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CALL PROCESSING SYSTEM WITH CALL 
SCREENING 

0001. This application is a continuation of application 
Ser. No. 08/633,507, filed Apr. 17, 1996. 
0002 The present invention relates generally to the sci 
ence of telecommunications. Particularly, the present inven 
tion relates to a System for providing Screening information 
about the calling party and/or call origination party. The 
System uses enhanced network information and/or Switch 
information to Select a multi-input template. The enhanced 
network information and/or Switch information in many 
instances nullifies the importance or relevance of Calling 
Number (ANI) and Dialed Number (DNIS) in a call pro 
cessing environment. 

BACKGROUND AND SUMMARY OF THE 
INVENTION 

0.003 For many years the telephone system in general has 
known certain information about the phone from which a 
call has been made. For example, the telephone System has 
known what area code the call was placed from, the long 
distance carrier of the phone call, and even the approximate 
geographic location for a non-mobile phone based on the 
first Six digits of the caller's number. This geographic 
information comes from the Local Exchange Routing Guide 
of Bell Core (LERG). However, in reality, the extent of 
information that has been collected to date about a calling 
party by the telephone System is quite low. For example, 
consider a home in which two or more people reside. If a call 
is placed from that home there is no way of knowing, as the 
call is handled by the telephone System, who is making the 
call. The only thing the telephone System may know is the 
approximate geographic location of a non-mobile phone and 
the calling number. The call may even have been placed by 
a visitor to the home. 

0004. The examples of lack of knowledge about the 
calling party quickly expand when one considers phone calls 
originating from institutions (for example, hotels, hospitals, 
airports, offices, prisons, universities, etc.). Then consider 
mobile phones, Personal Communication System (PCS) 
Service, air phones, maritime phones, and cellular phones, 
and it Soon becomes apparent how little information is really 
known about a calling party. A public phone (Such as a pay 
phone) in a lobby of an institution, provides little if any 
information about the calling party especially if the calling 
party is paying cash for the call. 
0005 Businesses have attempted to learn more about a 
calling party by asking questions of the calling party when 
their call is received. For example, a rental car company 
receives a call from a perSon wanting to rent a car. A live 
attendant for the rental car company will collect information 
about the call by asking Several questions. Consider that the 
caller is likely to have rented a car previously from the same 
company. There should be no need to have to re-ask all of 
the same questions every time the same caller wants to rent 
a car. The present invention provides a Solution to this and 
related problems of telecommunications. 
0006 The telephone system has evolved to include lim 
ited Standard identification information about the calling 
phone (calling number and/or ANI) and the phone that was 
called (dialed number and/or DNIS). This information is 

Dec. 29, 2005 

primarily obtained from the telephone number from which 
the phone call was placed and the telephone number that was 
dialed by the caller. The telephone System has recognized 
these two numbers as basic information Sources (for routing 
calls and for billing purposes for example) and has devel 
oped a System of Standards for the data character fields these 
numbers are to fill. 

0007. The following background information will better 
explain these Standards of limited phone identification used 
today by the current call processing Systems, Interactive 
Voice Response Systems (IVR), and telephone systems of 
the United States and foreign countries. 

0008) Automatic Number Identification (ANI): ANI is a 
basic element of telephone calls transported throughout the 
public and private telephone networks. For the North 
America Numbering Plan (NANP), ANI is currently 10 
digits long. ANI is used extensively for call routing, call 
billing, call tracking, and call identification. 

0009 Call routing has been based on ANI: area code 
routing based on the calling phone number is a common 
feature found in most long distance telephone networkS. 
Based on the calling party number (ANI), the call can be 
routed and/or receive Special treatment through use of 
databases, computer processors attached to and/or available 
to the telephone Switches, the phone network, and equip 
ment. Some Interexchange Carriers (IXCs) (such as AT&T, 
MCI, Sprint, etc.) and Local Exchange Companies (LEC’s) 
(such as Ameritech) provide many enhanced forms of call 
routing usually based on the first 3 or more ANI digits. 
0010 Call routing based on the first 3 ANI digits is 
usually referred to as Area Code Routing. For example, if the 
calling number ANI was 614-847-6161, then Area Code 
Routing would consider the “614 part of the ANI and route 
the Ohio originated call using the “614 as the broad 
geographic data element to Start the routing routines and 
calculations, based on the routing rules and other factors 
(time of day, day of week, percent allocation, etc.). 
0011 Call Routing based on more than the first 3 ANI 
digits allows for more geographic precision. Most ANIS 
have a geographic relationship. LERG gives the approxi 
mate longitude and latitude for the area code/exchange (as 
well as other data contained in the LERG) represented by the 
first 6 digits of the ANI. For example, for the calling number 
614-847-6161 the “614-847 component has the geographic 
representation of Ohio and the metropolitan area of North 
Columbus/Worthington. 

0012 Area-Code-Exchange (NPA-NXX): The Area 
Code-Exchange (NPA-NXX) routing ability gives even 
greater routing definition for the calling party (ANI). If a 
caller to an 800 number with an ANI of “614-847-6161 was 
in need of being connected to a towing Service, then the 
geographically closest towing Service might be identified to 
handle the towing job (at a shorter travel time and possible 
lower cost). Call routing can be based on the first 6 ANI 
digits or more. In fact, call routing can be extended to the 
first 7, 8, 9, or 10 digits and can even focus on a Single 
calling telephone number. For example, calls originating 
from “614-847-6161” could be assigned to a specific travel 
department within a company. The caller with that ANI 
could be routed by the telephone network to a certain group 
that always handles that caller when he dials the local, 800, 
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500, or other number of a travel agency which routes calls 
using ANI. In this case, a specific ANI or set of ANI's is 
given a defined routing algorithm, or treatment, when rec 
ognized by a controlling network to route the call based on 
ANI or a group of ANI's. 
0013 ANI used as a billing number and geographic 
representation: ANI (as a term) is used, quite often inter 
changeably, for both the call originating billing number 
and/or the line number for the originating end of a call. For 
a location that has only one telephone line and one number 
(Such as a residence with only one line), ANI usually refers 
to both the calling line and the billing number. 
0014 For a multi-line location (such as a business or 
residence with 2 or more lines), a PBX (Private Branch 
Exchange, a location's Switch), or Centrex (where the local 
telephone company's Switch or a separate Switch acts as a 
PBX), the billing number or the lead number may be 
presented by the public telephone network as the ANI for the 
actual line used to place the call. For example, for a 
multi-line location Such as a business, the public telephone 
network may present all the out-bound calls with the same 
ANI as the billing ANI even though multiple lines are in use, 
each with their own assigned line ANI and most of which are 
different than the billing ANI. The billing ANI is usually a 
good geographic representation of the non-mobile caller and 
usually represents the responsible (billing) party for the call 
(or one of them). However, in some cases, the billing ANI 
may not represent the actual ANI (or line number) of the call. 
In other cases, the billing ANI may not be presented and the 
line number ANI is presented instead. In any case, the line 
ANI or billing ANI do not define 100% of the time who is 
calling or why they are calling. 
0.015 ANI is not always a good geographic representa 
tion: for example, when a call is routed through a private 
network before it reaches the “Public Telephone Network”, 
the ANI may have no relationship with the physical location 
or approximate identity of the caller. If the caller at one 
location calls through a tie line or on a “Private Network” to 
another location and then access the Public Network from 
the second location, the call will probably be identified by an 
ANI based on the point at which the call entered the Public 
Telephone Network of the second location. For example, if 
a caller in Columbus, Ohio accesses a Switch in New York 
City through a private network and then accesses dial tone 
to reach the Public Telephone Network through the New 
York City Switch, the ANI for the call will most likely be a 
New York City ANI and the bill will be based on the New 
York City ANI (distance, identification, location, bill to, etc.) 
0016 Billing based on ANI: the caller's ANI (billing 
number and/or line number) is directly used for billing of 
calls dialed to: 

0017 900 access code type calls (e.g., 1-900 
WEATHER); 

0018 500 access code type calls (e.g., 1-500 per 
Sonal communications which currently can be billed 
to the caller); 

0.019 10XXX access code type calls (e.g., 10288 
where the caller dials an access code to reach a 
carrier and then dials a number); 

0020, 1+ long distance number type calls per the 
caller's prescribed carrier; and 
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0021 411, 1-555-1212 and many other access 
codes, methods and applications. 

0022. The caller's ANI is indirectly (and sometimes 
directly) used as part of the billing equation for calls where 
the Dialed Number pays for the call: 

0023 
0024 
0025) 
0026 
0027 other access methods, codes and applications 
where the ANI is used, but the caller is not billed for 
the call (1-800-COLLECT, 1-800-CALL ATT, etc.). 

collect calls, 

1-500 (depending on features); 
1-700 (depending on features); 
1-800 (e.g., 1-800-SCHERER); and 

0028. For 1-800 access code calls, the caller's originating 
ANI is used to control some of the billing decisions-for 
example: 

0029) 
0030) 

Intra-State; 

Inter-State; 
Origination from a different COuntrW Or San OO31 igination f diff y or island 

(e.g., calls from Canada); 
0032 time Zones; and 
0033 mileage between calling parties and mileage 
bands. 

0034 1-800 access service was introduced by AT&T 
around 1967. From that time on, the caller's originating ANI 
became an integral part of the billing, routing, and call 
detail. 1-900, 411, and other pay-per-call numbers have also 
been around for 15 or more years and use the caller's 
originating ANI for part of the billing and routing equation. 
0035) Call tracking: ANI, along with Dialed Number 
including date and time, may be used as an approximation 
to track calls. However, if two callers dial from a PBX with 
a common billing ANI at the same time to the same 
multi-line location and both callers hang up at the Same time, 
2 call records will be created that look the same (even 
though there were 2 calls). Caller ANI, even with Dialed 
Number, date, time, and duration, do not provide exclusive 
call tracking, nor Specific information about who was call 
Ing. 

0036 Presentation of network data and/or switch data: 
most advanced PBX's, ACDS (Automated Call Distribu 
tors), network transferring features (Such as AT&T's Trans 
fer Connect), PBX call transferring, and other forms of call 
Switching and call transferring preserve and transfer the 
caller's ANI (if possible) in the transfer of a call. This is 
done to preserve this piece of network provided data to the 
next call location, in an attempt to better Serve the caller, and 
to help identify the caller for billing purposes. ANI preser 
Vation and passing has been a feature of Computer-Tech 
nology Integration to manage calls. 
0037 Caller ID (ANI): one of the most widespread and 
well-known uses of the caller's ANI is Caller ID (Caller 
Identification). The concept of Caller ID is to pass on to the 
recipient of the call the ANI of the caller before the call is 
answered. ANI has been a key component of ISDN (Inte 
grated Services Digital Network) defined by the CCITT in 
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the 1970's. The caller's ANI has traveled the phone network 
since the 1970's, if not earlier, in the form of two products: 

0.038) 1) 1-800 Access Type Service; and 
0039) 2) Integrated Services Digital Network (ISDN 
Service). 

0040. Many companies, businesses, and individuals use 
ISDN, digital access, and/or Caller ID to get certain data 
elements of the call-one of which is caller ANI. Despite the 
benefits of ANI, caller ANI does not define the actual calling 
perSon. It does not indicate why the caller is calling. 
0041. The ANI of the caller is preserved and passed on as 
the call passes through the Public Telephone Network (and 
usually the Private Telephone Network, if possible). For 
example, the caller ANI may traverse through the LEC, IXC, 
CAP (Competitive Access Provider), PBX, ACD, Agent and 
so forth, so the final recipient receives the caller's ANI (i.e., 
caller ID). 
0042 Dialed Number: Dialed Number is the number that 
the caller dialed. Dialed Number, like ANI, must comply 
with the North America Numbering Plan (NANP) and the 
CCITT International Standards if the call is to originate and 
use the public Switched telephone network of the U.S.A., 
Canada, North American (NANP) and international loca 
tions. Examples are: 

847-6161 7 digit dialing within the Local Access and Transport 
Area (LATA) where the area code is assumed to be 
the same as the local area code (i.e.: 614). With 
multiple area codes for the same LATA coming into 
existence, 7 digit dialing will be phased out in some 
areas to 10 digit dialing. 

809-776-8500 These are examples of 10 digit dialing geographic 
614-847-6161 numbers. The 809-776 indicates a phone number in 

St. Thomas, a U.S. Virgin Island. 
1-800-356-6161 These are all examples of non-geographic routing 
1-900-932-8437 numbers where the carrier andlor telephone network 
1-500-422-7537 that has handled the call checks a database for the 
1-700-328-5000 designated termination and associated routing. 

911 These are examples of local special purpose Dialed 
411 Numbers that again have specific routing and 
“O'” geographic assumptions. 

011-44 International Dialed Numbers that start with 
O11-72 international access, country code, and then the 

number (city, line, etc.) in the designated country. 

0043. For North America and the countries (including the 
U.S.A.) which are using the NANP, the public switched 
telephone network requires the Dialed Number to conform 
to the NANP. The Dialed Number is passed on to each 
successive party of the transport of the call (LEC-IXC-LEC 
PBX-ACD-etc.) so the call can go through the telephone 
network ultimately being routed to the intended destination 
and for call accounting purposes. 

