.) provides the ability to efficiently add additional CSRs, delete CSRs, add standard

responses, and to provide custom reports;

20 13.) allows categorization of all electronic inquiries/messages by client-defined
categones;
14.) allows the reporting of the average response time of responses; and

15.) allows the monitoring of CSRs.

The present invention is preferably accomplished by: receiving electronic messages at

25  an electronic network; forwarding the electronic messages to a database; storing the electronic
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messages based on predetermined message attributes; interfacing a customer service
representative computer to allow electronic access to the electronic messages; transmitting
one of the electronic messages from the database from the customer service representative
computer based on one of the predetermined message attributes; displaying“ the transmitted
message at said customer service representative computer; responding to the transmitted
message; and updating the database to indicate that the transmitted message has been
responded to. The present system also allows for the administering and updating of the
database according to specific application needs.

In addition to the features mentioned above, objects and advantages of the present
invention will be readily apparent upon a reading of the following description.

BRIEF DESCRIPTION OF THE DRAWINGS

Novel teatures and advantages of the present invention, in addition to those mentioned
above, will become apparent to those skilled in the art from a reading of the following
detailed description in conjunction with the accompanying drawings wherein similar

reference characters refer to similar parts and in which:

Figure 1 illustrates one embodiment of the e-mail management system of the present

invention;

Figure 2 illustrates a block diagram illustrating one embodiment of the interface

between the Web server and the database;

Figure 3 illustrates a flow chart depicting the main operational steps of the e-mail

management system,;

Figure 4A illustrates a flow chart depicting the main steps for accessing and

responding to e-mail messages;

Figure 4B illustrates a flow chart depicting the choices available to a CSR when

handling e-matl messages in the system of the present invention;

6
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Figare S illustrates a flow chart depicting the steps for forwarding a message to an

expert;

Figure 6 1llustrates a flow chart depicting the steps needed for replying to an e-mail

message;

Figure 7 illustrates a flow chart depicting the steps for providing a quality assurance

review of e-mail responses;

Figure 8 1illustrates a tlow chart depicting the steps for administering the e-mail

system of the present invention;
Figure 9 illustrates a flow chart depicting the steps for requesting a report; and
Figures 10-34 illustrate example screen shots from various pages of a preferred

system of the present invention.

DETAILED DESCRIPTION OF PREFERRED EMBODIMENT(S)

The preferred system herein described 1s not intended to be exhaustive or to limit the
invention to the precise forms disclosed. They are chosen and described to explain the
principles of the invention, and the application of the method to practical uses, so that others
skilled in the art may practice the invention.

Figure 1 illustrates one embodiment of the electronic management system 10 of the
present invention. The system is preferably comprised of a server 14, a computer running
mail server software 185, a database 16, and a customer service representative (CSR) computer
18. (A mail server 15 would not be needed if all electronic messages were submitted via
Web page forms).

It is preferred that the server 14, the mail server 15, the database 16, and the CSR
computer 18 be connected by a network. This network, preferably, makes up the call center

network 10 of the present invention. For example, the network 10 may be an ethernet

network based on Transfer Connect Protocol/ Internet Protocol (TCP/IP), although it 1s
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appreciated that other protocols may be used. The network 10 may also be part of a Wide
Area Network (WAN). It is also appreciated that the components of the present system may
be variously arranged. For example, the server 14, acting as a Web server, may also be
configured as the mail server. However, in the preferred embodiment, as illustrated in Figure
1, the mail server 15 is a separate computer from the server 14, and linked by the network.

The server 14 is generally a large capacity computer programmed for interfacing the
CSR computer 18 and the database 16. The server 14 is preferably a computer configured, or
programmed, with Web server software. The server 14, configured with Web server software
(1.e. a “Web server”), serves as an interface between the CSR’s computer 18, configured with
Web browser software, and the database 16.

Typically, the network 1s connected by a T1 line to the Internet. Again, it is preferred
that the server 14 be configured with Web server software with the capability to store, and
transfer, Hypertext Markup Language (HTML) files and/or other scripts. As will be

discussed, the CSR user interfaces are, preferably, viewed through a Web browser which

accesses HTML code, or files, stored at the server 14.

The customer’s computer 12 is typically a personal computer having a modem for
communicating with the call center network 10 facility, through the Interet. There are many
advantages of using the Internet to communicate with the call center network, e.g., the
customer has access to low cost chents (1.e. Web browsers), and the Web allows standard user
interfaces and the ability to work across different platforms and applications.

In the preferred embodiment, the customer sends an electronic message, or inquiry,
through the Internet, which finds its way to the mail server 15. (Electronic messages include,
but are not limited to, e-mail messages). If e-mail, the mail server 15 receives and accepts
the electronic message (if the message is submitted from a Web page form it is interface

directly to the database 16). The mail server 15 is preferably a mail server program (e.g.
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Microsoft Exchange Server) that may either be located on the server 14, or a separate
computer electronically linked to the server 14 (i.e. the server 14 may be configured with

both Web server software and mail server software or the server 14 configured with Web
server software may be electronically connected to another computer 15 conﬁgured with mail

server software).

In any case, the call center network 10 is configured to automatically transfer the
recerved electronic messages to the database 16 for storage (i.e. without an intermediate
manual step). Automatic transfer of the electronic messages may either be the automatic
forwarding of the messages or having the messages pulled by the database. For example, a
customer, using an e-mail client (e.g. Eudora) located on his computer 12 sends an e-mail
message to companysupport@matrixx.net. The e-mail message travels through the Internet
and enters the call center network 10. The e-mail message is routed to the mail server 15
(This 1s accomplished through known mail protocols, for example, the mail server 15 is
configured to accept and send Internet e-mail. When a mail message arrives it is sent to the
server defined as the mail server in the Domain Name Service and MX records). The
database 16 1s programmed to automatically retrieve the e-mail messages from the mail
server. In other words, a program may be written that retrieves predetermined received e-
mail messages from the mail server and delivers them to the database 16 for storage. This
program may be written in a number of different languages including C++ or SQL. The key
being to provide automated integration between the mail server, the Web page, and any SQL

stored procedures.

It should be appreciated that electronic messages from customers may be received in
forms other than through traditional e-mail clients. For example, an electronic message may
be sent from on-line forms embedded in company Web pages. These electronic messages

may also be sent to the Web server 14, and stored in the database 16. For example, company
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Web sites may have on-line forms for submitting data or customer inquiries. These forms
submit the message to a program, preferably written in C++, on the Web Server 14. Once the
program receives the message, it stores the message in the database 16.

The database 16 is generally a storage area for the received electronic messages,
including e-mails, and any other data required by the system (e.g. CSR data). It is preferred
that the database 16 be a complete database management system (DBMS) which acts to
organize and standardize data retrieval and storage, and is controlled by a language that helps
to manipulate the data and allows querying of the database (e.g. SQL).

Although the database 16 may be a “flat file” it is preferred that the database 16 be a
relational daﬁbase. A relational database is a database that stores the information in tables,
and where there are rules that define the relationship between the tables. Generally, the tables
In a relational database are separated by different entities (e.g. all received e-mail messages,
all data on CSRs, and predefined CSR standard responses). Generally, each row of a database
table defines a subset of that particular entity where each column of that table defines a
specific attribute, or category, for that entity. For example, a table storing all received e-mail
messages may be stored as one table or entity. One row may be designated for each separate
e-mail message where the message is given specific attributes defined by each column of that
row (e.g., the ime the message was received or the status of the message).

Figure 2 1llustrates a block diagram illustrating one embodiment of the interface 24
between the Web server 14 and the database 16. The Web server 14 may be connected to
more than one database 16. The server 14 is adapted to interface with the database 16 so that
the CSR may access, and retrieve, the data residing on the database 16. For example, a server
14, acting as a Web server 14, generally consists of HTML files and electronically

communicates with the CSR computers 18 using HyperText Transfer Protocol (HTTP).

When a Web page is requested by the Web browser, HTML files are sent from the Web
10
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Server 14 to the CSR Web browser via HTTP. When data from the database 16 is needed,
the Web page 1s programmed to retrieve the data from the database 16.

Accordingly, the server 14 and the database 16 must be integrated for proper
communication. However, in many cases the server 14, acting as an interface to the database
16, cannot communicate with standard databases without an interface 24 that maps the
incoming query to the server 14 to the appropriate semantics in the database 16.

In many databases today, Structured Query Language (“SQL”) is used as the industry
standard. SQL is a data language designed for creating, manipulating, and controlling
relational databases. In order for a Web Server 14 to communicate with a database, a
program extension 26 may be needed that converts the requests for data from the Web server
14 to a form that the database 16 will understand. For example, if the database 16 is a SQL
database, the programmed program extension 26 will convert the data request from the Web
Server 14 to SQL so that the database 16 will understand. = However, in the preferred
embodiment a program extension 26 is not required. In the preferred embodiment, the Web
Server speaks directly to the database with Intemet Database Connector files (“IDC” files)
which allow Web pages to interface with the data in the database 16.

Additionally, in the preferred embodiment, an Open Database Connectivity (ODBC)
layer is also programmed into the call center network 10. ODBC is a standard interface
between the database 16 and an application trying to access the data in the database 16.
Basically, the ODBC layer 28 allows any front end application to access the database 16 (in
other words, the ODBC interface 28 is a program that provides a uniform way of calling data

request to a database 16).

Accordingly, in the preferred embodiment, a data request from the Web server 14 is

sent via IDC files, which use ODBC-compatible SQL, to the ODBC interface 28. The ODBC

11
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layer 28 converts the ODBC SQL calls into the predetermined database 16 native calls and

then performs the database 16 interaction. The ODBC layer may also return the results of the

data queries 1n a uniform way to the Web server 14.

The operation of the invention can be understood with reference to the flowcharts of

Figures 3-9 and corresponding screen shots illustrated in Figures 10-34. The flowcharts of

Figure 3-9 describe the operational flow of one example system of the present invention.
Screen shots from various stages of the system flow are depicted in Figures 10-27, however
not all screen shots have been provided.

As discussed above, customers submit electronic message inquiries (e.g. e-mail) to the
call center network 10. As discussed, the electronic messages are automatically transferred to
a database 16 according to a predetermined format. Accordingly, the CSRs must access the
electronic messages stored on the database 16 and respond to the inquiries.

A CSR accesses the database 16 from a computer station 18 electronically connected
to the server 14. It 1s preferred that the CSR stations 18 are connected to the server 14 via a
TCP/IP network, however, it should be understood that other network and data transfer
protocols may suffice. As discussed, the server 16 is a computer that interfaces the CSR
computer 18 with the database 16. It is preferred that the server 16 be configured with Web
server software that allows the maintenance of HTML files, i.e. Web pages, that are used as
interfaces to the database 16 (The following explanation of the invention and the flowcharts
assume HTML as the preferred file format of the user interfaces although other formats may
be used. Accordingly, the server 14 in the following explanation will be configured with

Web server software, i.e. a Web server 14).

To access the database 16, a CSR points his Web browser to the appropriate address

(e.g. a URL 13) of the starting address of the call center interface files located on the Web

12
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server 14. The Web server 14 transmits the HTML files of the CSR login page to the

requesting CSR. (See the screen shot of Figure 10.) The CSR then logs in with his ID and

his password block 30. A program then checks to make sure the ID and the password are of a

required form block 32 and sends the data to the database to make sure the CSR is allowed

5  access block 34. Itis preferred that an ID and password checking program be embedded 1n

the HTML. For example a script is sent to the browser where it is subsequently run by the
browser running on the CSR computer 18.

If the ID and password are of a required form, they are sent to the database to confirm

the CSR may access the messages. If the CSR is authorized, the HTML files informing the

10  user of authorized access are sent to the CSR browser (see Figure 11). Upon clicking the

“continue button” 17, the main navigational page (see screen shot of Figure 12) are sent to
the CSR computer 18. The main navigational page is displayed block 36 via the Web
browser at the CSR computer 18. The call center interface may be programmed so as to
require the changing of CSR passwords after a predetermined time. The main navigational
15 page provides links, to HTML, or Web, page interfaces that allow the CSR to perform one of
the main functions of the call center system 10. The CSR may opt to:
1.) access and process the received electronic niegsages;
2.) provide administrative functions;
3.) create detailed reports;
20 4.) view the history of the received electronic messages; or

5.) change the passwords of the CSRs.

The CSR selects one of these options block 38 by clicking on the appropriate link 1n
the main navigational page as illustrated in Figure 12. For example, if the CSR wants t0
respond to e-mail messages he clicks on the “e-mail” link 40; 1if he wants to administer the

25  system he clicks on the “Administration” link 42; if he wants to view a report on system
13
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statistics he clicks on the “Reports” link 44; if he wants to retrieve a history report he clicks
on the “History” link 46; if he wants to change passwords he clicks on the “Password” link :
and if he wants to process mail, he clicks on the “Process Mail” link.

By clicking on the “e-mail” link 40 on the main navigational page, ch-e database 1is
queried to find which e-mail addresses the CSR may respond to and how many e-mails are
waiting response. The results of the query are used to create the HTML file of the “E-mail
Response” page. The “E-mail Response” page is sent to the CSR computer 18 from the Web
server 14. (Figures 4A and 4B illustrate a flow chart depicting the main steps for accessing
and responding to e-mail messages.) Once the HTML files are received at the CSR computer
18, the “E-mail Response” page, illustrated in Figure 13, is displayed block 52 via the Web
browser.

The E-mail Response page preferably gives the CSR the option of either:

1.) selecting a group of e-mail messages to respond to if the CSR has permission to

respond to the received electronic messages; or

2.) selecting a group of e-mail messages to provide quality assurance (QA) reviews
block 54.

E-mail messages are preferably grouped according to the e-mail addresses where the
Inquiry was sent. For example, all e-mail messages sent to a particular e-mail group are all
preferably grouped together, stored together in the database 16, and accessed together. For
example, in Figure 13, there 1s only one group, “cyberesponse@matrixx.net”. It 1s preferred
that only the CSR groups to which each CSR has access be listed on the retrieved page. It is
important to note that many CSRs (each linked by a computer 18) can respond to a single
address/group. Setting CSR privileges to groups is discussed in further detail below.

If the CSR wishes to access and respond to e-mail messages, the CSR selects a group

to respond to block 56. By selecting a group, the corresponding electronic messages
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received, and queued, for that group are retrieved block 58 from the database 16 and sent to
the CSR computer 18 where they are displayed via HTML block 60. An example of a

“Queued Messages” page 1s illustrated in Figure 14. In the example page of Figure 14, the

retrieved messages are categorized by:
1.) message number;
2.) response number;
3.) the status of the message;
4.) whether the message has been assigned;

5.) when the message was received,;

6.) who sent the message, including the customer’s e-mail address; and

7.) the subject of the message.

It is preferred that the messages be separated into three different subgroups: the

General message subgroup 62, the QA message subgroup 64, and the Expert message
subgroup 66. The QA message subgroup contains all the messages that are awaiting QA
review or messages denied by QA. All the messages in the Expert message subgroup are
messages that are awaiting expert response or have been answered by an expert. The General
message group contains all other messages that are still in queue. As illustrated in Figure
14, the status of the QA messages are either “From QA” or “Pending QA”. Messages with
the “From QA” status indicate that the message has been reviewed and demied by a CSR with
QA privileges. Messages with the “Pending QA” status indicate that the message has not yet
been reviewed. Similarly, the status of the Expert messages are either “From Expert”,
indicating the expert has responded to the CSR’s inquiry, or “Wait for Expert”, indicating the

CSR is still waiting for the expert to respond. Messages in the General message subgroup 62

may indicate to which CSR the message has been assigned.
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A CSR may have the option to retrieve messages from either the General message
subgroup 62, the QA message subgroup 64, or the Expert message subgroup 66 (block 68).
If the CSR wishes to respond to a message that has not yet been opened or assigned, the CSR
may click on a link 70 of a message that has a status of “Unopened” and““Unassigned”.
Upon clicking such a link, the message is retrieved from the database 16 (the database 16
being updated to indicate the message has been opened) and sent to the CSR computer 18

where it 1s displayed via the Web browser block 72.

Upon clicking on an unassigned e-mail message to review, the CSR is given the

option to either:
1.) assign the message to himself; or

2.) return to the queued message page Figure 14 without assigning the message block

78.
If the CSR does not wish to assign the message to himself, the CSR is returned to the
queued message page. If the CSR wishes to assign the message to himself, the CSR clicks on

the “Assign Message to Me” link. The database 16 is updated to indicate that the message

has been assigned block 82. Upon assigning the message, the CSR 1is sent another HTML
page which contains text asking the CSR to assign a category to the message block 84. See
Figure 15. Upon assigning a category(s), the database 16 1s updated to reflect which
categories the message has been assigned. Once a category is assigned to the message, CSR
is given the option to either respond to the message, refer the question to an expert, or not

respond to the message block 86.

If the CSR indicates that a response is not needed for a particular message, the CSR so
indicates and the message is removed from the queued message table and the database is

updated to indicate the message did not need a response block 88.

16
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If the CSR wishes to refer the message to an expert more suited to respond to the
inquiry, the CSR clicks on the appropriate link. Figure 5 illustrates a flowchart of the steps
for referring a message to an expert. An HTML page is sent to the CSR block 90 requesting
expert referral that asks the CSR to select an expert to take the message (see Figure 16
illustrating an example screen shot). The CSR then selects an expert and refers the message
to the designated expert block 92 and 94. The database 16 is then updated to indicate that
the message has been referred to an expert and that it is pending response from that expert
block 96. Once the expert reviews and responds to the message, the database 16 1s updated
to indicate that the expert has responded to the message, i.e. “From Expert”. An expert 1s
preferably a CSR that has been given expert privileges or a designated expert outside the E-
mail management system, as will be discussed below. Accordingly, the expert accesses the
management system via a computer configured similarly to the CSR computer 18 (or if
outside the E-mail management system, receives and replies to expert inquiry via standard
Internet E-mail).

From the page illustrated in Figure 15, the CSR may wish to respond to an assigned
message rather than referring it to an expert. Figure 6 illustrates a flow chart depicting the
steps needed for replying to an e-mail message. The CSR will have the option of providing a
custom response, a standard response, or both, to the inquiry blocks 98-104. The standard
responses are stored and retrieved from the database 16. They are preferably indexed, and
retrieved, by the particular group, category, or keyword of the message (Figure 17 illustrates
a screen shot listing example standard responses).  Providing standard responses to
frequently asked customer questions reduces the time required to respond to many of the

customer inquiries.

The system 10 is programmed to determine whether the response requires QA review

block 106, prior to the message being sent to the originating customer. As will be discussed

17
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in greater detail below, the administrator of the system may designate responses from certain

CSRs as requiring QA review (discussed in greater detail below). In other words, all
responses of designated CSRs must be given a QA review before their responses are sent to

the customers. This feature allows the monitoring of CSR responses. This is especially
important when training CSRs or when certain CSRs have a discourteous service record. If
the response requires QA review, the response is flagged for QA review and the database 16
1s updated to indicate that the stored response is to be reviewed and approved before being
sent blocks 108 and 110. If the response does not require QA review, the message is sent to
the customer and the database 16 is updated to indicate that the message was responded to
blocks 112-116.

As discussed above, a CSR with QA privileges may opt to provide a QA review on
the CSR responses as opposed to responding to a message block 54. Figure 7 illustrates a
flow chart depicting the steps for providing a quality assurance review of e-mail responses.
Once a CSR indicates that he wishes to review submitted CSR responses that are in queue, an
HTML page is sent to the CSR computer 18 containing a table of responses that must be
reviewed (the responses are retrieved from the database 16) block 118. Figure 18 illustrates
an example screen shot of a page listing messages to be given QA review.