0044) Dialed Number and DNIS: the Dialed Number 
Identification Service (DNIS) is a shortened presentation 
form representing the Dialed Number. When the incoming 
call is terminated on digital access (and other forms of 
Special access), the transport provider will usually offer 
DNIS to help identify what number was dialed for an 
incoming call, to the target telephone equipment and loca 
tion. If the Dialed Number was, for example, 1-800-356 
6161, then 616.1 may be sent with the call presentation to 
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reflect the 10 digit number dialed to give Special treatment, 
routing, and information for the incoming call. The DNIS 
assigned could be from 1 to 10 digits or more (but usually 
not more than 10) and does not have to be the same as, or 
part of, the Dialed Number. In the above example, for the 
800 number 1-800-356-6161, the DNIS could be, for 
example, “100” or “2” or the number itself. 
0045 Uses of DNIS: a common use of DNIS, besides 
representing the Dialed Number, is to aid in routing the calls 
within the telephone equipment so multiple different Dialed 
Numbers can Share a common access trunk group and a 
common routing and Still receive Selective routing and 
unique audiotext greetings and Selective handling. For 
example, within a business one 1-800 number may route to 
sales while a different 1-800 number for the same company 
routes to customer Service, but calls to both numbers share 
the same or parts of the same trunk group to improve 
network access, Switch and telephone equipment utilization. 
0046 Geographic Dialed Numbers: for the traditional 
geographic Dialed Numbers, such as 411, 911, 614-847 
6161, the public Switched network will attempt to deliver the 
call to a primary location, and if the local phone company 
and/or the IXC offers advanced features (Call Forward on 
Busy, Call Forwarding, Call Forward on Ring No Answer, 
and other possible Static and dynamic delivery options), the 
call can have Special “pre-designated routings” that are 
mostly Static in nature. 
0047. Non-geographic Dialed Number: for non-geo 
graphic Dialed Numbers, such as 1-800, 1-900, 1-500 (PCS 
Follow Me), Cellular, and other non-geographic Dialed 
Numbers, the routing is controlled by the local access 
provider (LEC) accessing local databases to hand the call to 
the appropriate IXC (interexchange carrier) for providing 
inter-LATA (and intra-LATA) Services and network routing. 
It utilizes the traditional public telephone network Supplied 
ANI plus Dialed Number(s) as key data elements. 
0048 Network data and/or switch data: in both cases 
(geographic and non-geographic Dialed Numbers), the tele 
phone network currently uses the public network Supplied 
ANI and/or Dialed Number to determine call routing and 
special call treatment. Both the ANI and Dialed Numbers are 
fixed or Static in nature, and are located in pre-designated 
fields of the actual call data. The USA Network and Many 
International Telephone Networks Support CCS7 Signaling. 
0049 Network data and/or switch data flows over a 
Separate signaling network: a CCS7 (Common Channel 
Signaling 7) network consists of nodes called Signaling 
Points (SP's). Unique point codes for each network SP serve 
as the address for message distribution. A typical CCS7 
network (as referenced in FIG. 7 herein), has three key 
nodes: 

0050 a Service Switching Point (SSP) capability at 
a central office provides CCS7 trunk Signaling and/or 
queries a database to determine call routing; 

0051) Service Control Point (SCP) houses a data 
base with the routing information used by network 
SSPs; and 

0.052) a Signaling Transfer Point (STP) provides 
routing capabilities for CCS7 messages between 
CCS7 nodes. 
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0053. The North American network is based on the basic 
“Mesh' structure. This structure is sometimes referred to as 
the “Quad' structure. 

0054) The hub of the network is STP pairs. These are two 
Separate STP nodes operating together in a logical arrange 
ment for redundancy. 
0.055 The Signaling Links can be categorized into sev 
eral types depending on the functions being performed. 
However, regardless of the function being performed, all 
Signaling LinkS operate in the same manner and have the 
Same technical requirements. 
0056 A-Links (Access Links) are used to allow SSPs, 
SCPs and SPs to connect STP nodes. B-Links (Bridge 
Links) are used to join mated STP pairs to other mated STP 
pairs. These Links form the Quad structure, which will 
provide complete STP redundancy. 

0057 C-Links (Cross Links) are used to interconnect two 
STP nodes, in order to create an STP pair. 
0.058 D-Links (Diagonal Links) interconnect primary 
and secondary Signal Transfer Point pairs. They provide 
communication between pairs and Serve as an alternate 
routing path. A two level hierarchy is an extension of the 
basic mesh Structure. 

0059 Some networks, typically those with high levels of 
Sub-network traffic Volume, may require another level of 
STP pairs. This Primary level of the STP architecture would 
also be a convenient place to bridge Signaling boundaries 
(i.e. from one operating region to another). Most CCS7 
nodes will be connected to the network at Secondary level 
STP pairs, except SCPs may be connected at the Primary 
level. 

0060 D-Links (Diagonal Links) are used to form con 
nections between Secondary level mated STP pairs and 
Primary level mated STP pairs. This forms a Quad structure 
as well. 

0061 The CCS7, SS7, ISDN networks have predefined 
fields that contain: 

0062 1) The Dialed Number; 
0063. 2) The Calling Number; and 
0.064 3) Enhanced Data About the Call. 

0065. This network call data travels through the signaling 
network and represents the call and is presented to the call 
processor as the IAM (Initial Address Message) that defines 
the in-bound call to the call processor as part of ISDN, SS7 
and CCS7 messages. 
0066 Private networks (on-net): “On Net”, a Private 
Virtual Network term, represents a dialing plan that may or 
may not conform to the public Switched network. AT&T in 
about 1985 introduced its Software Defined Network 
(“SDN”). MCI offers Virtual Private Network (“VPN”) and 
others offer private dialing plans (e.g., Switch to Switch) that 
may not conform to the public network. These private 
telephone networks are under computer control with acceSS 
to databases So as to receive calls over dedicated and Special 
access lines or trunks and may use unique “Dialed Num 
bers” that may look like public Dialed Numbers. The private 
numbers are translated and routed differently (or can be 
routed the same) as the public network. For example, dialing 
1-614-847-6161 on a private telephone network could ring 
to a phone in New York City (or anywhere) instead of the 
expected geographic location of the Columbus area in Ohio. 
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0067 New network data and/or Switch data elements-II 
digits: Information Indicator Digits, (also referred to as “II 
digits”“info-indicator digits, info-indicator (II) digits, and/ 
or ANI Information Digit Codes) Bellcore Local Exchange 
Routing Guide, Dec. 1, 1995, Section 1, Page 168 (1.8 
Automatic Number Identification (ANI) Information Digits 
Codes) are two-digit codes which precede the 7 or 10 digit 
number of the calling line (ANI) and inform the users of 
Network Information, the local LEC, Interexchange Carriers 
and others about the “type of line' that is originating the call, 
any special characteristics of the billing number (ANI) 
and/or certain classes of Services. The two-digit II digit 
codes are part of the Signaling protocol generated in equal 
access offices, which represents approximately 99% of all 
public U.S.A. calls by January 1996 (calls that originate by 
accessing a local phone company acceSS line Such as 1-800 
type calls for the U.S.A.) (See FIG. 8). The II digits 
provided information about the ANI to aid in Special routing 
and billing decisions regarding the ANI for those parties that 
may handle the call. II digits are designed to help define the 
“type' of line the ANI represents that is placing the call. 
0068 II digits are assigned by the NANP Administrator, 
at Bell Communications Research, Inc. (Bellcore) based on 
the telephone industry's needs to classify types of call 
origination for Specific applications and needs. Some of the 
key II digits codes (00-99) are as follows: 

0069 Code 00-Plain Old Telephone Service 
(POTS)-non-coin service (not a pay phone), no 
Special treatment required, (an unrestricted line). 

0070 Code 01-Multiparty Line (more than 2) the 
ANI does not really reflect the calling party, the party 
will need to be queried to determine the real calling 
number (ANI). 

0071 Code 02-ANI failure, the calling station has 
not been identified, the calling party will need to be 
queried to determine the real calling number (ANI). 

0072 Code 06- The call is coming from a multi 
station location Such as a hotel or motel and the IAM 
does not include the room number or account num 
ber of the caller, just the hotel/motel's ANI. 

0073 Code 07-Special Operator Handling 
Required-Calls from “07” require further operator 
Screening to check to see if the call is allowed. 

0074 Code 20–When a call originates from a PBX 
and the main billing number is being sent as the ANI 
instead of the individual line number, II digit code 20 
is sent with the ANI. 

0075 Code 23–Gateway type calls, where the ANI 
being Sent does not represent the real calling line 
number, Such as: 
0.076 non-equal access end offices 
0077 0-800 (data base access) 
0078) Type 1 cellular calls (identifies the cellular 
System-not the caller) 

0079 calls from PBX trunks 
0080) 

0081 Code 27-Coin or pay phone. 

calls from Centrex tie lines 

0082 Code 29-Prison/inmate service-a confine 
ment/detention facility; where calls must be Screened 
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for Outward calling use and only collect billing is 
allowed. (ANI of caller can not be billed). 

0.083 Code 30-Unassigned calling ANI. 
0084 Code 31-ANI that has been manually placed 
in trouble-busy state by Telco personnel. 

0085 Code 34-Telephone operator handled call, 
the call has been handled by an operator prior to 
reaching the called party. (For example: caller could 
not get through, required operator assistance). 

0086 Code 52-Outwats calls limited to certain 
Zone(s) or band(s) on a special billing arrangement. 

0087 Code 60 The call is a TRS call that came 
from an unrestricted line and the ANI represents the 
billing line. 

0088 Code 61-Cellular/wireless PCS (Type 
1) The ANI represents the system, not the mobile 
directory (Caller's number) placing the call. 

0089 Code 62-Cellular/wireless PCS (Type 
2) The ANI does represent the caller's number 
(mobile directory number) placing the call, but the 
ANI does not represent the true geographic location 
of the caller (the caller is in their home Zone 
(extended)). 

0090 Code 63-Cellular/wireless PCS (roaming)– 
The ANI identifies the mobile directory number 
(Calling Number) but not the geographic location 
(since the Caller is roaming). 

0091 Code 66-Call originated from a hotel/motel 
through use of a TRS provider. 

0092 Code 67-Call originated through use of a 
TRS provider and the ANI is restricted (such as a pay 
phone). 

0093 Code 70-ANI is that of a private pay station 
(coin and/or coinless), for example Public Access 
Line (PAL), Customer Owned Coin Operated Pay 
Telephone (COCOT), etc. 

0094 Code 93–Call originated (ANI) from a Vir 
tual Network type of service (such as an IXC Calling 
Card), no real knowledge on the ANI. 

0.095 As it can readily be seen, the II digits provide a 
wealth of knowledge about the calling line before, during, 
and after the call is answered. The II code of “00” represents 
an unrestricted home or small business (no PBX); while 
“29” represents a prison/inmate facility; while “27' is a 
coin/pay phone, etc. 
0096. The II digits are presented with the other network 
data and/or switch data through use of ISDN and/or SS7 
Signaling and/or can be provided as part of the inband data 
Stream where available. 

0097. Database data about ANI, provided by the LERG: 
“NPA-NXX Type”-LERG reports on how and where the 
first 6 digits of the 10 digit North American Numbering Plan 
will be used and how it will be assigned by Bell Core. For 
example: 

0.098 614-847-XXXX Represents Plain Old Tele 
phone Service and/or busineSS line with a geographic 
location of Columbus, Ohio. 
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0099 614-755-XXXX Represents a pager exchange 
assigned to the Columbus, Ohio area (ignoring roam 
ing). 

0100 614-361-XXXX Represents a cellular phone 
exchange assigned to the Columbus area (ignoring 
roaming). 

0101 The first 6 digits of the 10 digit NANP is usually 
referred to as an exchange, of which there are tens of 
thousands that have been assigned and/or issued by Bellcore 
as part of the NANP. Each exchange is also assigned a 
category or “NPA-NXX Type” such that all 10,000 numbers 
of the exchange have the same type usage. 
0102) 

0103 614-755-XXXX Represents an exchange or 
NPA-NXX (614-755) such that all 10,000 numbers 
having this prefix have been assigned for use as 
pagerS. 

0.104) The number ranges (614-755-0000 through 614 
755-9999) or all 10,000 numbers are reserved for paging. If 
the exchange 614-755 is checked in the LERG “NXX Type" 
the value of “O2 will be found “fully dedicated to paging”. 