The CSR may then click on a message to review block 120. An HTML file is sent to
the CSR computer 18 that, preferably, displays the text of the message, the response
formulated by a CSR, and other message data block 122. This data being retrieved from the
database 16. Upon QA review, the reviewing CSR may accept or deny the response block

124. If the response 1is accepted, it is sent to the customer and the database 16 is updated to

indicate that the customer message was reviewed and replied to blocks 126, 128. If the

response 1s denied, the QA CSR sends the denied message back to the CSR with an
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explanation and a recommendation of how to respond to the inquiry. The database 16 1s
updated to indicate that the response has been reviewed and denied block 130.

As previously discussed, a CSR, with administrative privileges, has the option to
perform administrative duties on the electronic message managemenf system. The
administrative CSR may perform administrative functions by clicking on the appropriate link
in the main navigational page block 38 as illustrated in Figure 12. Once the admimistrative
CSR clicks on the administrative link, an HTML file of the main administrative options page
is sent to the CSR block 132, located at a CSR computer 18 (Figure 19 illustrates an example
screen shot of the main administrative options page of the present invention). Figure 8
illustrates a flow chart depicting the steps for administering the electronic message system of
the present invention.

From the main administrative options page Figure 19, the CSR may elect to update
message groups (these groups preferably consisting of a number predetermined e-mail
addresses), update CSR data, or update a group of messages block 134. In updating CSR
data, the administrative CSR may add new CSRs block 136 or change existing CSR
privileges block 138. Figure 20 illustrates an example screen shot for adding CSRs and
updating CSR privileges. Again, these screen shots are preferably HTML files, or pages,
displayed with a Web browser located at the CSR computer 18. As illustrated in Figure 20,
the administrative CSR may change CSR passwords, update CSR privileges, and give
permissions to selected groups the CSR may respond to. It1s also preferred that the pages be
linked to the database 16, so that changes to the CSR data made on the page are
automatically made in the database 16, according to the methods previously discussed (i.e.
The data is sent via the CSR computer 18 to the Web server 14 to the database 16).

The administrative CSR may also choose to update a group, or a group address.

Figure 21 illustrates example screen shots displayed at the administrative CSR’s computer 18
19
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for updating group data. As illustrated in Figure 21, an administrative CSR may have the

option block 140 to:

change the categories of a group block 142, Figure 21;

assign CSRs to a group block 144, Figure 22;

add or change standard responses of the group block 146, Figure 23;

add or change the signatures of the group Figure 24; or

view a summary page of the group Figure 25.

It is preferred that these pages be linked to the database 16, so that changes to the
group data made on the page are automatically uploaded to the database 16.

The administrative CSR may also grant other CSRs the privilege to view reports
(Reports CSRs). The Reports CSRs may choose to view a report on a certain group. Figure 9
illustrates a flow chart depicting the steps for requesting a report. In the preferred

embodiment, the Reports CSRs have the option to view a report of a group block 148 based

on either the:

category of messages block 150;

time and/or day the messages were received block 1352;

messages of a group that did not need a response block 154;

messages that were initiated by a CSR block 156;

messages that are still pending block 158; or

messages that have been reviewed by a QA CSR .

Figures 26-34 illustrate example screen shots displayed at the administrative CSR’s
computer 18 for viewing and printing group reports. The reports are created by retrieving the
appropriate data from the database 16 and sending them to the CSR computer 18 to be

displayed in a predetermined interface format, preferably created by HTML. As discussed,
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the requests for data sent from these pages are sent to the server 14 which interfaces these
data requests to the database 16.
It 1s also preferred that the present system allow the CSRs to initiate e-mail messages

to the customers from their computers 18. It is also preferred that the CSRs e-mail programs
be linked to the database 16 so that the system may track and store:

1) which CSR sent the e-mail;
11) when the e-mail was sent;
111) where the e-mail was sent; and

1v) what the e-mail message consisted of.

This feature allows the system of the present invention to track CSR performance for

CSR 1mmitiated e-mails similarly to the tracking of CSR responses to customer initiated
messages.

Having shown and described a preferred embodiment of the invention, those skilled in
the art will realize that many variations and modifications may be made to affect the
descrnibed invention and still be within the scope of the claimed invention. It should be
appreciated that the present system may be implemented by other data protocols,
programming languages, and differing arrangements of certain programs and interfaces not
discussed in the present application. Thus, many of the elements indicated above may be
altered or replaced by different elements which will provide the same result and fall within

the spirit of the claimed invention. It is the intention, therefore, to limit the invention only as

indicated by the scope of the claims.
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WHAT IS CLAIMED IS:
1. A system for managing electronic messages from customers, comprising:

a first programmed digital computer capable of receiving said electronic messages;
5 a database interfaced to said first programmed digital computer, wherein said
electronic messages from said customers are automatically forwarded to said database from
said first programmed digital computer; and
wherein said stored electronic messages are structured in said database by

predetermined attributes of said electronic message, and where said stored electronic

10 messages may be electronically accessed by at least one of said predetermined attributes by a

person entitled to review said electronic messages.

2. A system according to claim 1, wherein said electronic message is an e-mail message.
3. A system according to claim 1, wherein said database is a relational database.
4. A system according to claim 3, wherein said relational database is a sql database.

15 5. A system according to claim 1, wherein said person entitled to review said electronic

messages is a customer service representative.
6. A system according to claim 5, further comprising:
a second programmed digital computer electronically interfaced to database, wherein
said customer service representative at said second programmed digital computer may
70 retrieve and view said stored electronic messages from said database.

7. A system according to claim 6, wherein said first programmed computer 1s configured
with mail server software.
8. A system according to claim 6, wherein said second programmed computer is

configured with Web browser software.

25 9. A system according to claim 6, further comprising;:

4
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a data interface for receiving data requests originating from said second programmed
digital computer and converting said data requests to a language that said database will
recognize.

10. A system according to claim 7, wherein said data interface further includes an open

5  database connectivity interface for providing a standard interface to said database.

11. A system according to claim 6, wherein said incoming communications line 1is
connected to receive messages from the Internet.
12. A system according to claim 11, further comprising:

a third programmed digital computer, remotely located from said system and

10 interfaced to said first programmed digital computer through said Internet; and

wherein said third programmed digital computer is configured to allow interface to
said first programmed digital computer.

13. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message is the time that said electronic message was received by said first

15 programmed digital computer.

14. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message 1s the e-mail address of said customer who sent said electronic message.
15. A system according to claim 6, wherein one of said predetermined attributes of said
electronic message 1s a number assigned to each of said electronic messages.

20 16. A system according to claim 6, wherein said database contains structured data relating
to a list of customer service representatives, said data relating to a list of customer service
representatives being structured by predetermined attributes.

17. A system according to claim 16, wherein said one of said attributes of said customer

service data includes access privileges to said electronic messages stored on said database.
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18. A system according to claim 6, wherein said second programmed computer is

configured to allow said customer service representative to respond to said electronic

messages received from said database; and wherein said customer service representative

responses are tracked on said database.

5 19. A system according to claim 18, wherein one of said predetermined attributes of said

electronic message 1s the status of said electronic message.

20. A system according to claim 19, wherein said status of one of said electronic

messages which has not been responded to will be a pending status.

21. A method for managing electronic messages from customers, said electronic messages

10  received from the Internet or an intranet, comprising the steps of:
receiving electronic messages from said customers;

automatically forwarding said electronic messages to a structured database;

storing said electronic messages in said database;

structuring said storage of each one of said electronic messages by predetermined

15 message attributes; and

providing an interface for allowing customer service representatives access to said

database from a computer located apart from said database.

22. A method according to claim 21, further comprising the step of: accepting a database

access request from said customer service representative.
20 23. A method according to claim 21, further comprising the step of: accepting a data
request from said customer service representative.

24. A method according to claim 23, further comprising the step of:
translating said data request into a language of said database.

25. A method according to claim 23, further comprising the step of:

24
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transmitting requested data from said database to said interface.
26. A method according to claim 25, further comprising the step of:
translating said transmitted data into a language of said interface.

27. A method according to claim 25, further comprising the step of:

transmitting said requested data from said interface to said computer of said customer

service representative; and

displaying, to said customer service representative, said requested data.

28. A method according to claim 21, further comprising the step of:

providing an attribute, in said database, for each of said electronic messages by the

time each of electronic messages were received from said customer.
29. A method according to claim 21, further comprising the step of:

providing an attribute, for each of said electronic messages in said database, based on the e-

mail address of the customer.
30. A method according to claim 21, further comprising the step of:

providing an attribute, for each of said electronic messages in said database, based on

the current status of said electronic message.
31. A method according to claim 30, further comprising the step of:

updating said status attribute of an electronic message that has been responded to.

32. A method according to claim 21, further comprising the step of:

retrieving at least one of said electronic messages based on one of said predetermined

attributes.

33. A method according to claim 21, further comprising the step of:

storing data relating to said customer service representatives in said database.

34. A method according to claim 33, further comprising the step of:
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structuring storage of said customer service representative (CSR) data in said database

by predetermined CSR attributes.
35. A method according to claim 34, further comprising the steps of:

receiving a request at said interface, by one of said customer service ”representatives,

5  for a list of certain ones of said electronic messages in said database;

checking at least one of said CSR attributes in said database to determine whether said
customer service representative is allowed access to said list of electronic messages; and
sending said list of certain ones of said electronic messages to said customer service
representative if said customer service representative is allowed access to said electronic

10 messages.

36. A method according to claim 35, further comprising the steps of:

receiving a request, from said customer service representative, to access one of said

electronic messages;

transmitting said one of said electronic messages to said customer service
15 representative; and
responding to said one of said electronic messages.
37. A method according to claim 34, further comprising the step of:
changing said CSR attributes based on changed CSR privileges.
38. A method according to claim 34, further comprising the step of:
20 providing an attribute, for each said customer service representative in said database,
based on quality assurance privileges.
39. A method according to claim 21, further comprising the steps of:

receiving a request at said interface, from one of said customer service representatives,

to access one of said electronic messages; and
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transmitting said one of said electronic messages to said customer service

representative.

40. A method according to claim 39, further comprising the steps of:
responding to said one of said electronic messages; and
S storing said response in said database.
41. A method according to claim 40, further comprising the step of:
transmitting said response to one of said customers.
42. A method according to claim 41, further comprising the step of:
updating one of said predetermined message attributes of said responded to electronic
10 message to indicate that a response was sent.
43. A method according to claim 39, further comprising the step of:
updating one of said predetermined message attributes of said responded to electronic
message to indicate that a quality assurance review must be conducted on said response.
44. A method according to claim 43, further comprising the steps of:
15 receiving a request from a quality assurance representative to review response; and
sending said response to said quality assurance representative for review.
45. A method according to claim 44, further comprising the steps of:
conducting a quality assurance review on said response; and
approving said response if said response meets quality assurance requirements.
20 46. A method according to claim 45, further comprising the steps of:
transmitting said response to one of said customers; and
updating one of said predetermined message attributes of said electronic message to

indicate that a response has been sent.

47. A method according to claim 46, further comprising the steps of:
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receiving a request at said interface for a report, said report providing information on

the status of all electronic messages of one group;

accessing said report information from said database; and

transmitting said report information to a party requesting said report.
48. A method according to claim 47, wherein the step of receiving a request at said
interface for a report 1s followed by the step of translating said report request into a language

of said database.

49. A method according to claim 47, wherein the step for accessing said report
information from said database 1s followed by the step for translating said report information
1into a format recognized by said computer of said customer service representative.

50. A method according to claim 39, further comprising the steps of:

forwarding said one of said electronic messages to an expert; and

and updating said database to indicate said one of said electronic messages has been

sent to said expert.

51. A method according to claim 50, further comprising the steps of:

having an expert respond to said one of said electronic messages; and

updating said database to indicate that said expert responded to said one of said
electronic messages.
52. A system for managing electronic messages received from the Internet or an intranet,
comprising:

a first programmed digital computer, said first programmed digital computer

programmed to accept e-mail messages, said first programmed digital computer programmed

with mail server software;

a database for storing said electronic messages according to predetermined message

attributes;

28

\\\\\\



10

15

20

23

CA 02301664 2000-01-20

WO 99/04347 PCT/US98/15240

a second programmed digital computer in electrical communication with said first

programmed digital computer, wherein said second programmed digital computer is

configured with Web server software;

a third programmed digital computer in electrical communication with said first

programmed digital computer configured with web browser software;

wherein said received elecfronic messages are forwarded by said first programmed
digital computer to said database; and

wherein a customer service representative (CSR) may retrieve any of said stored
electronic message based on any of said predetermined message attributes, said customer

service representative located at said third programmed digital computer.

53. A system according to claim 52, wherein said third programmed digital computer 1s
configured to allow said customer service representative to respond to an electronic message
that has been retrieved from said database; and

wherein a data interface converts data requests from said second programmed
computer to said database so that said database may receive instructions from said first
programmed digital computer and so that said first programmed computer may receive data

from said database.

54. A system according to claim 52, wherein one of said predetermined message attributes

is the time the electronic message was received.

55. A system according to claim 52, wherein one of said predetermined message attributes

1s the e-mail address of the customer who sent said electronic message.

56. A system according to claim 52, wherein one of said predetermined message attributes

1s the current status of said electronic message.

57. A system according to claim 52, wherein one of said predetermined message attributes

1s the e-mail address of the group to which the electronic message was sent.
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58. A system according to claim 52, wherein said database stores said electronic messages

and data of CSR privileges.

59. A system according to claim 58, wherein said data of CSR privileges includes access

privileges to said database.

60. A system according to claim 58, wherein said data of CSR privileges includes quality

assurance privileges.

61. A system according to claim 58, wherein said data of CSR pnvileges includes CSR

passwords.

62.  An electronic message management method, comprising the steps of:
receiving electronic messages at an electronic network;
forwarding said electronic messages to a database;
storing said electronic messages based on predetermined message attributes;

interfacing a customer service representative computer to allow electronic access to

said electronic messages; and

transmitting one of said stored electronic messages from said database to said

customer service representative.
63. The method according to claim 62, wherein one of said predetermined message
attributes is an e-mail address of the group to which the e-mail message was sent.

64. The method according to claim 62, wherein one of said predetermined message

attributes is the status of said electronic message.

65.  The method according to claim 62, further comprising the steps of:

responding to said transmitted message; and

automatically updating said database upon responding to said transmitted message to

indicate a response has been sent.

30
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66. The method according to claim 62, further comprising the steps of:

forwarding said transmitted message to an expert;

updating said database, after the step of forwarding said transmitted message to said
expert, to indicate that said transmitted message has been forwarded to said expert; and

formulating a response from said expert.
67. The method according to claim 62, further comprising the steps of:

providing a response to said transmitted electronic message;

storing said response in said database; and
retrieving said stored response for quality assurance review.
68.  The method according to claim 67, further comprising the steps of:
denying said response; and
updating said database to indicate that said response was denied.

69.  The method according to claim 67, further comprising the steps of:

accepting the response; and
sending said response t0 an originating customer.
70.  The method according to claim 62, further comprising the steps of:
storing CSR data in said database; and
providing access to said database base on said CSR data.

71.  The method according to claim 62, further comprising the step of:

storing a list of standard responses in said database.
72.  The method according to claim 62, further comprising the steps of:
retrieving certain ones of said standard responses from said database; and

sending at least one of said standard responses to an originating customer of said

transmitted electronic message.
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73. A method for managing electronic messages from customers, said electronic messages
received from the Internet or an intranet, comprising the steps of:
receiving electronic messages from said customers;
transferring said electronic messages to a structured database;
S storing said electronic messages in said database;

structuring said storage of each one of said electronic messages by at least one

predetermined message attribute; and

providing an interface for allowing customer service representatives access to said

database from a computer.
10 74. A method according to claim 73, further comprising the step of:

retrieving one of said electronic messages by at least one predetermined message

attribute.

75. A method according to claim 74, further comprising the steps of:
responding to said one of said electronic messages; and

15 updating said database to indicate that said one of said electronic messages has been

responded to.
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Ask an Expert Flowchart
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QA a group
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System Administration Flowchart

132
Display page giving
administrative options
134
Update a CSRs
group, CSRs,
or messages”?
messages
group
Change

categories,

CSRs, std.

responses”?
(can also add
group stgnatures
or view summary
of the group
profile)
Assigns CSRs Change the

Add, rename or 10 group, standard
delete a update responses,
category, update database | update database
database
142 144

Figure 8

Update an
existing CSR or
create a new
CSR privileges?

Add new

update database

Display page having a
table listing messages
that have been labeled
“no respons¢ needed”

146

PCT/US98/15240

update

136

Change existing
CSR privileges

and update
database

—

=g

138




WO 99/04347

148

category

Retrieve data

and display data |

in interface
format

150

4

CA

What type of report 1s needed?

By category, by day, by “no
response needed”, by open
message summary, by QA, by

messages initiated?

day

Retrieve data and
display data in
interface format

152

resp.
needed

10 / 35

Mail

Retrieve data

and dispiay data

in interface
format

154

initiated

|

02301664 2000-01-20

Reports flowchart

Open
message

Retrieve data
and display data
in interface
format

156

n T ——

PCT/US98/15240

Figure 9

Retrieve data
and display data
in interface
format

158




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

[ 35

i1

- i . . R}
b A s ’tu .4 ﬁ:f !P\. T $:7 .NIO - -

15 CobiEHeiREREd Eiall] uﬁu%%u i Mali

i Tm.._ Edit c_.u..e m.o .um.,_,o:,mw Im__u

Home mmm_or _um,.\o__:wm“

L U ety '*EI“ A B, LN

Foant _uozﬁ

}"Oj!}“l‘ . A - o

ST BN T il L I F -

b&_mmw _..__6 Ak e i o eI
CSR Login - Em:_xx Site

W A r———

Please enter wour CoF [0 and password, Press Logiu to Jogin

11 __ arentduszon

MIIMN, DI
Fasawond: _

- - A T . g el A " w S s oy e -
. -

li‘l‘ll‘!a‘i.!.ld.l‘i

AV vhvre s -4

rat N ot ey AT

B T LY~ STCTT R PP R T PR P

PP R AN Je A AW P TTPTRE Lt e m s smaee e e “ssmes - i bmame ¥ * cmedil BBl

ap

b, - s "

e rnwwncra v a4 vk wfows o ansllan ) Ll v

el » w AN A

B N LT L TR S el



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

335

12

¥

ﬂ:

e b J -~ ~

wao_,. Tm_s{_m

.,. .- nl’.. -§.( J “..'I.; ‘_..ﬂ ‘1 ,‘i’t .S 3‘“ ’“‘.

- earere AP S EEvE——— A SR g w— S A v

m__m m% {_mé _w 0 _um<o~_,mw Im__u

Bov

2 m:m,.r

=

- Y b - WY T

: bnm_mow

"'Uﬂi "i 'ﬁ’:khi'

__:: ._\M:m_ f\.m f: Ar.,.....w_..:_u_

ey

IoSm

— e it Sg— - —

' ~ - $ v
..Am_..m >w..,? w mwm.m g ,m.mwnﬁ. a.,._wﬂ F

ahin HEsultE = Miclo m-ﬁzmamw mww_a@ RELEEEG

.3_..
- vdpe” ...A.t... uo

- e —— . — T il S =

@

R mn—O—._

ltiilit-l -

- I..l1|l|i-l'll].|l

- W v
- Y0 s ing AP I 3 Oy B T by P & Vi §

tr g s @ « AT *

=T Al 7 Y,

.8 TAm e a0 . ’

S e A '!’I‘ .!ll»;:tE _l-.;l_

__5_3.. _oo_: _a,

..nl.'.ulll'lll JC!I-..['I-I'

[Eal
_um<o=~mm

— A e e E—

A gum v “a W g St Do P ey W wle wpfrferse b Wil vy

@ AN LY

m::.

Lx..?rw FaEgs

22 MV L TR

i Do, “s * o
\ 7_ m__ 2,
... ", - l’b.!lllnt.u..\tl O RN AL Y B PRI TN T ¥ AR ;E
| _1_3_\,.m
. yae - ' - -

You have heen authorized te enter CyheResponse.