In the pager example: 

0105. Some more important examples of the “NXX 
Type' as defined by the LERG for entire exchanges are: 

0106 NXX-Type Code 00-Regular (Plain Old 
Telephone Service) POTS 

0107 NXX-Type Code 01-Mobile (Improved 
Mobile Telephone Service) IMTS 

0108) NXX-Type Code 02-Fully dedicated to pag 
Ing 

0109 NXX-Type Code 04–Fully dedicated to cel 
lular 

0110 NXX-Type Code 06-Maritime (Ship to 
Shore, ship to ship) 

0111. NXX-Type Code 07-Air to ground 
0112 NXX-Type Code 10-Called party pays 
0113 NXX-Type Code 14-Special calling cards 
0114 NXX-Type Code 16-Originating only (can 
not receive calls) 

0115 NXX-Type Code 64-Personal Communica 
tions Services (PCS) 

0116 NXX-TVpe Code yp 
down 

0117 Many of the codes not listed above (but all are 
included in the attached LERG reference) are related to 
Special mobile, paging and cellular and LATA limitations. 
0118) Given the first 6 digits of the calling number (ANI), 
and with the “NPA-NXX Type' classification provided by 
the LERG reference, the basic phone classification can 
quickly be determined, for example: 

0119) 07=Air to ground 
0120 00=Plain business/residential 
0121 04=Dedicated to cellular 

88 Toll station-ring 
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0122) Sometimes the Dialed Number is all that is needed 
as the unique key to information: in Columbus, Ohio, Since 
about 1985 the city trash collection has divided the city into 
5 colors. When you move into a residence in Columbus, 
Ohio, you learn your trash color. Each trash color has a 
unique phone number to call to learn when your color's trash 
will be picked up. Because of Snow, cold days (below zero), 
and holidays, the Status of trash pickup changes daily. For a 
GOLD coded trash customer to find out the current status, 
they call 614-645-GOLD, and the PINK coded customers 
call 614-645-PINK, etc. The city of Columbus uses the 
dialed number to deliver current Status of trash pickup, to the 
5 subsets of the City's residences. (614-645-RUBY, PINK, 
GOLD, GRAY, NAVY). 
0123 LEC database about ANI on-line (LIDB): all of the 
local phone companies participate in a U.S.A. and Canadian 
database called LIDB (Line Information Database). LIDB 
represents virtually all phones in the U.S.A. and Canada for 
the reasons listed below. LIDB is really a collection of large 
LEC's (Such as GTE), regional Bell operating companies 
(such as NYNEX) and a few centralized databases (such as 
ITN, etc.) who represent large groups of Small phone com 
panies. Companies Such as Card-Tel provide coordinated 
access to these sub-sets of LIDB that provide a uniform 
access method and a uniform response back from the LIDB 
databases. The maximum response time to a LIDB inquiry 
is usually less than 1.0 Seconds, and this inquiry is based on 
the “ANI' of the Caller and/or can also be the Dialed 
Number if the Dialed Number is also a POTS (Plain Old 
Telephone Service) number. 
0124) A new feature of Caller ID in the December, 1995 
time frame is the Caller's name as it would appear on the 
phone bill. The Caller's name along with the Caller's phone 
number (calling from number-ANI) is presented to the 
called number as part of Caller ID. The Caller's name is now 
available (on a national schedule) as a new feature of LIDB 
for all POTS lines and other lines (business, hotel, motel, 
residential, unlisted, pay phone, etc.) for all of the U.S.A. 
and Canada. 

0.125 The Caller's name is available, even if the Caller's 
line (ANI) is unlisted or unpublished through the use of 
LIDB. Whether the Caller's name can be given out for 
display on a phone involves intrastate and interstate privacy 
laws and codes. 

0126. In many cases, ANI must be checked to restrict 
Services: the ANI of the Caller also determines the Local 
Exchange Company (LEC) assigned to the ANI. Currently, 
eXchanges are assigned to a LEC, usually in whole blocks, 
such that for the 10,000 number exchange 614-847-XXXX, 
all 10,000 numbers (614-847-0000 to 614-847-9999) are 
assigned to Ohio Bell of Ameritech for assignment to 
customers, routing to the end phone and/or device (phone, 
pager, PCS, etc.) and billing to the customer for usage 
changes (1+ calling, international calling, 411 calling, 1-900 
calling, etc.). 
0127. To provide enhanced and/or standard local and 
long distance phone service, the ANI must be a billable ANI. 
Some normal ways of checking for a billable ANI are: 

0128 1) Based on LIDB, is the ANI valid? 
0129. 2) Based on LIDB, is the ANI billable for the 
phone service (for example, will the ANI accept a 
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collect call)? The call processor and/or switch and/or 
SCP must access Several more types of databases: 

0130 a) Does the enhanced service provider (IXC) 
have a billing and collection agreement with this 
LEC for this ANI? This would come from a database 
maintained by the enhanced Service provider, third 
party, IXC, etc. 

0131 b) Most business, as well as all pay phones 
have their “ANI' marked as “no collect calls”. This 
is why an operator or an automated collect Service 
(such as 1-800-collect) will tell you that the number 
you are calling will not accept “collect calls”. The 
collect call Service (automated or live operator) will 
check the actual LEC database (usually through the 
use of LIDB) and will receive an automated response 
code back that the “ANI” in question will not accept 
“collect calls”. 

0132 c) Has the ANI, LEC calling card, other 
Bill-to number (credit card), other billing or account 
number, or grouping of account numbers (household, 
etc.) exceeded a Service provider's Velocity threshold 
for a time period (“X” dollars in “Y” time)? 

0133) d) Based on customer preference, prior cus 
tomer Service with a customer, and advanced fea 
tures with a customer, a customer will not want to 
pay for this type of service for this time period (for 
example: no collect calls between midnight and 6:00 
A.M.). 

0134) e) LIDB may also be used to validate a LEC 
calling card. LIDB provides on-line access to the 
calling card a LEC assigns to a POTS number. When 
you are away from your phone-you can bill calls to 
your (home) phone through use of your LEC calling 
card number. One of the means for validating this 
calling card number is through the on-line use of 
LIDB. For example: at a pay phone, if you wish to 
bill a phone call to your LEC calling card, the calling 
card you would enter at the pay phone would usually 
be validated through LIDB. 

0.135 Future use of LIDB-one of the planned possible 
future uses of LIDB is who is “your local LEC". With the 
possibility of local number portability, LIDB could be used 
to determine who the local LEC is, to then determine who 
to route the call to for the last mile So the phone will ring. 
0136. ANI and Dialed Number part of billing: the billing 
and reporting function of telephone calls (Such as MCI's 
“Friends and Family’) revolve around databases, restric 
tions, rates, and relationships of data (S dollars spent in a 
time period such as AT&T's “True Rewards”). Billing 
databases, usage, access, and restrictions have been part of 
the phone network since before the AT&T break up in 1984. 
0.137 Prior Knowledge: prior knowledge is provided by 
ANI, for example, as it: 

0138) 
0139 i) Call velocity-the past number of calls 
Over different periods of time (current day, week, 
month, 45 days, year, etc.): 

0140) ii) Dollars billed and billing velocity-the 
amount of billing transactions and dollars billed 

a) Relates to billing and/or usage: 



US 2005/0286688A1 

by the biller and/or service provider, bureau over 
different periods of time to be used to control 
credit decisions, 

0141 iii) Customer service and satisfaction-ser 
vices the customer will not pay for or has a 
tendency to refund and/or the party who is 
assigned the ANI or billing identifier wants 
blocked. 

0142 b) As it relates to prior calls and/or selections: 
0143 i) Score or level attained in a program, 
event, promotion, or Several programs, 

0144) ii) Level of proficiency or approximate 
knowledge attained based on ANI, Caller Identi 
fier, or real identity (for example-based on Social 
Security Number). 

0145 c) As a method to control entry into the 
particular program or restrict entry based on prior 
usage identity and performance. 

0146 The present invention brings certain telephone net 
work data and/or Switch data into the field of call processing 
in unique ways to provide a new call processing System and 
reveals Several methods of using Such data to better Serve 
callers and to provide entities who rely on callers for 
business a better means in which to handle those callers. The 
present invention recognizes deficiencies in the use of 
calling/billing line number (ANI) to identify a caller and/or 
call. The use of calling/billing line number does not indicate 
the actual identity of the caller. Furthermore, the Dialed 
Number does not always indicate the Specific purpose of the 
call and the best way to always answer the call. ANI and 
Dialed Number when used for call processing purposes, can 
provide misleading information. 
0147 The present invention is a new, unique, and much 
needed call processing System that provides Substantial 
benefits over the traditional use of limited network data 
and/or Switch data, Such as Calling number (caller ID and/or 
ANI), Dialed Number (and/or DNIS), and Equipment type 
(touch tone, rotary, data). The known, limited network 
information can lead to leSS than accurate call limitation, 
Statistical analysis and unique caller input format Selection. 
AS Stated above, known use of telephone network data 
and/or Switch data is very imprecise as to whom is calling. 
To limit the callers or Select caller input templates and caller 
data request selections based on ANI, Dialed Number and/or 
equipment type will not give proper representation to busi 
nesses, Schools, PBX's, and/or hotels with thousands of 
rooms, or cellular/PCS type 1, for example, where all 10,000 
ANI's are the same and represent the system not the mobile 
ANI. For example, a TV ad offering a free breakfast for 
Father on Father's Day, shown in Orlando, Fla. would draw 
hundreds or even thousands of calls from the same Small 
group of ANIS, in this case hotels. The call processor, using 
known methods, would be able to gather little valuable 
information based on ANI in this case. 

0148 Businesses, hotels, pay phones, PBX's, college 
phone Systems, and other large gateways must be recognized 
and taken into account in any Statistical analysis using ANI 
and Dialed Number as call limiters and call input selections. 
Fortunately, using call enhanced network data and/or Switch 
data Such as described herein, will change the caller input 
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data Selection and improve the call prompting and call 
handling by the call processing System and, in many cases 
eliminate or enhance the value of ANI. 

0149 Enhanced Data Available as Part of the Call Pro 
cessing of the Present Invention 

0150 II Digits info indicator digits-indicate phone 
type (pay phone, residence, business, prison, etc. 

0151 NPA-NXX LERG Exchange Assignment 
use classification for the entire exchange (Such as air 
to ground phones) 

0152) LIBD Line Information Data Base (ANI for 
all NANP) 
0153 caller's name 
0154 line restriction 
0155 line service 
0156 change of ownership 

O157 Private Database 
0158 business vs. residence 
0159) street address 
0160 ZIP code 
0.161 Social Security Number if residence 

0162 Change of Ownership-indicates the histori 
cal ANI data is no longer relevant due to change in 
ownership 

0163 Line Status-based on the in-bound and out 
bound lines available, the call handling logic will 
change. 

0.164 Call Control-based on the resources avail 
able to the call processor. 

0.165 A preferred embodiment of the present invention is 
useful in a multi-line, multi-protocol, multi-format, multi 
input template call processing System. It utilizes the follow 
ing: 

0166 a) Public and Private Phone Network supplied 
data and/or Switched Supplied data 

0167 b) Caller inputted data without prompting; 
0168 c) Caller prompted by the call processor to 
input data (information)—as the data may be needed 
one or multiple times which consist of multiple data 
items using multiple input formats and templates 
tailored based on Stored data, network call informa 
tion and data inputted; 

0169 d) Caller responding to the call processor 
requests, and inputting data as needed via touch tone, 
pulse dial, Voice recognition, word Spotting and/or 
Voice prints, and electronic data in conjunction with 
voice (for example, data over voice, ADSI, etc.); 

0170 e) Proper call routing, as required, after the 
reason for the call and/or identity of the caller has 
been sufficiently determined; 

O171 Proper call identification as the call is p 
passed on to the next call handling location 
whether live and/or automated; 
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0172 g) Access to stored data to control, identify, 
modify, route, rate, tax, compare and process the 
current call; 

0173 h) Updating stored data to currently (real 
time) and historically track what transpired, to pro 
vide information to other locations who may be still 
processing the current call, to provide future treat 
ment of the same caller(s) or new caller(s) to the 
same Dialed Number and/or other Dialed Numbers, 
to aid and provide telephone related Services, cus 
tomer Services, information to customers, to respond 
to customer queries and the Sale and use of products 
and Services, and other Services and products and to 
aid and develop billing and reporting data; 

0174) i) To record words, inputs, opinions, feelings, 
desires, knowledge, experience, and other data from 
individual callers and/or a Selection of callers that are 
processed as part of the call, once and multiple times, 
during and/or after the call, that could affect the next 
caller to same Dialed Number or a set of related 
Dialed Numbers and/or other Dialed Numbers, after 
all the calls over a period of time, (Such as a 
Statistical analysis), and on a rolling basis with each 
Sub-set of callers to Select a further Set. 

0175 The present invention uses twelve (12) relatively 
new technologies and concepts individually and in combi 
nation with existing technologies to provide enhanced call 
processing. The twelve (12) new technologies for use in call 
processing environments, of the present invention, are: 

0176 1) II digits-info indicator digits that are now 
part of the SS7 (Signaling System 7) and/or ISDN 
(Integrated Services Digital Network) that provides 
ANI definition and restriction information for each 
phone call (see Bellcore documentation for II digits, 
SS7, and ISDN documentation) and define phone 
type-business, residence, pay phone, institution, 
local only, etc. for each call. 

0177) 2) NPA-NXX type (reference LERG, the first 
6 digits of all North American Numbering Plan 
(NANP)) defines ANI digits into a fixed classifica 
tion (pagers, cellular phone, air to ground, POTS, 
etc.). 

0178 3) ADSI-Analog Display Serial Interface 
phones-and other data with Voice over the same 
call (voice/data modems, ISDN, BRI, etc.) where 
data and Voice coexist at the same time, or different 
times, over the same Voice path of the call: this 
allows the call processor to create displays and Soft 
key(s) on the caller's terminal (PC, ADSI phone, 
Kiosk, etc.) and to accept voice, Soft keys (keys 
defined for just that display), data input-keyed data, 
Screen touch data input, touch tone and Voice rec 
ognition and Voice print inputs, all intermixed at the 
caller's and call processor's discretion. 