Contingic: _

A B a8l S - - * oy v——

B wgn =l v N E— PN W e & Y S - w m - - b . — -_ s ==

- s & Sagpenirelpmn = S B — "

A TS L 18 S P, e Y-



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

[ 35

13

|
{
|
|
M

-

AW g d Al B s Rl &t d

L

W i LAt sl K D

4
.

LA ‘\%;;.:;j‘;:;{/. ;\)
Yo %

goriaon Lo F W
TS Y TR I

&+

~ )

3 - +,}

A \\
‘o h "/5‘:}.1..

N

Wuwdd'#m““"“““ “s mims segs semsssmmEmsas s semss  sm s m s smesmemmes s s s sasess  *

+ s e s

ey ——— v b ey

. EERLREL S

. Ve e m VAR T AR oy AT o AL



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

[ 35

14

Trrrrinar vty  aiipreiuet H T S————————

f'a.‘lﬁ‘ ™S w

_U Home Page - Microsoft ntérnet Explorer”

Email Response

Select a Group: e
(" cyberesponse@matiicenet (7)

Select a Group to QA

(" cyberesponse@matiiccnet (U)

= - . . .- 3 - . ™ . - . ‘ - LI .
) : - aseslisder
N Y ERIEIYIIYIICSr T A8 SEY XL A4 4 20 T Y BN BN EPFY N FTN] ..,‘--.“.‘“‘.“._m...m‘.‘...u‘.“.“.m."..‘po PPRC Ianund AGRLRL ¢ AdRAitvadr &l ARRArP R AraAs aAONMARART ¢ 2AAAAGORLar

s
————
ﬁ [V 7€

[

3

»

L ]

4

L 3

¢

*

&

4

»

]

L]

L3

[

»

»

4

4

)

!

L4

L

“

L 4

L4

»

F d

cei. ey rdh./Em WN- 4 4 wraw o e AR . D I A ot S P P ety Vol — il — iy Al
. PN - . Ll . - . < - A . Sp—— vy = W A i ..‘I‘
. e . . AN N P dg— ).0]. .. - Tvm == gy Lol sadfe -_meaw -llb.l“l.- b“.”lol. ' - s ~ -. - - \\”.n.llr'nll” ll“ ”I.-.~ ﬂ.‘. = = = <& o4 : el mis .S - “ se SRR SEeSsSSTN A N
- - r o L) -

.14 - e Yy l’j i Agp=virwe 3 l.!.'

. z__o&.,.....

B e T 00wt o TGRS M T ML bt . = = et o VA b TP &

- -




CA 02301664 2000-01-20

WO 99/04347 . PCT/US98/15240
15 / 35
Queued Messages
Group Address: cyberesponse@matrixx.net
/-
, y Originator
MessageResponse Status Assigned Received Subject
areniviusson (kmusson(@matrixx.net)
NH31 42 Opened  JennyBotts 3/24/1997 1 oo for MARSHALL
. enny Botts (Jjbotts(@matrnxx.net
60 69 Opened Shern 3/27/1997 Test 27
- D JiCt
66 84 Opened JennyBotts 3/27/1997 - % otis (Joottsigmatnxx.ne
enny Botts (Jjbotts(@martrixx.net
MH69 78 Opened Jerry 3/27/1997Tes £ 36
enny Botts (Jootts(@wmatrixx.net
~72 81 Opened Marshall ~ 3/27/1997 7 %0 @ )
. aren Musson (Kkmusson(@matrixx.net)
MH95 105 Opened Shern 4/14/1997 CvbeResponse question
- frls kacmarsky (ckacmarsky@matrixx.net)
/\O O129 139 Opened ckacmarsky4/24/1997Test 75
r1s kacmarsky (ckacmarsky@matrixx.net)
\‘ 130 140 Opened ISD 4/24/1997 Test 13
~N142 152 Unopened Unassigned 5/1/1997 :S Xam (Dexam(@matnxx.net)
143 153 Unopened Unassigned 5/1/1997 :z)s Xam (Dexam@matrxx.net)

N 144 154 Unopened Unassigned 5/1/1997 gsr Xxam (Dexam(@matrixx.net)
M 145 155 Unopened Unassigned 5/1/1997 :s xam (Dexam(@matrixx.net)

500 net
N 146 156 Unopened Unassigned 5/1/1997 o0 SXam (DEXami@mainxx.nel

Test
. ’ et
147 157 Unopened Unassigned 5/1/1997 7> Xam (Dexam@matrnxx.net)

U

QA Messages

Assignec Onginator
Message Response  Status QA Assigned Received . Subject
~148 158 From QA IS 5/1/1997 :s Xam (Dexam(@matrixx.nel
149 159 Pending OA Unassigned 5/1/1997 :S xam (Dexam@mamxx.net)
Expert Messages

. Assignec originator
Message Response  Status Expert Received Subject
M 151 161 Wait for Expert jbts @matrixc.net 5/2/1997 :Zi;( wH@matrixx.net

http://206.126.161.12/scripts/response/queued.idc F l y Uy /I—-f 5/20/97
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Group Address: cyberesponse@matrixx.net

Message Response

M 15
(O 65
M) 68

73

075
076

_O 77
10 148

0O 149

15
74
77
82
85
86
87
158

159

Status
Pending QA

Pending QA
Pending QA
Pending QA
Pending QA
Pending QA
Pending QA
Pending QA

Pending QA

PCT/US98/15240
19 / 35
Jnginator
Assigned  Received Subject
: enny potts (jootts(@matrixx.com
Sherri 3/11/1997 Response time
dwilson 3/27/1997 NNy 301LS (Jbotts(@malrixx.net

KarenMusson 3/27/1997 -SAny botts (bous@matrixx.net)

dwilson
dwiison
dwilson
dwilson
ISD

ISD

Test 32

Test 35
3/27/1997 TZI;?};OOHS DOttS(@matrixx.net
4/9/1997 g:: son (dwiison(@matnxx.net
4/9/1997 r;:zson (dwilson(@matrixx.net)
4/9/1997 :;138011 (dwiison(@malrixx.net
5/1/1997 ::S Xam (bexam(@marrixx.net)
5/1/1997 :S Xam (bexam(@martrixx.net)

F;gu/e /4

http://206.126.161.12/scripts’ sponse/queued.idc 5/20/97.




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

g

20

—- g ..
J micPe WpaAp AN 4V ma. A - v Ay i e o™

- 4 [ 2 - ps -t -,
.».l.-ql«-ln-n.’\tlll‘i.l.‘l..f et G S gy s by P W v

- mAe WEL L r . 4

[ Ll W, ey, -

PP ey pmm g rpd T

S —— ey o LU S B .. f.h.wl.Ln.... * 3z
. - PogbaE SSH S A - oy - - . .# - d pr ™

sy - - a— A A . i‘t(’n‘.a.: com s e oo " . - ’ 1»11 t" .nllat-‘.. TN o ’ v W' [ 4. .J.-T At .lto NS T .
r 0‘.0:\ A . .‘JU pus . ..0..- \.&' ..’.. ‘..!.{ ' 5 ”.‘ h \h}.’ &L ~—rd \\.\L o gg‘ u. u\)(b‘.,.f - e " .llJ du\ . o . s ? ’I JL . .k B

.r e v .u‘. \-o z x s 2 ” e ” mx _Q-m- .a w.. g L & ) " = L .. . JJ iI. B ..?«nw..a

é .ﬁ ... v . . . A .
5-: s m et d .a.r!..rcr.. bu.rauw-ﬂ.w! A YT R VLY Yg RIS A&t s AN ; “ : :
.0. c » lo. - -

svapm et et

ation

-

System Administir

Select a Section to Update .
( CSR W

dear?
- sisvevs “"..."“’-.."“."..“'"...“.".’-"“‘"‘-‘“"v"“‘“'.-IOOQ&OD0.0!-.0.}-0‘!0.&50&“0.“50...OlOOOQOI' .
R B B B N 3 ’ - e

T A AR swre d s 2P vt apg .,

. et amas ARNIPICE whiIP b bess

chp P ea b b te vy

i s, s A

LT P A A o | ki gy

b b L e e e S

]
*
LY
F}
#
»
-
-
.
-
-
»
o~

L LT

Ja—— . — - Ta-
- et e M 8 sk w W e ek e S S Y i -
-y v b ERLOR 8 wremr. R s o+ e e LR
—_— ii‘ ...'I.'Illl'f e Al g AN AT : : -
R ram st odma B wiyy A e bbby N v N A e - il . v ime B - 2 « v .o om o "= = . - - L I ]
.. Pt wier At r W YA b 4 e e . - ok = B a . R .
S . N WhAN “a w ~~ cc swm- A . 2 ~ - sy - { .
) ‘ ' e e v w' can . .
. d ) ' . :
- b o b Sl SIS W Y s rwbbieala— . ¢ — e Y= ol e A - —— iy A I . i . - . . ; - - . h- .r » . .r
"2 e A ma e ' ) 't wl . A iy e S e b 'l -~ . o .. . . - - : - - ) « : g g - :
. ‘ )
. . .® v - ? " .. . : L) ﬂ l
~ LN - F) - - U ’ - . N - -
M - ’ £ . P A, . -- . i '
' . - -* , -~ -~ rs ’s " " e o . .
- v .
* -

h\.:\\z / Q



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

35

21

[ Administrative 1 qmmrw.. ‘Microsoft _:”n.:mn mx ploter - ;

Update CSR

Complete the form and press “Apply” to change the CSR information.

CSRID KarenpMusson

Password

HHMXMNIMX _

XEXXNXKMIAKX “

Confirmm Password

CSR Prviledges

*
-—h

May the CSE. adririster database tables (" Mo
I{ay the CSR generate reports? (% Mo
Ivlay the CSR perform final QF on ragssage mesponses ("

Does the CSR quahty as an e %31 Hu
Iay the CSR mark a message as "o Fesponse Mecessary™? 2 Mo

Do the CSR Responses zma _”..,.,..wpn_,.,

Group Permissions

: miatiixk.net b
Select the group address for which the COR may _

respond to messages. |

— Py & R -
-r as@. A TP b s W mre— B R b -
v = aw MRS W ae  cEps, peled ——— i

= a - e e - -,
[ 1 -y Y - A - e rm wy w9 vm p - WVEA <+ 4= ® ¢ WY ! - — s -—m-
- v e — St -
iy - e - S v S—_ \ ol ¢ [Sp— Apireg vy A WTSBlp WP AT - .
—— — — - A o e o AL Lo — ll'.l - wvew Sgy-qmwv"® ¢ W emmls ftm 1T @ w A4y N W w W e g Paams iy % Wi, W - "
’ . a - . . - - - o Ld e - . - . - .
o= or @ - - -y Y v R i sy - et i iy A 4 4 . .‘ T T V o.‘ et ..ln..v ‘r.tol..\ .v \ -4
o aupr - - - ad-ahanie gy . - Rty A A Y, LA ..w - - ==y ﬂ. ’A ” ( s.._l-._ .M
. EIP v . : - - T .3 : L *e YA we ¢ W " C ey P L] ’ e g v. \. ." ‘e q A -
N * > o - Y LTI -._.  om o N e ! 15 L.t N rv, -~ - ALK - PSP NS S B2 .n;w. = S, i . Fa .. ]
b o o4 oA ,14..1 A.., «..w g O R R S ST S A SN S LA ST L . S 1
Rt L A i a s\ P - o SN oA : . -
x .*- A 4. -y . A
4o ot ey

h\% \\\\ N\Q

bl

»

BRAt W ! -I
= . v
v é o+

. S P 3t 0t Lo M et s B0 AN " 1

e 7 o -~ 4 4
D - - . A B .t ’ "~ s
A a ot PR e A M AR b L € o A R, 203 247 VY AN, € RO g i M

kg Soow
- .2

at 440 N B
.
4 y » st i,

t-

p AN YR
- .

A-.) .'\.*.

AR AT T SR

LN

AR, Jiy ¢ W
L'y N Y

“ .8 st

8 u»

L %)

AN S A, o & T ‘lw:ﬂﬂ

. B

- , a
'(. - 9 V‘ —y '?“:“ "?‘\ql,’. .“.I ' ‘.,' !,,‘ R
' A .

- by

hamy -, \0'- l“ﬂ*‘“"v‘ms‘;\
LI rs .- v N

-, N
)

+» -t QI‘N'\‘ . . vy .
A.' -.\'-" rCoe ™

- - % v »

L ] -

- . .-

sy 'R a .

., ’ . . .
WY . o+~ bl .t .
. r -

v [
.e

o . .
B . e =~ L]
LN . . . B X .« . -

4. . . .
'{:\~«\\ .

- qay 0

Al ) - 4 B L Y L] -
P JREEE . TN S P

- : -8 ,...'M.
. -y "

4
‘.0: L O

R 5 IEPRETI

L} ...
4 .y
2" v,
N k
RN P
- [ LAY B 1
N .. i
.- L]
I
. '
,.’..o'. 4

3

Y . o 4 .o o PRI . « .7 a. ' . My .
JERNPPTSV J R X jTRyTror ey VR L ¥ AL SVENREL L TR N ST N N Y A A W e N LI

wahm
.

CSR Admin

Select Mew to add a new
CSE. Or, select a CoR to

R HH_&mﬁm .

(& Hew

(" dwilson

(" JennyBotis
(+" KarenhTusson

L L L L EE

b v N . ARl SV PP . B e B . v

a A0 Yhumbeaiivh. & A 3 p S-S B S-04 +¢ Al w—-— L]

Rl L R

A= s ey

o o g ) vy o | vt e s |2 v I A A

I AR B P NIl o - sbuirel VRl 4 AR A L) B A - s 4= e =t [

4 drn




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

35

22

C u&ogéoao@gpaﬁﬁ net MATRIXX 7.?18&#%. Inc

wvﬁmzama mmm_uo:w

-I...llo..]....).il}’il Wy PP - -

Benefits

I-\lr. - gt - - 1 L O.Jl ‘.l""' 'i -

Oither Servces m msmam

. ™ s i'\.lu\.f -~ o~ T "

) mmzmam

Feporting

Syatem Features

Add Category

Deleted Categories

Al -y *T

1.
v
| |
-
1
m
‘ .
w -
* L4
¢
d
£
" 4
v’
+
{
L Y
M .
.

v oy .-,

ER oL
as ANy

o
IH Iy -thNan o

Mol 4
sers s @ie w

- MY sy
—-_—

At s WA S i L“‘H‘“wl’ -

benienlesmges . v .,
[ I
.4" .
)
v - »

a-
~
¢
-

iy

» N .
+ o= Pa v,

Bre 2478p S onum - “Ppre

it
-

-4 v .

gyt bk

— g areleh . e
.. - 4 -ty - -9 - v - -
-
- - . .
- - - — oL
- - v v -
p— - - e — A s d [ aand - . . X - . 3
2 : . el T e
bt e PP il v — !!'-[IIE‘.‘I\
TP

- -~ S

Group Admin

Select a Group to Update.

(¥} cyheresponsei@mairixx.net

ELE L S

- oy o n

LA AN A A B A ] i =

o e et Al A e APt ANt . e cmmmy o+ mes,

b = o d o el ey

. e e——t— e .



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

35

/

23

;oaul.

.F...“.. ' il-;#.d if\llds-

CSR Permissions

z Ohe

O PPy T SN A PP W I - \“‘iit" - W e, m— R v

N ...s.i...b.lf.. om :
B.E % .__...).Lr.vw :

.t_./.(li
8: SR
,\..

. ‘. -
.d\.l.l. - o
- -
- & A~
-L-
.“l‘ .' .
'

q

rd -
- -
. . \' -
. r - .

mazv cwmnz

-
EELREL TN LN R L )

v - st s 4k sm W Wt gy PV 4T
L4

g W g e, TN g T

-—a
0

-h, -s
s eyt

. [
-, -
) * 5

i T w..“
A

] re

-

. o - .
- .
i .
- it . "
4

v s
-

- . e .. ah A gy = Ay A B LI T T B . o~ 2

g

: 3 C A ey dely ey LAl aem Ay s T

\‘l. . _ . ~xla 4 - - m- PSS — - u.dd

q - m—-m 4 3 PRSI W
: [ 3 1. - < - Y

v a2 e, v -

su-..,_r... R i A P R P L

o NT -, "t

.‘..\

til\‘t“\\*’ .

A P p— e — '1“.)*

m__uzmgm

Highlighted C5Es are the cunend ('5Rs that may
respond to email addressed to
cvhersponsenabooe et

“lick orca OS5 to add or reracve the CSR from the
crrent hs E.@. Using Staft+Click or Ctril+Chick vall
allows ranltiple C5Rs ta be selscted or deselected.

-9

C'SE Perrdssions can also assiznedfevoked m Co

& draanistration

& fter C5Fs haee been chosen, press "Apply” to subrat
the changes.

ﬁ\:\:\\\ N.N.\;

: View m_ocv

Y I LA L LR L . &

- - oy = -
.

Py e s okl Ll s P v P sk S LA W ¢y % ————rvera— P Yy Awr PR A . PP AP — - e ¢ -l S e — . . . g

M E LIV I R IR L T Y T TR T

Group Admin

mﬂmi a [y w..uswu t C?Q.&m.

nnnnnnn

P te st e . -y e e i sigea

4+ 1L 4 et e AL AL . A A SUTN A ST NEAN L SAM. FUTUOO RS 0TI A AL/ 40l b PO 44 2 = -/ 41




PCT/US98/15240

/35

02301664 2000-01-20
24

CA

WO 99/04347

W w -
A e e e che e e, g vy & - LR L R

- - = - ., r e = - -

R E B L

- . il ..n.s., - s.....w. —eaar . ...- . : .....a . v v ol, “a. . R TN P RPN by g r3cinTm . J r..rh.....ﬂ-«n..u‘.r.lwsl qi\. ..MU.M‘N ~ ws “..v.lu. L arallii
ey - r S —— e T p————— AW 4 4 T ey T S e T % ‘ N.' - .. .1- LI P, - i M S-Te -’ n“ . . v T, Ve - . % rafi " - o bt » :s l.w x
- er ' ‘ <. ™, ' ’ : . x Y - ., : o . Tt . ’ L.~ € -, . . . 4 -
! "{\-”Yr L r ,ﬁ .’.J 4'). ‘D “ hl u HV‘ (Y to' ’ Mn . -toco. o»vﬁ...r4~ , .0 .M.Q.J..-.. - .. ! . . .” .1_ : Or s.\v . .v ..l . . ...v P (lo .. - v ..\ - - . h - " !.."-"C‘..!J N. ﬂ .fhbd.lt“. Mﬁ{”“c.
4 "yt st St . L - ASRAAPEN > -t . .- gy e 2 E, . e
D g—:—“-m- m ” -.bl\ o—cw : m-sm x °- ' : d“ .4 .f.. 0-’ .u -1 . .. ’ .t. . 4 : .~ . .ll\.‘ ’ Ia.‘ -t . \.\q’ - . > q.l. ul -.. - S o F.\...-ll Vo . ) .- . JQ\ -‘~ nt olt\ mr\...\l * 'IaK‘.‘ - " o -~ ™~ ‘
( - L . - ‘e : T . . . ' » - . TN e - - -
- - R - ¥ ‘1«.’ .’ N 4“ h\‘ & v, . g P = - Lo < . .
P A e L x&i!.luu.!:asn[.... s ..u.inv 31. uu Y AL «).. il - : . .

il T

3&3&?32@ matrixunet AMATRIXX Marketing, Inc _

ln]]{"\l L.y — Ty

<_m5_ m:u:_u

‘Il LR TR .llcl.;'.lt\lcl‘tllli s =

m_msw::m

wmdh oy sasg “O‘i‘ qa Pogly s 4,

1'1)\'}\‘. » Apigpeis dphn - NP TRy

% ﬁmsn_,wa Response

.
-

1

.
| ]

v
“ -~
L}

.c — - —— —ry
- -
——— - —A— — —r — - -ar -~ 0‘1.\‘
e ArTow. - - - i — B

(e cyheresponse/@matrixxnet

’
!
. L ]
L 2

%
e om By Y LS GRS T ah
- - - . .- -

~
C S Wt gl iyt W Lt ",

p

1

)

)

]

1

)

i

’

1

b

Soad by T v o
o VA g

1:'0 B
|
3 I

o 1 ey 4l LA LS

N W e W APt JWPCIP e L RIRIN
., -

wpoe. Amoe .lt...&ll ..tu.l!.‘t’.