0179 4) Line Information Data Base (LIDB): the 
local phone company's customer database is on line 
and available for real time access (USA and Canada) 
to determine 

0180 a) Is the ANI valid (turned on); 
0181 b) Validate the LEC calling card PIN; and 
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0182 c) Restricted ANI services (no collect call, 
for example). 

0183 5) Caller's Name-As an implementation of 
caller ID, the billing name is available for the USA 
and Canada on a real time basis. This is a new special 
feature accessed through LIDB in the January, 1996 
time frame. 

0184 6) Access to information, public and private 
databases that are keyed by a code contained in the 
call data (e.g.-ANI): one existing database has the 
phone type for example-busineSS versus residential 
for 85-90% of all phones in the USA and Canada, 
both listed and unlisted, with Zip code and street 
address, again on-line and indexed by ANI for 
85-90% of the USA and Canada. 

0185. 7) Access to information that is keyed to a 
unique number or reference that is not a part of 
ANI-Such as Frequent Flyer Number, account 
number, customer Specific keyed Such as a ticket 
number, Social Security Number, credit card num 
ber, Sweepstakes number, or other unique key for the 
Service, product or event. 

0186 8) Biller's databases by ANI and/or NPA 
NXX; whether the call can be billed by one or more 
billers. 

0187 9) Prior knowledge by ANI and/or other 
unique identifier Such as credit card number as it: 
0188 a) Relates to billing and/or usage: 

0189 i) Call velocity-the past number of calls 
over different periods of time (current day, 
week, month, 45 days, year, etc.); 

0.190) ii) Dollars billed and billing velocity 
the amount of billing transactions and dollars 
billed by the biller and/or service provider 
bureau over different periods of time to be used 
to control credit decisions, 

0191) iii) Customer service and satisfaction 
Services the customer will not pay for or has a 
tendency to refund and/or the party who is 
assigned the ANI or billing identifier wants 
blocked; 

0192 b) As it relates to prior calls and/or selec 
tions: 

0193 i) Score or level attained in a program, 
event, promotion, or Several programs, 

0194 ii) Level of proficiency or approximate 
knowledge attained based on ANI, Caller Iden 
tifier, or real identity (for example-based on 
Social Security Number). 

0195 c) As a method to control entry into the 
particular program or restrict entry based on prior 
usage identity and performance. 

0196) 10) Change of ownership and/or status-us 
ing the ANI “Bill To” name (caller ID name): if not 
available then accessing other commercial Bill To” 
name and address databases or other information 
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other than LIDB to use as the equivalent to caller's 
name and storing the “Caller ID' name for reference. 

0197) a) The system can be checked based on a date 
and/or "last called' usage and/or other frequency 
triggers to see if the “Bill To” or other stored data as 
required has changed for a given ANI. If the “Bill 
To” (or other data) has changed (through LIDB, 
presentation of the call, etc.), clearing out, resetting 
and/or modifying prior Stored data to a history file (if 
So elected to Save) and resetting or modifying the 
current stored data to reflect the new “Bill To” (or 
other data). 

0198 11) User-to-user data passed through the IAM 
(Initial Address Message) of the incoming call: 
“User-to-user” data is a field in the IAM (up to 255 
characters long) that can pass additional data about 
the call with the presentation of the call. 

0199 12) “Line Status” and/or “Call Control” of the 
Call Processor: in-bound to and out-bound from 
“line Status' of the call processor is a major element 
in determining the actions of the call processor. AS 
the in-bound lines to the call process reach 100% 
utilization (i.e. 190 lines in use of 200 available 
(95%) utilization), the call processor may start refus 
ing, rejecting, and/or Shedding in-bound calls based 
on priority. The same is true with out-bound lines 
from the call processor to other devices Such as lines 
to a conference bridge, ACD, live agents, text to 
speech or other custom platforms, On Net-to-On Net, 
another Switch or network. Based on the almost full 
status (up to 90+%) or full or even over-full; the call 
processor is holding callers in que in exceSS of the 
capacity of the next destination of the call; the call 
processor may start to reject, refuse or shed in-bound 
calls based on the anticipated destination of the calls. 
Give the in-bound line status and/or out-bound line 
Status of the call processor plus network data about 
pending calls, the call processor will use the “Line 
Status” and/or “Call Control” to change the accep 
tance and processing of calls. 

BRIEF DESCRIPTION OF THE DRAWINGS 

0200 FIG. 1A-1B shows a flow chart of one preferred 
embodiment of a System for call processing of the present 
invention; 
0201 FIG. 2 shows a voice/data call path of an example 
call using the System of the present invention; 
0202 FIG. 3 shows one preferred embodiment of a call 
processing architecture for use with the System of the 
present invention; 
0203 FIG. 4 shows a second preferred call processing 
architecture for use with the System of the present invention; 
0204 FIG. 5 shows a third preferred call processing 
architecture for use with the System of the present invention; 
0205 FIG. 6 shows a call processing network for use 
with the System of the present invention; 
0206 FIG. 7 shows a more complex call path, as an 
example of a call that may incorporate the System of the 
present invention; 
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0207 FIG. 8 is a chart of equal access conversion by 
telephone companies, which evidences the broad availability 
of network data and/or Switch data that is used in the System 
of the present invention. 
0208. The following three Bellcore documents are hereby 
incorporated by reference herein: 

0209 a. Local Exchange Routing Guide, general 
information, Section 1, pages 168-173, Dec. 1, 1995; 

0210 b. V&H Coordinates Data, Data Set/File 
Specifications, pages 1-5, Jan. 15, 1996, with Appen 
dix A-1, pages 1-6, Jan. 15, 1996; and 

0211 c. Generic Requirements For Call Control 
Using ISDNUP, GR-317-CORE, Issue 1, February, 
1994, Appendix A: SS7 Messages and Appendix B: 
SS7 Parameters. 

DETAILED DESCRIPTION OF PREFERRED 

EMBODIMENT(S) 
0212 Referring now to the drawings, and particularly 
FIGS. 1A and 1B, the present invention provides Superior 
call processing capabilities based on the information that 
flows with the call, Such as, II Digits and prior knowledge 
about the call and/or the caller. Thus, the call is routed and/or 
answered more specifically than a generic "Hello'. One 
objective of the present invention is to greet the caller 
through the use of different and multiple Scripts and data 
collection formats based on as much knowledge as possible, 
to interact with the caller through one or more of the 
following: 

0213) 
0214) 
0215) 
0216) 
0217) 
0218 6) Live agents and/or automated agents to 
accurately determine from the caller: the true identity 
of the caller (e.g. account number, Social Security 
Number, etc.) to the extent needed or available; 
and/or the Specific reason, action, Service, product or 
information needed by the caller for this Segment of 
the call to the extent needed or available; and/or 
collect other caller input, priority, data, or informa 
tion that the caller can provide through the use of live 
and/or automated agents and/or IVR technology and/ 
or data with Voice, to the extent needed or available. 

1) ADSI (data with voice); 
2) Touch tone; 
3) Dial pulse; 
4) Voice recognition/voice prints; 
5) Other audio and/or data inputs; and/or 

0219 For example: if a caller calls an Airline's main 
reservation number: 

0220 a) The Dialed Number indicates the main 
number for reservations for the airline. 

0221 b) The NPA-NXX type code for the ANI of 
the call indicates that the caller is calling from an air 
phone. 

0222 c) Based on ANI, the Airline's call processing 
System recognizes, through prior knowledge, that 
ANI for the air phone is assigned to one of the 
Airline's competitor's planes and through checking 
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“change of ownership', the call processor deter 
mines that the ownership of the ANI has not 
changed. 

0223) Then, instead of the standard greeting for call 
processing, the call is given an appropriate greeting, for 
example “Dear X Airlines passenger, thanks for calling Y 
Airlines', and is assigned an extremely high priority to get 
the caller to a live agent by the first ring. 
0224 II digits may, as part of the present invention, be 
considered first in time by the call processor to determine the 
relevance of other network data and/or Switch data associ 
ated with the call, and based on II digits, no other network 
data and/or Switch data may even be relevant. 
0225 Given the “Calling Line Type” knowledge pro 
Vided by II digits, the multi-line, multi-protocol, multi 
greeting (customized greetings based on knowledge) call 
processing System will provide better and more accurate call 
treatment. 

0226) Through the use of the “NXX type” as defined in 
the LERG, based on the exchange or the first 6 digits of the 
ANI, Special call handling can be provisioned. For example, 
maritime and ship to Shore phones may be routed directly to 
an agent, because of the cost per minute to the Caller and the 
quality of the call and possible lack of touch tone quality; the 
Caller's desire to keep the call as Short as possible, Voice 
quality of the connection, and that the phone and/or boat 
could quickly get out of range. 
0227. If the application was going to ask the Caller for a 
phone number to call the Caller back, due to lack of 
operators, based on NXX-type this option to offer to call 
back would work best for NXX-type “00” plain old tele 
phone service and the call back would not work for NXX 
type “16' originating only, Since the phone calling could not 
be called back (Such as a pay phone). The use of exchange 
classification “NXX-type' in a call processing environment 
provides better call processing to the Caller and thus better 
Service to the Callers. 

0228) LIDB is a nationwide (U.S.A.) and Canadian stan 
dard to provide POTS number validation and POTS number 
information access. “Caller ID Name” is a service provided 
by LIDB. In Summary, in the past LIDB was used for billing 
purposes “that is-can the call be billed to this number, is 
the number in Service, will the number accept a collect call, 
validation of the calling card number assigned”. However, 
the present invention uses LIDB in a call processing pro 
gram. For example a caller may hear the words “in order to 
validate that the ANI you are calling from is yours, please 
enter the LEC calling card for the ANI you are calling from 
at the tone, . . . . ” Only a member of a household would 
likely know the LEC calling card for the household, similar 
to the 4 digit ATM PIN for a credit card or debit card to again 
prove knowledge of ownership. 

0229. The present invention has incorporated this new 
LIDB feature into a unique audio-text and/or call processing 
program. Here are but two (2) examples of embodiments of 
the present invention: 

0230 a) ANI Validation-Asking the Caller to spell 
the last name of the owner of the ANI and comparing 
the Spelling given by the Caller to that Spelling 
provided by LIDB. 
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0231 b) “Change of Ownership” Somewhere 
between 20-25% of the ANI's change ownership 
each year. With one embodiment of the present 
invention the call processor determines that the own 
ership has changed from a prior call to the current 
call-through the use of a change in “Caller's 
Name” (through LIDB and/or equivalent data 
through other Services). The call processor collects 
the “Caller Name” as a condition in the call process 
ing flow and stores the LIDB “Caller's Name” as a 
data element related to the ANI of the Caller (as well 
as II digits, NXX-type, Caller inputs, date of last call, 
and other data items as necessary). On a Subsequent 
call, the call processor can again retrieve the “Call 
er's Name” from LIDB (or the equivalent) and 
perform an exact comparison to check to see if the 
“Caller's Name” has changed. If the “Caller's 
Name” has changed, then all the prior Stored data 
that may be ANI related is no longer valid and new 
ANI specific data will need to be collected from the 
Caller, through use of different input and data col 
lection templates, and/or through use of the IVR, 
Voice recognition, data input, live agent, etc. 

0232 Change of ownership does not need to be per 
formed on every call. Change of ownership is a function of 
how frequently the Caller calls, what type of phone line is 
calling (NXX-type) and the local phone company's policy 
on re-issuing of phone numbers. Residential and business 
phone numbers are usually out of service (cooled) for 30 to 
90 days before they are re-issued, to inform callers to the 
cooled or out-of-service ANI that the number has changed. 
0233 Residential and business ANI's are expected to 
receive inbound calls, usually more inbound calls than a 
cellular phone, where the ANI (for value of “62 or 63” again 
based on II digits) represents the Caller. For type 1 cellular 
or II digit code “61 the cellular ANI represents the entire 
system and the “Caller Name” would be the name of the 
entire System and useleSS for change of ownership or almost 
anything else (possibly all 10,000 ANI's assigned to the 
exchange), so for 1 digit code “61” Caller Name would be 
of no value. Some of the rules that may be incorporated to 
check “Caller's Name” through use of LIDB: 

0234) a) if cellular and the II digits are “61” then do 
not check-only the System's name is provided; 

0235 b) if the Caller has called in the last 7 days or 
less-do not check “change of name' (do not com 
pare Caller's Name for today with that stored) 
because ANI are not usually re-issued in less than 7 
days, 

0236 c) if the Caller has called before and it has 
been more than 7 days and less than 30 days and the 
II digits are not “00”, “01”, or “61” then check the 
Caller's Name for change Since it is not a residence 
or business (again for II=01 and 61 it does not 
matter); and 

0237) d) if the ANI has not called in the last 30 days 
and the II digits are not “01” or “61 then check 
“change of ownership” by comparing names (again 
for II=01 and 61 it does not matter). 

0238. The above 7 day rules for cellular and other phone 
types (other than “61, 00, 01') except residential and busi 
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ness (II digit "00") and the 30 day rule for all phones (except 
“61” and “01” II digits) are reasonably accurate based on the 
current cooling of phone numbers. These rules would need 
to be changed if a given LEC (Local Exchange Carrier) 
Started to re-issue numbers faster. In that event, the rules 
would be changed: 

0239 a) on an NPA-NXX (exchange basis) based on 
the exchanges assigned by the LEC’s cooling for 
shorter periods than planned for (614-847-XXXX 
for example); 

0240 b) based on II digits, that the LEC is re-issuing 
pay phone (II digit “27”) or cellular (II digits “62” 
and “63”) numbers faster than the typical 7 or 30 
days, 

0241 c) All the rules may be shifted to represent the 
current cooling period of the industry; 

0242 d) Lastly-every call and/or every call older 
than 24 hours (or X hours) could be compared for 
“change of ownership” based on the value of know 
ing that the ownership has changed. 

0243) The Caller ID “Caller Name” (or bill to name) 
becomes a great tool for an extremely accurate, “change of 
ownership” indicator. Since 20-25% of all ANI's (billed to 
name) change each year—this embodiment of the invention 
would provide an accurate indicator as to whether the 
“Caller's Name” has changed and whether new data, call 
treatment, call flow and call processing would be required 
for a new location calling. 
0244. Access to public and private databases that use ANI 
as a key to the database (this is in addition to the LEC’s 
LIDB): TRW, R. R. Donnley, and others provide on-line and 
other forms of access to databases that are keyed by ANI. 
Some of the on-line databases that are available also include 
households with unpublished phone numbers (unlisted) and 
provide, for example, the following data: 

0245) a) Street address of the ANI 90+% for house 
holds 80+% for businesses; 

0246 b) 9 digit ZIP Code (ZIP+4), providing a 
certified postal ZIP for the ANI; 

0247 c) Whether the ANI is: 
0248) i) Residential, 
0249 ii) Business at home, 
0250) iii) Business, 
0251 iv) Other (pay phone, unknown, etc.); 

0252) d) Household income; 
0253) e) Length of time the ANI has been assigned 
to this location (months, years, etc.). 

0254 Again, knowing the street address and 9 digit 
postal ZIP for an ANI and/or a given phone number, as well 
as the type of phone, in the present invention has a major 
impact on the call treatment. Referring now to FIG. 6, a 
block diagram of the primary elements of the telephone 
network may be used to illustrate the flow of telephone calls 
through the network. Calls originate and terminate at 
devices or terminals 10 Such as residential telephones, 
busineSS telephones, cellular telephones, personal computers 
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and commercial telephones. Calls are routed through a 
number of devices capable of transporting calls before 
reaching their destinations. For example, a call placed at a 
residential telephone 10b may be transported by a Switch at 
the LEC 36 to an IXC Switch 42, to a Network to Network 
Switch 44, to a local IXC Switch 42, to a PCS cellular Switch 
20, and finally, to someone's cellular phone 10s. In another 
example, a call placed at a busineSS phone 10f may be 
transported by the business's PBX 14 to the LEC Switch 36, 
to an IXC Switch 42, to a PCS/Cellular Switch 18, and 
finally, to a cellular phone 10g. 
0255 Referring again to FIG. 6, data fields of the tele 
phone call may be read or received and interpreted at a PBX 
14, P/C controller 16, Switch 12, 18, 20, 24, 26, 36, 38, 40, 
42, 44, 48, 50, 52 local or special access devices 28, 34, 54, 
ACD 30, IVR 32, call processor 22 or set box 46. 
0256 These devices in the call flow and in the network, 
are locations where call processors could be located to 
gather the network (or Switch data) data, Such as II digits and 
then through means of IVR, user-to-user, caller inputs, caller 
prompts and other call processing procedures as covered in 
FIG. 1, the identity of the calls and the reason for the call 
can be collected as needed and/or available. 

0257 The call processor possesses the following facili 
ties and attributes: 

0258 1) Serviced by and/or connected to a telephone 
network(s), which includes access to the public network and 
possible access to private networks as needed. These tele 
phone networks, through connections to one or more IXCs 
and LECs (Interexchange Carriers and Local Exchange 
Companies), allow the calls to be received by a caller dialing 
an 800 number, 888 numbers, pots numbers (614-847-6000), 
900 numbers and other pots and other non-geographic 
numbers (500-XXX-XXX and 700-XXX-XXXX etc.) and 
other dialing plans. This access to the public telephone 
network (and private as needed) allows the call processor to 
also dial outbound calls to locations in the same city, Same 
State, anywhere in the USA and to phone numbers and 
acceSS codes to access locations outside the USA. The 
private network allows calls to be made to devices and 
Switches that can not be reached by dialing the same number 
and codes over the public network. 
0259 Generally speaking, the call processor's access to 
the telephone network (public or private) data networks, 
Signaling networks and other forms of transmission allows 
the call processor to receive, connect to, and accept inbound 
calls to the call processor and other devices associated to or 
connected with the call processor, and the call processor's 
access to the telephone network (public and private) allows 
the call processor to originate outbound calls and tandem 
(originate and bridge through existing calls, voice and data 
paths) to other locations on the telephone network both 
public and private (as needed). 
0260 2) The definition of “network data”: the call pro 
ceSSor, through direct and indirect connections to the tele 
phone network where the network data is passed through a 
Switch and/or an IVR, and/or other devices, but is still 
considered “network data'; 

0261) a) Receives signaling information (network data) 
from the inbound calls that are presented to the call proces 
Sor. Some of this network associated call data can include: 
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0262) i) The dialed number; 
0263 ii) the II digits (Info-indicator digits); 
0264) iii) the ANI (automatic numbering identifica 
tion); and 

0265 
0266 Besides receiving network data about elements 
Specific to inbound calls to the call processor, the call 
processor can receive and control the call connection, in 
other words the call acceptance and/or the rejection of the 
inbound call without the need for answering the call through 
use of ISDN and SS7 signaling and other signaling methods 
available to the call processor. The call processor receives 
the IAM (Initial Address Message) of the inbound call from 
SS7 or ISDN, the line seizure and data for the inband 
Signaling of an inbound call, alert message, disconnect 
message (call has hung up). The call processor can: 

0267 
0268) 
0269) 
0270) 
0271 v.) interact with other network switches as 
neceSSary. 

iv) other network data (line, channel, etc.). 

i) reject the inbound call; 
ii) proceed with the inbound call; 
iii) answer the inbound call; 
iv) disconnect the inbound call; and 

0272. This “network data” includes call states, network 
status, elements of the call (II digits) whether part of the 
signaling network (SS7, ISDN, etc.), as inband data, MF 
(multifrequency) data, DTMF data, line seizure or discon 
nect is all considered “network data”, whether presented 
directly or indirectly to the call processor (through other 
devices and networks). 
0273 To place an outbound call, the call processor must 
also create "network data” and the progreSS of the outbound 
call can be monitored, which is also considered “network 
data'. 

0274 b) Through the same (or different) telephone net 
work connections, including Signaling information and data 
call elements, the call processor can also originate a call 
(place an outbound call) into the telephone network, this 
originated call can also be the outbound portion of a call that 
is being tandemed (or passed through). The call processor 
can monitor the progreSS of the outbound call from answer 
to a busy (intercept) and even network congestion through 
the audio path of the call and through the call progreSS and 
call Status Signaling information through use of SS7 and 
ISDN. The call processor can control the dialed number to 
determine where the outbound call is to go, what networks 
are used (public and private, telephone and data). The call 
processor can even, under certain circumstances: 

0275 i) change or provide the ANI data for the 
outbound call; 

0276 ii) select carriers by inserting a carrier code 
(such as 10288 for AT&T) in the dialed number or by 
Selection of trunk and access lines (one group of 
lines to carrier A, a Second group of lines in trunks 
to IXC B, etc.); and 

0277 iii) include data in the user-to-user field of the 
IAM of the outbound call. 
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0278 Summary-the scope of “network data” could be 
defined as any data that passes over the telephone network 
that defines, describes, controls, routes, maintains, and 
informs about the call including the call Status at all times. 
The status of the physical call (pending, ringing, busy), Some 
of the elements that make up the call (II digits, dialed 
number, ANI, etc.); the status of the call control (call 
forward or busy, network congestion) and all the other data 
and call elements of the call are also considered “network 
data'. All these call components help define, describe, 
control, route, maintain and inform about calls and can be 
considered “network data” whether directly passed to the 
call processor as in FIG. 4 through connections 168, 170, 
172, or indirectly passed to the call processor as in FIG. 3 
again over IVR 138 links 168,170,172 which the IVR 138 
passes to the call processor through linkS 174 and even over 
private networks again referring to FIG. 3 using data 
network 140 to pass “network data” from remote location 
176 to call processor 152. 
0279 3) The call processor(s) can have connections to, 
interface with, control over, and pass data and commands 
back and forth with many devices which hereafter will be 
referred to as "resource data': 

0280 
0281 b) Interactive Voice Response (IVR) Systems; 
0282 c) Voice Recognition Devices and Voice Rec 
ognition Platforms; 

a) Network Switches; 

0283 d) Private Branch Exchange (PBX's); 
0284 e) Public Networks; 
0285) f) Private Networks; 
0286 g) Automated Call Distributors (ACD); 
0287 h) Conference Bridges; 
0288 i) Modem and Data Connections (Internet 
Access); 

0289 j) E-mail gateways; and 
0290 k) Data storage and retrieval (including audio/ 
voice). 

0291 Any device, service or platform that uses the tele 
phone network, a data network, electronic information 
eXchange that can be accessed, used, controlled, Shared, 
updated, modified, Stored, transmitted, exchanged. All can 
be accessed by, Shared by, and used by a call processor. 
0292. In summary, “resource data” is the information 
(other than network data) that a call processor can receive, 
request, cause, control, exchange, modify with other devices 
the call processor can directly and indirectly access, use, 
update, transmit to, exchange with and interact with. 
0293 4) The call processor can consist of a single or 
multiple computers (with Single and multiple control pro 
cessing units (CPUs) with associated memory, disk Storage, 
usually a computer operating system (UNIX, Windows-NT, 
VMS, DOS, etc.) and many control programs that execute 
the Static and dynamic logic that makes up the programming 
of a call processor. 
0294 5) The call processor stores data defined as “stored 
data' in computer memory for fast recall and for quick 
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comparison to other data. The call processor will also move 
data back and forth from computer memory to other Storage 
devices which is also considered “stored data” that can 
usually Store larger amounts of data Such as disk drives 
(optional and magnetic disks and even tape Storage of data). 
0295) Many times the disks drives are arranged as mir 
rored or error correcting arrays, to Speed up the retrieval of 
the data from disk drives back to main memory, and as a data 
back up for recover So no data is usually lost. 
0296. The “stored data” can be data values such as 
numbers (614-847-6161), text such as words, as relational 
data where a data element is related to other data elements 
such as the phone number “614-847-6161' and the city 
“Worthington, Ohio' is related to the “614-847, as actual 
recorded callers voice in a digitized fashion, images, objects, 
calculations, arrays, and even prompts to callers can be 
prerecorded again in a digitized form as Stored data. 
0297. The “stored data” can be accessed and stored as 
part of the call process System, as a shared “Stored data' 
resource between many computers and even as a remote 
“Stored data' Storage or a remote “stored data” Service 
facility. 

0298 The voice recognition devices also have “stored 
data” storage in terms of memory, their own custom CPU 
and usually with load programs for use by the Voice recog 
nizers, to load new control programs and to load new words 
as “stored data” to be recognized as required. 
0299 “Stored data” exists in many forms and places in a 
call processor; from data buffers, controllers, cache memory, 
computer memory, disk drives and even tape and optical 
disk devices. 

0300 6) The call processor control over other devices 
(Switch, IVR, PBX) can be absolute, shared, indirect, 
loosely coupled, part-time, as needed or not at all, and the 
programming will usually reflect the relationship. 
0301 This call and caller data collection process is 
improved by this invention, and all the intermediate points 
shown in the call flow depicted in FIG. 6 are possible 
locations or multiple locations. 
0302 FIG. 2 of the present invention represents a sim 
plified example of a call flow going through the telephone 
network. Please refer to FIG. 7 for a more complete example 
of a call flow. FIG. 2 illustrates that the data portion of the 
call travels over a separate network as part of SS7, different 
from older technologies where the call data used to travel 
with the call. One of the features of SS7 is the fact that the 
data and control of the telephone call is on a totally Separate 
data network, the SS7 network, traveling separately from the 
Voice or analog portion of the call. 
0303) In FIG. 2 a caller 60 lifts the handset on a 
telephone 62 to initiate a phone call 64 into the telephone 
network. The LEC (Local Exchange Carrier) Switch 66 
realizes that the telephone 62 has gone off hook due to 
current flow, and provides a dial tone to the telephone 62 So 
that the caller 60 may initiate his telephone call 64 over the 
telephone network. The caller 60 proceeds to enter the dialed 
number on the telephone 62 and the data is passed as part of 
the call 64 to the LEC Switch 66. After screening the caller 
entered call data (dialed number), plus assigning the calling 
number (ANI) and the II digits defining the line type to the 

Dec. 29, 2005 

line creating the call, the LEC Switch 66 determines if the 
call is a local call which can be completed by the local LEC 
network, or if the call should be handed off to an IXC 
(Interexchange Carrier) for a long distance call or an intra 
LATA call that is to be handled by an IXC. For this example 
it is assumed that an IXC is involved, and that the call will 
be transported out of the LATA, although it does not have to 
be, and that the call data will be passed to the IXC for further 
processing. 