Om_ﬂm

v Rr. e ' 9 S N Ay

r——
*epr v b sk BN

ﬁ}! A I\!I.ilﬂ.-lrii }l.ﬂl.\l.,».l.‘.otl_.(!t

Um_mS

The ?.w_nmm UQ -2 Email Management system ensures all email inguie
are cent ta g Cusiomer Service Reprezentative. o

ARt

pepe————— VRS

J‘niﬂl‘!‘l‘i‘"

,...:.i..s.,.\...,,z,-:..,_ hessagedesponse data is available for ad hoc and standard im a_.wﬁ.d_,.

- oo
. . - - - whe . - -~ v . . dw 4 Y Vo4 a4 o.N -
. . s . . - * e . \ o - . e A .
Coamﬁw _n_ AL T : ,T. .—- ~hU_J. .:,_ J- C e e e L . LT . LT 5 o3
. - - w . . ™ -
For . . '
Al A - - - N AR -, . ;
» = e I.. .‘..ll e | ‘
‘. . -

.- . . - & - . .~ . , ..,v . ...( - - s .-
' .4 .. ' ’ ~ X 0 ’ N > 4 N . . - » . e ) . . . d g ]

by . -~ . A . . “ - N, =t T. i . . . e . Y. - - — . - . ' -

- - N . L b . - . . ) ) . ) ew . .. ) . - . . .

. - . - - . - - - . - PR T R - . ey L]
° . . . 4 ey = P - ant . -~ - P - awp b u -
- JrrapPp— Y - nemayt o BT A wm v Al - gl BN (T S e - o= A s ——— e N . . . by ‘. . .

™~ - v e v . : ' ' . o . . i o . . - : K . 3 .
O_.n . , - . ’ - . , . * . . .o - . . N N

. ‘ ‘- e - . - .- - . . .
¥ - . - s . . . :

- . e ..

¢ . - v .

. . s A ety




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

N

. net

il:‘(ll “

Signature

Thank vau for contacting MATREES Mark ating

- aa b -~ - oam el we -— - -~ - [l _— [
. . - .. - - - - vl - ——rrlty - N - —— - - — - - . . - .
. . - . o’ . . - . - - - .. LY
v . )
’

.lt..’\t".

“ mwmzama mmwuo:m

- M, 4 ar a4~ 4

:iuﬁi s I

. .‘. -
4
-~ .\1.0. R
‘ 1.
- - ( 1 r . .
- m & .
» \ ® -~ 4 ~ - -‘..
’

*.\’A‘l .v- ‘!J- ” .! PR IS o N b,

MATRINY Marketing, Inc

a . . ‘lllfl’.l 4!‘.‘.‘

_m:mE:w

'
|
.

11'\1-‘11&\-] B - ey —vveh oy v T

| - View m_ocv

b}

C——— - g— —

TEY BV

e

. — s AT = e - N VPPN o S P - ghyeirn w1 b

'
EREIEE Y T mmmnhennbbisle 4 o= 9 oie . SEPY ¥ -

"

Select a Group to Update.

B N T Ll b e ]

Fravre 2.4




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

33

/

26

" prtuhs ey, e 4= Y www g

" Tt Naw. s v 40:..4 c_:.\.. ww‘.thﬁ__.kaq..

tive. Tasks - r_o.awo: .:E:m Explorer

Jw .
..a.ta.l.\-.rt.n . .&1'\} w-qf..«c. ...... 2

-y

E ‘Adiministia

‘

ALATRINY Marketing, Inc

L e ‘Dlllllf‘..(

&&o?%eam@gmaﬁﬁﬁi

. v v ol Spp—
v . - W el g —— et &
ﬁ- - 5

m Cigriature

A Bt

Mui.‘l.lﬂd WP Ty e Sy i

| View Group -

L 4
'
'
.
)
. L-—#-—c PP 5 Sy 4 ) Smna——

“
Categories CSR Permissions “

|
Benefits durlson .
Other Senvices JenmyBotts |
Peporting Farenlvlusson __
System Features : h.

Test

4

Signature

Plo Signabare

Al ol s meh e e e e A s b ey o e A EE——— S W W TN Y ap—— - Ll ]

Standard Responses )

#. H.Tpr wr 3 ﬁ#uwcpm.w.w wmnw.DHF P TJ a r:w..ﬁﬁp,.fu Y(IEAS ..Ju

7 CSEs are traimed experts noelisnt's products and proper netipuette.

: T [ o 2 Yy - Y :
7 The CvheResponee Einail Manageraent systera ensures all ernail mguines =
a1e mS: o a C rr”_zap.-mﬁ 710 w.zzmm.xz.ﬁm% AT

g

\\\..\_M.....\BQN..

ooooooo

S Ry wm )y wnelph i ok oA e




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

335

27

a gyl N AP - P - -
-, b et G . A . P
= 5 . , - - L N - u'lf
- ’ “. L] ' - L] 0 s’ e ol i a. H d - v oa ot .fc o™ - -
T W e L] - - " ' - a "o » . - - . e ., _v‘ ’ - N . . o . -, ‘e e - e l\\ 'y =
Y L e e " ag Y L wa=e * - C- . - . ..- - B o s . 4 -. e » - - - - 4 - - N . . P - - . e . ) A . . - .q. ] “‘ . D\-‘t
. : . ' u . ‘ .. ’ - : - , ' <o '. ' ' .l..-' ‘ A.. C . v * [ | L T - U fm OI; - - - = - - -y T . LI .
_ ' " "- e - n.a i e " MR 2 ' 4].\ i * -~ * . - - -* . e Do - .\F [ a T . > .
.. - . . . - mev .- . . ) -
. o't ‘. x - - . ._ r . . - . L S - r. . ‘;-‘ v - Du . . UM- . . . ) . -t!’\p/ ~ .\.
m ~ -n-cwc : m—= Ol. N, . 1\ .... ) g =5 s y > . ' ' - o -.- .'l .a ' - . CI I. - .. * - \5 -  J
- v " - . - - - _ = 4 . .- lvl . v R , i ) : : 8 . s
' . v L L . v - - > sF @ .. - . .
. ’ . . 4
- N A 4 ’l . » L “ " oa. .\ . . . . . .
’{l. I.J'. ' - . - - a v -
‘\ ® - . - g w Jf-ﬂ' 'I
P F R - e Y w. . = L4 h ”
'~ — L . . tcd.\u!. iy pue £ a, b " ‘¢ = n

A

Generate Reporis

Select a Report:

Report Name

o — | n %?w.:wzbzrow of reSponses pel L -k categ :H\._. L —
. Humber of messages received and tesponses sent dunng a day.
«  HMumber of messages within and exceeding qaulity assirance iﬁiu&w L
- mm;m,,nmmwmﬂmm;amm, | «  Ivlessages that hawe been marked as Mo Response Neces q.&d | o
T { = Ivlessages that have anopen ﬁd&:mcm 5.2&. N | -
I. " M._,__Mmmmmx.qu-m fo Cabs H.mamw&b_m 4 - - . .

RS

Cajivee- b o
¥y

L A
g

PR, U0 AU PR T

e
!
+i e

* 41 T A . &k RS BAY .
-y !'ck il ol i A
WRT RIS

¥ hagraect'n

=

]
Al T
T edtNgy

o

T b,

’
LN
¥

l}‘h’!i.a»\

rov= v ivwbwy - 47 R
,\- 6"-\
L L \....}"-
3\
~ 6

% ] l‘ T’
t'ﬁ‘\{’ : .
1. ’ S R

NRAAN SIS te P adh O bl Kbk, bl

oy o A Ay S v el A B A A SRS . YA Bk WY & 3 v Y AR L

saslingd g 8.
. \

.1W‘
Myl
33

S wrw Al ph o) s = GIRA. Gl gu i 2y 9 St I @A P Ay b
MY
*y. \-.‘
L

-
e ?
\'-7*\{

- B e - S— A—— - . e — i & W—

. T . BT D - -
e oy Wyt - W AR W b S A, S ~ .l'

\4-)! -s .-J. ' . . ... . J . qm
ame ¥ L —. gL n HP QHH# HHH-LH.J U.Qﬁ) e
uReplies: A emnall Message e ST
. \.‘ Y .......“..... ... Lt . . I - ) - ceecw e Ny y . " — . v ;o .
-

ratheH

+
g 0

PERPP PSP P YRR

s addh ab

1

’

.

]

L)
]
4
4
4
[ ]
-
«
{
.
-~
L]
-
!
»
¢
’
»
-
¢
>

A d ol e s e A

—— b P o B ¢ 2

s e s——ve .

wd el i o bk~ -




PCT/US98/15240

M S Ay gy s W wm oy wmag e lri..s.‘l‘t-’.l'.l."‘ o - iy -r

e e Bt L . R v P PP, S o g e Y Nl e d——r

frm P e PR, e Ay

) - s oo ——— L A g mM W gt VR ga i i ey b i b g Y AT W phors * ;™ - » . . . -, . # .
- e il okl okl . B i ‘o . ’ . s . . . * - | ~'n . [ £ fie o ‘ ! . & ¥ ™"
i%?l il]lli! POV sl - . - ot ' . ok o . Fas e, v p Y, LI .- Y P S I d s . o v . . .
V e S = a4 Yy ' ¢ x . Wt : . N ~ . . - ! A L N . ’ . T e * ) v
ﬁ ' * . ’ .l‘ 0 4 4 - o . 14, - - - #bb > . . ‘ ' #;- . IO. - ! ' . - . . a ’ " — : o :
."-.‘ O-V“ (..0 a’ ' 4 - T ot .- 4, _ - S Sen . . . . A 3 ‘!. .- i DAL T . ., - - . - 7, 4 - . . » e e . . - - . P - . b
. : 41 ’ ( e . ., . . . ' a o . .« . i , ) s L .- .. e a " 4. - P l“l..o P- -‘. nl(l o. LY. . r - “a . ., . . 0‘
‘ 3 . - . . .- ' - . - . - . . . . “« .o - g X
‘ J—— - - \- * . . . 5- - . - l- .. N mn - “ s . - > w. - ’ * . T . . - l- At - '\ - L =k . . ’ - - - . - * = - A
.! . . Qh\ . nl- . . v .-u S > » - % - L a [ 3 o - ..- ) .. . Y .. .vb.. - » . '
. d . . ‘ - 3
. ’ . f L . - .
i Se . ’ 7 ¥

- I % ...A..‘ < .,l“....-.....".‘.;s«su!v ety - A

| i,

PGS RphhePRrAsdst

sent dunng a day

recelved and responses s
vathin and exceeding gqauhity assnrance

»  Planber of 1essages
= PMumber of messages

(X RYT ERT TN NE RS WL LI

wz.o,wmmnowmm meama

that heve been warked as Mo Response Hecessary.

= Dilessage

P2 bt has bnaplpososdrba e

¢
L

“i Rk
K

TWRYY W
PN

'nl

«  Iylessages that have an open Dialogue btatus.

i Gy g L AL W AL A ik S0P S Pw" £ d by SAATA TS 1Y L

02301664 2000-01-20

CA

WO 99/04347

35

/

R L

S AN e v w— ARARS W — -

T L LI

IMessages to CSRs regarding QA

Sy

- A

-
g

B emal message
Replies to a muessage.

{

——

m.m%oswm Time

The tirae a message was mecelved, opened, and sent.

The time betueen the message being received and the message being opened.
The time betureen the message being opered and the reply cm:«m sent.

The tine between the message rmEa recerved and the reply being sent.

[f the time betueen the ressags being recerved and rephed 1o fals to meet

soanrance standards.

cpaahtyy as

a— [
p— —~ —— . . . [ - - - e -
-ww v - ¥ - - .. - .
-—— - - me v - ' N .- . .
- - - — : -
- — . b sy e - P = N w——
— ———iirrin —— - - E ‘
- - . e - -4 - ' - . . s - ——r g .
- . — T Tme . . - 4w . .. o
- Y . ﬁ . -
A i - . \ |
- . . §
. . * .\
w® 4 ' b . o . r
. - . - -
-

ey ol é FAGLEN QRAAE AR W oo AT 8 vt - g v &

Bl
B EE v',,‘ik!-s R &

S N SR RN FUF

MPSYEATEL FYYRW

LY

% S AteiPaieih. A § -

v N
TR Nt

i WA S - . . WY
PRI e
Pt w cy ki
AN BT

" S AR

- ANPY

U RSN
: . AN

;o't-g'p'.\l
A . l .'\-1\;

.
MR T A S

LT LR & B

M.‘
Y Al

It

r_2r Jw LET S
. "'; X

. s v;h, LR T

Y i

*i

" Raw 2 TND ST ATy A v

PR L RTE T
Mo e 24 L s hcha
Vo

.- - .k
Bl A S LIS
;’3{“-: ey

S
?

\i\.
R T .
w Vg »

&

ey ¥ g I
Y

Lo

v v wealih s b -

3

.
I
i
1
. 4 M .
PR
f .h...fw“...a
“ M‘Wmv\

o

$

| 4

$

e R " -
« ¢, L X~
- - .

":l"!o'-v
e

+ - e n
a

v 1 cann andpen




02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

[ 35

29

- - - \
. s =m
1‘{1 (VY gy A SR Sy Tmat t"ii..\ll Sy i ARST g —o I.Ilo{.\‘(.tl | A -

o} Zn Response Needed Repoit. mcmc_ m.n.:, ' Microsoft _Em_:nn mxu_o...m. )

“~®., ™ -} ..lv).. b AL SN

i sliippti.

No Response Needed Report

Complete the form to indicate the group acdidreas and the time frame for the report to be generated

1. Select a Group Address

-—

(¢ cyheresponse@matioonet

2 Select a Date Range (Date Recieved)

~.\nl ‘e We. T, o® T} .
dhr I.'-.tﬂl.f-l t!‘. ’

A A,
- .
LY . l-.'. + .m .

1 a:u:

P . awm - w w

- " n!“ o afll wasa "

mcsame.m_mvo_.

rdb @ -

LR 2N N L LI

A PMB ISR nIa e aiBetlss s athivpminabitibpnstidnntd M AAP IO RGEEI PP ROATAr 4P bbimal Al bssaenhbhbiant iasey

Y PR RN AY FY RN YT WY

Ve R TR CY

'YX TR PAPD s mg rhow

ranvid

"I ERT X L Sy

0=l N A P e .

P P e e

@ shessivaitid a4l & S0 SRS MOTELIRMA IR Attt - -«

2y



02301664 2000-01-20

CA

PCT/US98/15240

WO 99/04347

[ 35

30

’ : E rm“. L e .,.t.....:\.... PR A BT
[o] No Response. zw ded Summary:: I_n.o.wo ..,

EIEE R A L L .
. . . - s = @ - - - - - g > T - - - -
. - . . . - - . = LS. - -~ . - - . ' -
v - - Ap A we— " ek W e waw — 4 . cam Al .y p—— Ml 8 " = - - © e e ., - . Co- * A——— — ot — e
- . — — - — . - - N r

it S Py o v e w—h bl - . - PSS-S === - - . A ) s L. " = . - . . P . - v . . aa ————’

-my mows - ' R Pt g TV e - om0 b - ~ W Sy~ A el i - ’ ' - ' - .

. e e i ———i
e ey e —— e —— . ' . : ‘ - s v o Too.. '

" . r . -
' : : . s r . . : e = . - ” : . . . e ) . .
N - - - . N

o i l*li\li.\' PP AT ¥ W Vi T A

“t(03‘1!!‘1‘11]4511"‘lr‘lliill*{'i"’ll""llli‘l‘ e e

L] 1 .- 1 Lv
=¥ e Ny e ) W TP ce, e e . r... ",
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4 2010/1997
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Replies Report

L)

Complete the form to indicate the message addresses, the COR and the time frame for wlich the report 1s
to be generated. Press "Get Report” to retrieve the report.

Messages Sent 1o CSR
AlAddiesses Al LoHs
‘ciberesponse@meprogtams.cor JennpBolts
_ latenpusson -4 |
m
l_f

For Dates:

(*: Range (The date(s) the Bmmmmmm was received on)

From:

To:
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Response Time Reporti

e ————————————

Complete the form to indicate the message address and the time frame for the report to be generated. RK

Messages Sent To 2
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OGRS
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T2
_ ot gh
(¥ cyberesponse@msprograms.cotm =
5
—HO.—. Dmnmm“ _
.N._..m 1
(¢ Range (The date(s) the message was recetved on) “
From | Y.
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To:

( Cumulative

QA Standard

Enter the acceptable number of hours between a message being received and a reply beng sent:
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mmm_uo.:mm Time Report

Messages Sent To cyberesponse(@msprograms comt
QA Standard: More than 48 hours between message receipt and reply exceeds standard

All Dates

Summary

QA Standard

31 of 31 records (100%0) Within QA Standard
0 of 31 records (0%) Exceed QA Standard.

Time Between Received and Opened

Average! 8 hours
Total 236 hours “
Masxamum: 93 hours m
Mimimum: 0 hours M
Time Between Opened and Replied o
.....m

Average: 0 hours i

_ Total 1 hours 2
Maximum: 1 houts xww
Minimum: 0 hours 2
Time Between Received and Replied
$

Average: 1 hours :
Total: 28 hours g
Maximum: 3 hours 2 ~
Minimum: 0 hours e
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Detail 3
| v
Time (in hours) Between e
Received . Opened Received .m.
Message . & _ & & “m
Number Received Opened Replied Opened Replied Replied M
54 Sep 23 1996 16:43 ]
57 Sep 25 1996 15:56 Sep 25 1996 Sep 25 1996 0 ]
53 Sep 25 1996 17:38 Sep 25 1996 Sep 25 1996 0 ]
59 Sep 25 1996 18:41 Sep 25 1996 Sep 25 1996 0
60 Sep 25 1996 18:51 Sep 25 1996 Sep 25 1996 0 »
61 Sep 25 1996 19:04 Sep 25 1996 Sep 25 1996 0
62 Sep 25 1996 19:10 Sep 25 1996 Sep 25 1996 D
63 Sep 26 1996 08:19 Sep 26 1996 Sep 26 1996 1
64 Sep 26 1996 U819 Sep 26 1996 Sep 26 1990 0
65 Sep 26 1996 10.05 Sep 26 1996 Sep 26 1996 0 0
66 Sep 26 1996 10:24 Sep 26 1996 Sep 26 1996 0 0
67 Sep 26 1996 13:39 Sep 26 1996 Sep 26 1996 2 0
68 Sep 26 1996 13:40 Sep 30 1996 1
69 Sep 26 1996 13:42 Sep 26 1996 Sep 26 1996 2 0
70 Sep 26 1996 13:45 Sep 26 1996 Sep 26 1996 2 0
71 Sep 26 1996 13:40 Sep 27 1996 9
72 Sep 26 1996 13:52 Sep 26 1996 Sep 26 1996 2 0
73 Sep 26 1996 13:56 Sep 26 1996 Sep 26 1996 2 0
74 Sep 26 1996 1356 Sep 26 1996 Sep 26 1996 3 0
75 Sep 26 1996 13:56 Sep 26 1996 Sep 26 1996 2 0
76 Sep 26 1996 13:56 Sep 26 1996 2
77 Sep 26 1996 13.56 Sep 26 1996 Sep 26 1996 2 0 -
78 Sep 26 1996 13:56 Sep 30 1996 93
79 Sep 26 1996 13:56 Sep 26 1996 Sep 26 1996 2 0 e
20 Sep 26 1996 13:56 Scp 26 1996 Sep 26 1996 2 0 4
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