0304. The call 64 that was created, and the calls asso 
ciated information including the dialed number and the 
number the caller is calling from (ANI) plus other caller data 
such as the II digits is stored in the LEC Switch 66. The LEC 
switch launches a data element 68"IAM” (Initial Address 
Message that contains the dialed number, II digits, and the 
(ANI) plus other call data to the IXC, who can be selected 
on a call-by-call basis. The IXC may be the 1+IXC for this 
caller, or it may be an 800 number, 900 number, 500 number 
or other type of general purpose number. For example, for an 
800 number the LEC Switch 66 accesses the SMS 800 data 
base 112 (this is a simplified diagram) to determine which 
carrier will be passed the call detail (IAM) for a gateway 
type call Such as a 1-800 call. In this case, the carrier would 
be selected based on the SMS 800 database 112 and the call 
data 68 would be sent from the LEC Switch 66 to the STP 
70 handling the carrier. At some time a voice path 74 for the 
voice portion of the call will be selected by the LEC Switch 
66 and will be presented to the carrier's Switch 76 if the LEC 
Switch 66 is to complete the call or provide voice path or 
additional information Such as a ring, intercept, and the 
answering of the phone call itself, to be passed back over the 
listen (talk) paths to the Caller 60. 
0305 The carrier receives the call data 72 assigns the talk 
paths 74 and forwards the call data (IAM) on, as call data 78 
to an STP 80. The call data (IAM) 82 may be forwarded to 
an intermediate carrier or enhanced Service provider 86 (a 
place where the call can be further processed). The call path 
84 is also selected by the IXC 76 to access the enhanced 
Service point 86. If a call path is not assignable through the 
network, then the call cannot be completed and a data busy 
packet will be sent back through the data network to the LEC 
Switch 66 to generate a busy signal to the caller 60. This may 
occur during any part of the call until answered by the 
enhanced Service point 86. In this example, the enhanced 
service point 86 will issue an off hook answer SS7 message 
based on the caller information contained in the IAM, plus 
other data. Enhanced Service point 86 has in its databases on 
site 114, plus access to remote databases 120. The Enhanced 
Service Point 86 sends an “off hook” or SS7 answer message 
which will be sent backwards through data 82, through STP 
80 and data 78, to the IXC switch 76 to tell the IXC to cut 
through the call voice path 84 to the enhanced service point 
86. The IXC 76 will pass back through data 72 through STP 
70 through data 68 to the LEC Switch 66 that the call 64 will 
be answered by service point 86 and that the local phone 
company at Switch 66 should complete the call voice path 74 
to the IXC 76. 

0306. At this point in the answered call, the call path has 
been established using talk paths (voice/analog channels) 74 
and 84 and the enhanced service point 86 based on II digits 
and other network data and/or Switch data is now prompting 
the caller 60 for the caller's account number, social security 
number, reason for calling, and/or other enhanced data. 
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Once the enhanced service point 86 has determined as 
needed who is calling, and as needed why they are calling, 
the enhanced Service point may provide the caller informa 
tion that the enhanced Service point has access to, and/or the 
enhanced Service point can route the call to other locations 
using public and private networks, as well as put any 
additional data into an external database 114 as needed, and 
transfer that data to database 120 as needed, as well as 
updating the user-to-user field(s) of the IAM (Initial Address 
Message) to be sent across the data network 88 as needed. 
0307 For this example, the call is being sent back out 
over the public network to reach an agent at home: The call 
is now ready to be tandemed, or passed on, through the 
telephone network. The new IAM (with the new and/or 
modified data) call data is now ready to be presented to the 
called party (or revised called party-agent 118) in data 
element 88 which is passed through the STP 90 to data 
element 92 to IXC96. The IXC 96 will route the call based 
on the new dialed number (if changed) and will carry 
forward the IAM of the call to pass on to the LEC 106 and/or 
called party as the new called number will designate. The 
IXC 96 views this call as a tandem call, a call being passed 
on through the telephone network, and accepts the modified 
and/or new Dialed Number as well the new or modified IAM 
as if it were part of the original call record and has no 
knowledge (unless otherwise informed) that anything has 
been changed. The IXC 96 based on the new dialed number, 
routes the call to LEC 106 and sends the data 98 about the 
call to the LEC’s STP 100 which can be forwarded on to the 
local LEC Switch 106 through data 102. The call 108 is then 
presented to the destination location 110. Based on the 
invention and the new and/or modified IAM, ANI and/or 
modified called number, the agent 118 knows precisely who 
is calling, to the extent needed, based on the data now 
carried in the IAM, to the agent 118 and accessed by the 
agent's work station 116. The agent 118 may have direct 
access to the data Stored at database 114 and/or the data 
Stored at location 120 or any other place in the data network. 
When the agent 118 answers the call, the call is completed 
from caller 60 through enhanced service point 86 through 
voice paths 94, 104, and 108. 

0308 For example, referring back to FIG. 2, the 
enhanced service point 86 received an inbound IAM from 
data 82 that represents an inbound call 84. The enhanced 
service point 86 saves the incoming IAM data 82 in the input 
buffer for the call 84 and answers the call by sending 
progreSS and SS7 answer messages back through data 82 
through the network to the callers LEC Switch 66. After the 
enhanced service point 86 has collected call data from the 
caller 60 as needed, the enhanced service point 86 takes the 
Saved original incoming LAM data 82 message referenced 
for the call 84 and places it into a dial out buffer referenced 
for the new outbound call 94 to be created for the voice path 
of call 94 represented by the outbound IAM data 88 for the 
call to be sent as data 88. Before the outbound IAM is sent 
on as data 88, the corresponding ANI field is changed or 
modified as needed and/or the dialed number is changed or 
modified as needed, and data may be placed in the user-to 
user element space for the outbound call 94 IAM (data 88) 
as needed. Now that the IAM data 88 for the outbound call 
94 has been modified as needed, the IAM data 88 for the call 
94 is presented as a tandemed call to the IXC 96 using data 
88, STP 90 and data 92. 
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0309 FIGS. 3, 4, and 5 refer to different call processing 
Switch, network, and IVR configurations and/or information 
gathering that will be needed to query the caller to determine 
who is calling, and why they are calling So that the data can 
be placed into the telephone network and database if needed. 
This new enhanced data can flow through the data network 
(SS7, ISDN) that describes the call as needed and at the 
Same time be accessible through the on-line database net 
work. The caller 130 could also be serviced and/or trans 
ferred to devices Such as a conference bridge (228) as part 
of the call. 

0310. In FIG. 3 the caller 130 places a telephone call, 
which is routed through the telephone network 132 to an 
enhanced Service point Somewhere in the telephone net 
work. The enhanced Service point may be located at the local 
LEC location or anywhere in the telephone network, and/or 
may be located at multiple locations in the telephone net 
work or at the destination of the original called location. In 
FIG. 3 an IVR 138 (interactive voice response unit) is 
located before the telephone switch 166. The call processing 
system 152 has access to the telephone network 154 using 
links 158, 160,162, 164 through IVR 138 and switch 166. 
0311. The data from the telephone network 132 is pre 
sented to the call processing controlled IVR system 138 
through multiple possible data links. Link 170 would be an 
SS7 connection, link 168 may be an ISDN data link 
(D-Channel), link 172 may be a combination of in band 
voice and data over the same line phone lines, and phone 
lines 134 and 136 represent traditional telephone lines 
usually referred to as B-Channels, with asSociated data 
carried over links 168 and 170. The call processing system 
152 controls the IVR system 138 through links 174 as well 
as the telephone switch 166 through links 156. The call 
processing system 152 receives data from the IVR system 
138 as well as the telephone switch 166. The II digits, Dialed 
Number, and ANI data, other network data and/or Switch 
data, and/or database data is evaluated by the call processor 
152 through the call processor's access to the IVR 138 by 
data links 174. In addition, if the telephone call is not on a 
phone line that is convenient to the call processing System 
152, the call processor 152 through the IVR 138 using the 
ISDN data link 168 or the SS7 data link 170, can renegotiate 
the calls from phone line 134 or phone line 136, or to other 
phone lines, to negotiate “the incoming call” to place it on 
a line of its Selection based on Services that the call processor 
152 would like to see appear or be offered to the caller 130. 
For example, using channel negotiation, the call may be 
moved from line 134 to line 136. 

0312 The call processor 152 preferably is equipped to 
greet the caller 130 using the IVR 138, and may proceed to 
inquire through touch tone, Voice recognition, automated 
agent and other mechanisms to determine who exactly is 
calling and why they are calling. The call processing System 
152 can access local databases 150 and remote databases 
through network 140 to validate, acquire and update data as 
needed. If Sufficient information cannot be obtained from the 
caller through an automated interface, then the call processor 
152 can instruct the IVR 138 to tell the caller 130 to please 
hold while the caller is being routed to a live agent. The call 
processor 152 can then instruct the IVR 138 to send the call 
through phone line 142 using data link 144 to the telephone 
Switch 166 using control links 156 and 174 to route the 
telephone call to an agent located on phone lines 146 to 
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collect additional data. Once the agents at location 146 
collect additional data and input it into a database 150 
through work stations 148 the information will then be 
accessible by the call processor 152 which will have access 
to this database through data link 140. 
0313 The agent 146, which has access through the 
agent's terminal 148 through connection to local databases 
150 and remote or other databases over data network 140 
may be able to complete the reason for the call by the caller 
130. The agent 146 may update the local database 150 and 
remote database over network 140 with updated caller 130 
information as needed, and/or the agent 146 may have 
answered the caller 130 questions as needed. 
0314. The agent 146, can take control of the call from call 
processor 152, and the agent can instruct the call processor 
152, through the agent terminal 148 to start a new process 
with the caller 130, similar or different from the original 
process call processor 152 had started with caller 130. 
0315. The agent 146 can also instruct the call processor 
152 through use of the agents terminal 148 or by actions 
such as hanging up to take the caller 130 back to the IVR 138 
to continue the original process or caller 130 or to start a new 
process by IVR 138 and call processor 152 for caller 130. 
This sub-process of transferring back and forth between the 
IVR 138 and the live agent 146 under the controls of the call 
processor 152 and agent 146 can be repeated as many times 
as needed for the caller 130. 

0316. As a result of information collected by the call 
processor 152 and/or the agent 146 and any combination, 
thereof; the result could also be to route the caller 130, at this 
Stage of the call, to a device Such as a conference bridge 228 
over connection 222, or to other locations to be reached over 
the telephone network. These other locations could be to: 

0317) 
0318 b) talk to other agents at other locations; 
0319) 
0320 d) complete a call to a phone anywhere in the 
world; 

0321 e) provide a service to the caller 130 using the 
phone network; 

a) Join a conference; 

c) log onto other computers; 

0322 f) collect more information from the caller 
130; and 

0323 g) provide other audio services to the caller 
130. 

0324. As a continuation of this process, it is assumed that 
the caller 130 requires access to a Service that can be reached 
on another location on the phone network (either public or 
private). 
0325 The call processor 152 has multiple choices as to 
how to present the call out to the telephone network. Two of 
these choices follow: 

0326 (a) The call processor 152 can instruct the 
IVR 138 to drop the phone call link going to agent 
146 over telephone line 142 while holding onto the 
caller 130. The call processor 152 instructs the IVR 
138 to change the dialed number and/or the LAM of 
the new call and initiate a phone call over data link 
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162 out into the telephone network 154 using phone 
lines 164. Telephone network 154 may route the call 
to remote location 176, based on data in the calls 
IAM. At any point in time the remote locations 176 
can again instruct the call to be transferred, more 
data to be collected, the call to be re-routed using 
networks at remote location 176 and additional call 
forwarding or call processing to occur as necessary. 
The IVR 138 can also instruct the switch 154 to drop 
the call that is at location 176 while holding onto the 
caller 130 and the IVR 138 can initiate a new call, a 
conference call, prompt the caller 130 or any other 
new call routing, by having the call processor 152 
initiate a new call through the IVR 138 with new call 
data (dialed number and/or IAM) as a new call is 
presented over data link 162 and phone lines 164 to 
telephone network 154 without dropping the caller 
130. 

0327 (b) The call processor 152 using data link 156 
instructs the telephone Switch 166 to drop the agent 
off of link 146 while holding the caller 130 at the 
Switch 166 and to instruct the telephone Switch 166 
to initiate an out bound call into the phone network 
154 using the data link 158 and the voice paths 160. 
As in paragraph “a” above, the call will then be 
routed over the public telephone network, and/or the 
private telephone network with the current call rout 
ing and destination using the same or a new dialed 
number and/or modified or new IAM which will 
carry information that will trigger receipt of the 
telephone call at a far end destination with Special 
treatment. The additional call data can be retrieved 
from call processor 152 as well as the agent database 
150 through the data network 140 supporting the 
remote sites 176, 177, remote agents and remote 
centers with additional call data. When the remote 
Sites and remote agents are finished with the call, the 
call can again be forwarded on, taken back while 
holding onto the caller 130 for additional prompting 
of the caller 130 as needed and for re-routing again 
by Switch 166 or terminated, depending on the needs 
of the caller. 

0328. From a comparison of FIG. 4 with FIG. 3 and 
FIG. 5, it may be recognized that when the call processing 
(ACD, IVR) functions are all integrated into a centralized 
Switch, under the call processor's control, the telephone 
network interfacing may become simpler and call control 
and call processing may also become simpler. AS shown in 
FIG. 4, the interactive IVR systems, the Switch, and the call 
processor may still be separate functions, which are now 
integrated and appear as one continuous System to the call 
processor 190 such that the Switching and/or voice process 
ing and data collection are now integrated as one entity call 
processor 190. 
0329 Referring to FIG. 4, the caller 130 places a tele 
phone call, which is routed through the telephone network 
132, to an enhanced Service point Somewhere in the tele 
phone network. The enhanced Service point can be located 
at the local LEC location, at a customer's Site, or anywhere 
in the telephone network, or at multiple locations in the 
telephone network. For FIG. 4, the call processing system 
190 has direct access to the telephone network 132 and 
telephone network 154 as well as to the local and remote 
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agents 192, as well as indirect access to the agent work 
stations 148 and data base 150 through the data network 
access 140. 

0330. The data from the telephone network 132 is pre 
sented to the call processing system 190 through multiple 
possible data links. Link 170 could be an SS7 connection, 
link 168 could be an ISDN data link(s) as D-Channels, while 
link 172 could be a combination of in band data and voice 
using the same phone lines. Phone lines 134 and 136 
represent traditional telephone lines usually referred to as 
B-Channels for those telephone calls who's associated data 
is carried over associated links 168 and 170. The call 
processing system 190 controls the IVR functions, which 
along with the telephone Switch, is also integrated into the 
call processing system 190. The II digits, dialed number, and 
ANI data, plus other network data and/or Switch data pre 
sented over links 168, 170, 172 and/or database data 150 is 
evaluated by the call processing system 190, and in addition, 
if the telephone call is not on a phone line convenient for the 
call processing System, the call processing System through 
its data link connections 168 and/or 170, can renegotiate the 
calls from phone line 134 or phone line 136 to other phone 
lines to place the call on a line that is Selected based on 
services that the call processor 190 determines from infor 
mation received from the call and/or the caller should appear 
or be offered to the caller. For example, using channel 
negotiation, the caller 130 is moved from line 134 to line 
136. The call processor 190 greets the caller using the 
integrated IVR as part of the call processor and proceeds to 
inquire through touch tone, Voice recognition, automated 
agents and/or other known mechanisms to determine who 
exactly is calling and why they are calling, as necessary. If 
Sufficient information cannot be obtained from the caller 
through an automated interface, than the call processor 190 
can route the calls through the integrated ACD which is also 
part of the call processor 190. While placing the caller 130 
on hold, the caller may be routed to a live agent that can be 
local and/or remote through live agent lines 192. 
0331 Once the agents at location 192 collect additional 
data and input it into the database 150 through work station 
connections 148, the information will then be accessible by 
the call processor 190 which will have access to this data 
through the database connection 140. 
0332) Just as in the previous reference to FIG. 3, the call 
processor 190 can provide information to the caller, and/or 
caller information from the caller and/or proceed to proceSS 
the caller 130 as needed, if all the resources needed by caller 
130 are available to call processor 190. 
0333 Call processor 190 can provide data and/or infor 
mation from database 150 and data from other databases 
accessed over data network 140 to caller 130 and the call 
processor 190; through information supplied by caller 130, 
agents 192 and other Sources and computations can update 
database 150 and other databases over access by data 
network 140. 

0334) The call processor 190 through the integrated IVR 
and access of other resources and agents 192 can interact and 
supply the caller 130 based on the resources available to call 
processor 190. The call processor 190 can transfer the caller 
130 to the internet Services 230 over connection 224 if 
needed. 

0335) In some cases, all the services needed by caller 130 
may not be available to call processor 190 or for economic, 
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resources available and other resources, the caller 130 may 
need to be transferred to another location using the tele 
phone network. This again can be accomplished by call 
processor 190 as shown in FIG. 4 as follows: 
0336. The call processor 190 has multiple choices as to 
how to present the call to the telephone network 154 using 
data links 162 and phone lines 164. The call processor can 
now change and/or modify the dialed number as needed 
and/or change and/or modify the LAM for the new call as 
needed, as well as place additional data in the call proces 
Sor's database as well as other database(s) 150 and other 
databases using data network connection 140. The call 
processor 190 can also place any additional information 
necessary in the user-to-user IAM (Initial Address Message) 
of the telephone call to initiate out into the telephone 
network 154. 

0337 The call is now ready to be tandemed, or passed on, 
through the telephone network 154, (note telephone network 
154 could just as well be telephone network 132) and the 
new IAM (Initial Address Message with the new and or 
modified data) call data is now presented to the telephone 
network 154 through data link 162 with the audio portion 
using phone lines 164 (note the call could just as well been 
sent out to telephone network 132 to access remote site 177 
instead of telephone network 154). The telephone network 
154 (and/or 132) can view this call data as a tandem call, or 
a call being passed on through the telephone network, and 
accepts the modified and/or new dialed number as well as 
the modified and/or new LAM of the new call as if they were 
part of the original call record and the telephone network 
154 (and/or 132) has no knowledge (unless otherwise nec 
essary) that anything has been changed. Any one or more 
remote locations 176, 179, 177 will receive the call and 
answer the call according to the modified information that is 
being presented to the remote location. Upon the completion 
of the processing of the call, the remote location can: 

0338) (a) terminate the call; 
0339 (b) transfer the call to another location and 
provide the same dialed number and/or IAM modi 
fication and/or any other data modification as 
needed, update database information as well as data 
base updates to the call processor's data and other 
remote databases 150 using data network 140 as 
needed; or 

0340 (c) transfer back to the call processor 190 
using the data network 140, that the remote location 
(176, 177, 179, etc.) would like the call processor to 
take the call back while not dropping the caller 130 
and process the call further to other remote locations 
and/or other locations and functions available to the 
caller 130 through the public telephone network and 
the private telephone network. 

0341 The call processor 190 may drop the telephone call 
link going out over line 164 using telephone network 154 
while still maintaining the connection to the caller 130 
through the telephone network 132 through the call proces 
Sor 190 without impacting or affecting the caller 130. This 
allows the call processor to 

0342 (a) collect more data; 
0343 (b) interact with the caller using the integrated 
IVR and agents 192 as needed; 
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0344 (c) use existing and currently collected data 
stored at locations 190, 150, 176, 177, 179 and 
elsewhere through data link 140; and/or 

0345 (d) modify the dialed number and/or call data 
of the call again as needed, and if additional remotes 
locations are needed then launching Successive tele 
phone calls into telephone network 154 using phone 
lines 164 and data link 162 and/or into telephone 
network 132 using phone lines 134, 136 with data 
links 168,170. This process can be repeated until all 
of the reasons for the call have been satisfied. All of 
the data will then be available through Single and 
multiple databases 150 and others accessed through 
data network 140 and/or databases managed by the 
call processor 190, for final billing and/or reporting 
as needed. 

0346). In FIG. 5, the call processor 152 which is control 
ling the telephone switch 200 through data lines 208 is 
connected to the IVR 210 which is now located after the 
telephone switch 200. In addition, FIG. 5 shows remote and 
local agents 212 who are hanging directly off of the IVR 
210, in addition to the traditional agents 216 who are 
hanging off of the ACD switch 200 through lines 192. FIG. 
5 also shows voice with in band data 206 being transferred 
between telephone switch and ACD 200 and the IVR 210 
(which is in addition to the in band data with voice between 
the telephone network 132 over link 172 to the telephone 
Switch and ACD2.00, which is common to both FIGS. 3 and 
4 as well). All the functionalities provided through FIGS. 3 
and 4 are also accomplished in the embodiment shown in 
FIG. 5 with the call processing 152 through the data links 
208 managing the Switch 200 as well as the IVR 210 being 
located behind the Switch and being managed by the call 
processor 152 through data links 214. 
0347 The caller 130 places a telephone call which is 
routed through the telephone network 132 to one or more 
enhanced Service points at predetermined location(s) in the 
telephone network. The enhanced Service points can be 
located at the local LEC location or anywhere in the tele 
phone network, at a customer's location, or at multiple 
locations in the telephone network. For FIG. 5, the IVR 210 
is located after the Switch 200, and both the Switch 200 
through data lines 208 and the IVR 210 through data lines 
214 are preferably being controlled by the same call pro 
cessor 152 directly and/or indirectly. 

0348 The data from the telephone network 132 is pre 
Sented to the call processing System 152 through use of the 
Switch 200 passing on data and control to the call processor 
through data link 208. For the Switch, link 170 may be an 
SS7 connection, link 168 may be an ISDN data link with 
D-Channels, and link 172 may be a combination of in band 
data and voice over the same phone lines. Phone lines 134 
and 136 represent traditional telephone lines usually referred 
to as B-Channels for those telephone calls whose associated 
data is carried over links 168 and 170. The data is captured 
by the telephone switch 200 and passed on to the call 
processing system 152 through the data link 208. The II 
digits, dialed number, and ANI plus other network data 
and/or Switch data and/or database(s) through access by data 
network 140 plus database(s) 150 are evaluated by the call 
processing System 152. If the telephone call is not on a 
phone line convenient for the call processing System 152, the 
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call processing system 152, through the connection 208 to 
the telephone switch 200, can cause the telephone switch to 
renegotiate the proper location of the call on the proper 
phone lines, giving the best Service to the caller. 
0349 The call processor 152 then initiates a telephone 
call using Switch control links 208 between the Switch 200 
and the IVR 210 using data links 204, 144 or 206 with 
associated phone lines 202, 142 or 206 such that the call is 
presented to the IVR 210 for greeting. Now that the caller 
130 has been forwarded all the way through to the IVR 210, 
the call processor 152 may instruct the IVR 210 to greet the 
caller using the IVR as part of the call processor's functions 
and can then proceed to inquire through touch tone, Voice 
recognition, automated agents and/or other mechanisms to 
determine who exactly is calling, and why they are calling 
as neceSSary. 

0350 If sufficient information cannot be obtained from 
the caller through an automated interface then the call 
processor can route the caller through to the integrated IVR 
agents 212, which can be both remote and/or local, and/or 
the IVR under the control of the call processor 152 can link 
back through to the Switch 200 using data lines 204,144 
and/or 206 and bridge the voice path back to the Switch 
using phone lines 202, 142, and/or 206 to reach integrated 
agents 216 hanging off of Switch 200 using lines 192. In 
either case, the IVR 210, using its directly attached IVR 
agents 212 or its indirectly attached IVR agents 216 
accessed through the Switch 200, gets the caller 130 to a live 
agent. 

0351. Once the agents at location 212 and/or 216 collect 
additional data and input it into the database 150 through 
work station connections 148, the information will then be 
accessible by the call processor 152 which will have access 
to this data through the database connection 140. 
0352) Just as in the previous reference to FIGS. 3 and 4 
before, for the this FIG. 5, the call processor 152 through 
use of the IVR 210 and/or the agent 212 and/or the agents 
216 through access to databases 153 and 150 and other 
databases accessed through data network 140 can provide 
information and service to the caller 130, collect and store 
information from the caller 130 and the call processor 152 
can continue to interact (as needed) with the caller 130 and 
delivers services to caller 130 and update information and/or 
direct the caller to agents 212 and 216 and other devices 
available through IVR 210 and/or other devices connected to 
switch 200 (such as a conference bridge 228 or other 
services 232) or features available in Switch 200 or con 
nected to Switch 200. The call processor 152 under its 
program control and/or under the control of agents 212 and 
agents 216 can change, end, or initiate new process for caller 
130 as needed or required. 
0353 If as part of the existing, modified, or a new 
process, the call process 152 needs to connect the caller 130 
to the telephone network (for example-to complete a phone 
call to a party at their home or office) to reach other 
resources on the telephone network, it could be accom 
plished as follows: 
0354) The call processor 152 has multiple choices as to 
how to present the call to the telephone network 154 using 
data links 162 and phone lines 164 and/or to the telephone 
network 132 using data links 168, 170 and voice links 134, 
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136. The call processor 152 can now change and/or modify 
the dialed number as needed and/or change and/or modify 
the IAM of the new call as needed as well as place additional 
data in the call processor's database 153 as well as data base 
150. The call processor 152 may also place any additional 
information necessary in the user-to-user IAM (Initial 
Address Message) of the telephone call before initiating the 
call into the telephone network 154 (and/or 132). 
0355 The call is now ready to be tandem, or passed on, 
through the telephone network 154, and the new IAM 
(Initial Address Message with the updated and or modified 
data) call data is now presented to the telephone network 
through data link 162 with the audio portion using phone 
lines 164. The telephone network views this call data as a 
tandem call, or a call being passed on through the telephone 
network, and accepts the modified and/or new dialed num 
ber as well as the modified and/or new IAM data as if they 
were part of the original call record. The telephone network 
154 does not have to have knowledge that anything has been 
changed but Such knowledge could be provided to the 
telephone network, if requested or if otherwise needed. The 
remote location 176 (and/or 177) will receive the call and 
answer the call according to the modified information that is 
being presented to the remote location. Once the call has 
been answered (or before if necessary) at the remote location 
176, the call processor 152 will need to bridge the caller 130 
through the Switch 200 dropping the IVR 210 out of the call 
without dropping the caller 130. The caller 130 is now 
connected from network 132 using lines 134, 136 or 172 to 
the Switch 200 to network 154 using lines 164 to reach 
location 176. Upon the completion of the processing of the 
call at location 176, the remote location 176 can: 

0356) (a) terminate the call; 
0357 (b) transfer the call to another location and 
provide the same dialed number and/or ANI modi 
fication and/or any other data modification as 
needed, update database information at location 176 
as well as database updates to the call processor's 
data 153 and other databases 150 and other databases 
as needed using data network 140; or 

0358 (c) transfer back to the call processor 152 
control using the data network 140, that the remote 
location 176 would like the call processor 152 to take 
the call back while not dropping the caller 130 and 
process the call further to other remote locations 
such as 177 using network 132 and/or other func 
tions available to the caller through the public tele 
phone network and the private telephone network. 

0359 The call processor 152 can drop the telephone call 
link going out over line 164 using telephone network 154 
while still maintaining the connection to the caller 130 
through the telephone Switch 200 and the network 132, 
without impacting the caller 130. This allows the call 
processor 152 to reconnect the caller 130 to the IVR 210 
from the switch 200 over phone lines 202, 142, or 206 to 
again query the caller to: 

0360 (a) collect more data; 
0361 (b) use existing and currently collected data 
stored at locations 150, 153, 176 and elsewhere 
through data link 140; 
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0362 (c) modify the dialed number and/or stored 
data of the call again as needed; 

0363 (d) have live agents 212 and/or agents 216 
interact with the caller 130 as needed; and 

0364) (e) change and/or modify or Switch the caller 
130 to a new process. 

0365 And as needed, call processor 152 can launch 
Successive telephone calls into telephone network 154 and/ 
or 132 and bridging the call through switch 200, the process 
of data collection and modification and caller 130 interac 
tion, caller 130 access to Services and information can be 
repeated until all of the reasons for the call have been 
satisfied. All of the call data will then be available through 
Single and multiple databases on data network 140 and/or 
databases 153 managed by the call processor 152 for final 
billing and/or reporting as needed. 
0366 Many of the components described in FIGS. 2-6 
are commercially available. The telephone network Switches 
132, 154 may be, for example, an AT&T 4E or a Northern 
Telecom DMS 250. IVR's are available from Periphonics 
Corporation, while AT&T also makes an IVR known as 
Conversant. Harris and Summa4 make telephone Switches 
with ACD 200. Several remote Switches Such as the AT&T 
G3 are available. Several call processors 152 are available, 
such as Sun Microsystems Sparc 20, DEC's Alpha Com 
puter and the Intel Pentium, to name just a few examples of 
call processors. Several database products 150, 153 are 
available, for example, Oracle and Sybase. The previously 
mentioned products and companies are generally widely 
known and available. 

0367 FIG. 6 shows various examples of call processing 
environments, in which the present invention may be incor 
porated. 

0368. The following are examples of uses of the inven 
tion: 

EXAMPLES 

Example #1 
0369 Electronic transcription for 80-90% of the Callers. 
A Caller dials a number (800, POTS, etc.) to request 
literature on a product (or Service). The program describes 
the product and the literature that is to be sent and then asks 
the Caller to first speak (and/or touch tone) the 10 digit 
phone number to where the literature that describes the 
product is to be mailed (sent). The program accesses the 
street address database by ANI to see if the street address is 
already known and whether the address is residential, busi 
neSS at home, or commercial. 
0370 Assume a business at home address is returned by 
the database: 

0371 The program would explain to the Caller that it 
believes it already has the address for the number given, and 
if the Caller would confirm the street number, i.e. the 
Caller's street number is “1190” yes/no and the Caller's ZIP 
Code is “43081" yes/no. Since the database has over 90% of 
the residential addresses and busineSS at home addresses for 
ANI's, if the Caller confirms the address and ZIP, then no 
further input would be needed from the Caller (except name 
if the literature was to also include the Caller's name). 
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0372 For Example #1 above; if the literature is addressed 
to “Requester or Occupant” then for 80-90% of the Callers, 
the electronic record would be complete to the extent 
necessary for mailing and the call could end in less than 
45-60 seconds, and the electronic record could be part of a 
mailing batch that could go out that night. 

Example #2 

0373 Similar to Example #1 above, assume that the 
number given is a residential phone number which is looked 
up and confirmed by the Caller, but additional information 
is asked from the Caller, Such as a marketing Survey (where 
ad was Seen, quality of ad, first time product ever consid 
ered) and other responses are collected. These responses 
may be through key word Voice recognition, touch tone 
input, and/or words Spoken by the Caller that are later 
transcribed. For the data type response Such as touch tone 
and/or voice recognition, this data is added to the already 
Stored name and address data for this call which is already 
in electronic form. The use of the ANI keyed database and 
the confirmation of the data Saves the Caller time in respond 
ing to questions to collect data that is available from an ANI 
keyed database. 
0374. In Example #2 above, assume that some of the data 
collected from the Caller was collected as Spoken audio in 
the Caller's voice. In addition, the Spoken Voice may be 
transcribed to convert the Spoken Voice into a data format to 
append to the data portion of the call collected by the call 
processor. If the Caller did not give a specific account 
number or ID number (such as a Social Security Number) to 
use as a reference, ("unique key') then the unique record 
number the System would assign to the computer formatted 
data may be used as the “unique key” data identifier to the 
recorded audio to be transcribed with the balance of the 
Caller's recorded voice. In this manner, when the Caller's 
data which was left in the caller's voice was transcribed to 
convert the Caller's name, and other data left in the Caller's 
Voice as responses to questions, the addition of the “unique 
key' as part of the recorded voice would allow the tran 
Scribed data to be merged with the machine collected data 
(touch tone, voice recognition, number dialed, II digits, 
NXX-type, retrieved from ANI database, etc.) to generate a 
more complete record representing the Caller's data as 
needed. 

Example #3 

0375. The phone number supplied by the Caller is 
retrieved by the ANI keyed database as a business, or is not 
found in the database, or the Caller rejects the address 
retrieved by the database-in these cases the phone number 
given would be treated just as data and the Caller would 
need to provide all data (i.e. name, address, city, State, ZIP) 
plus any other data to be collected. This data may be 
recorded in the Caller's voice for later transcription in 
combination with data collected by the call processor 
through touch tone input, Voice recognition, etc., and the 
different data Sets may again be linked using a “unique key 
described in Example #2 above, or the call may be trans 
ferred to a live agent which would ask, and may on-line 
transcribe and Summarize, the Caller's inputs. 
0376 For many databases, the Caller's ANI (or the 
Calling Number) is not the Significant data item. For many 
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applications, knowing the true Caller identifier and then 
validating this number is of major importance. The goal is to 
find out who is calling and why. 
0377 To identify the who, many of the following “unique 
key numbers are requested as part of the call processing 
data gathering function, Some types of the “unique key 
numbers are: 

0378 a) Voice Mail Box Numbers; 
0379 b) Frequent Flyer Number-unique for the 
airline you called; 

0380 c) Social Security Number-unique to only 
One perSon, 

0381 d) Credit Card Number-unique to the Card 
Holder; 

0382 e) Electric Utility Account Number-unique 
for a given utility; 

0383 f) Serial Number of a Product or License; 
0384 g) Ticket Number or a Sweepstakes Entry 
Number. 

0385) In many applications, once the “unique key” for the 
application (company, Service, product, etc.) is learned (and 
confirmed if needed) then the exact customer, person, prod 
uct, ticket, and/or item is learned as a function of the “unique 
key'. The “unique key could represent a Sub-Set and/or a 
group of people, Such as an investment club, and/or the 
individual investors themselves. For many call processing 
applications, obtaining the “unique key usually identifies 
who is calling to the extent needed, and in Some cases the 
“unique key may provide the information the Caller SeekS. 

Example #4 
0386 A college desires to automate the application pro 
ceSS, So a “unique key” is assigned to every application the 
college gives out including a phone number for the Caller to 
use to check the Status of the application. The Caller 
(applicant) can call as often as the applicant desires and 
enters the “unique key for the application to the college. 
The call processor collects network Statistics Such as II 
digits, unique key, and NPA-NXX type for later analysis and 
contains a database of all known applications by “unique 
key' and the application's current Status. Some of the 
responses a Caller might hear are: 

0387) 
0388 b) Application received-but can not be pro 
cessed-applicant has been mailed a request for 
more information; 

0389 c) Application accepted, applicant must 
accept position and Secure financing package has 
been mailed to applicant; 

0390 d) Applicant is 112th on the waiting list- 4% 
chance of gaining admission; and 

0391) 
0392 For the above call processing example, the “unique 
key not only defined the applicant but also reported the 
current Status. This was only an example-many more 
applicant conditions could easily be added to the example. 

a) Application not yet received; 

e) Application rejected-best wishes. 
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Example #5 

0393. The Caller calls a rental car customer service 
number and the car rental company call processor inquires 
for a contract number or a customer number. If the Caller 
enters a contract number, the car rental company's call 
processor will change the questions it asks, Since it has now 
identified a car that is out on rental and who the car was 
rented to. The knowledge of the “unique key changes the 
call processor's data collection flow. 

Example #6 

0394. Accessing information based on a “unique key” 
changes the whole dynamics of the call processing model. 
The “unique key can define who is calling as needed and 
even Some of the reasons as to why they are calling. In an 
earlier example, the unique key was the Dialed Number. For 
those that call 614-645-GOLD (614-645-4653) the Dialed 
Number represents the data and the unique key for the caller. 
0395. In Summary, the “unique key” to the application 
can be far ranging, it can represent the Caller (Social 
Security Number, etc.), a transaction with the Caller (ticket, 
contract, application, etc.) and/or a Subset of the Caller (all 
the Gold trash designated residences in Columbus, Ohio). 
0396 Caller ID-LIDB was used to cause the call pro 
ceSSor to change data input formats based on change of 
ownership. This is but one way to detect change of owner 
ship which will then change the data input formats. Other 
methods to detect change in ownership are as follows: 

0397 1) Caller fails to enter a unique key data item 
Such as the customer account number. 

0398 2) Other data bases are accessed to check 
Stored data with current data. 

0399) 
State. 

a) Vehicle number does not exist in this 

0400 b) Street address on file for this ANI has 
changed. 

0401 c) Other data items and data bases. 
0402 3) Caller identifies themselves as new to the 
System, call processor, or application. 

0403. 4) Change in the data base information indi 
cates that the caller's Status, limits, or no longer 
allows, this function. For example: 

0404) a) International calls no longer allowed. 
04.05 b) Caller no longer has access to a weather 
or Stock Service that is available to other callers. 

0406 Change of ownership or status is critical to the call 
processing, the options and Services offered the caller, and 
the caller data format offered the caller. 

Example #7 

0407 Based on the fact that the caller is no longer a 
platinum member of the Frequent Flyer club, the call han 
dling, priority, and options offered the caller will be greatly 
changed. 
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Example #8 

0408. The user-to user field of the Initial Address Mes 
sage (IAM) of a call can be used under ISDN and SS7 to 
transfer data information from one call location to another. 
The use of this user-to-user data field allows one calling 
party to expedite and completely change or enhance the call 
processing function. If a user on a PC using an ISDN line 
initiates a call through the PC and all the call processing 
requirements have been pre-loaded (or partially loaded) So 
that a data-gram in the user-to-user data fields is carrying 
Some or all of the following information: 

0409) who is calling 
0410 what does the caller want 
0411 
0412 

0413. The call processor would validate the data in the 
call user-to-user data field as needed and process the call for 
the caller with little or no additional input from the caller. 

authentication 

call routing, 

0414. A good example is where a log-on Script is stored 
in a PC to dial to, and log on, a data network and then access 
the E-Mail account and then up load all new E-Mail to be 
sent, and down load all new E-Mail to be read, and then 
force the system to hang up when the E-Mail has been down 
loaded. This could also be accomplished in the user-to-user 
data field of the initial call to the network and no other data 
would need to be sent to define who is calling and why they 
are calling. 
0415 Line status: the call processor should normally not 
be allowed to reach a status of all in-bound lines busy. Once 
a call processor, or any device on the SS7, ISDN, or digital 
acceSS interface, reaches a status of all lines busy, the 
network will no longer present calls to that location, Since 
that location can no longer accept the calls. 
0416) Another way of stating this concept is: the call 
processor must have a Small percent of in-bound lines that 
are reserved for high priority calls, So that even when the 
in-bound utilization reaches 90-95%, a high priority call can 
still be received. 

0417. In-bound calls and in-bound applications can be 
assigned a priority, Such that the call processor will reject 
new calls as presented when the call processor gets progres 
sively busier. For example, after the in-bound reaches 85%, 
a call to this location may be rejected Since that in-bound call 
may be re-routed on a busy using an AT&T network feature 
such as Alternate Destination Routing (ADR) and the call 
will just be routed to an alternate destination if ADR is a 
feature of the call when it is electronically refused at this 
location. 

0418. The call processor, over data channels with the 
network (SS7 and ISDN), can easily reject 50 calls a second 
per data channel. This allows the call processor to reject up 
to 180,000 calls per hour per data channel. If the call 
processor keepS. Some in-bound lines open by rejecting the 
calls, then the network will continue to present calls to the 
call processor in an attempt to utilize the Still open lines 
which allows the call processor to be selective as to which 
new calls to answer. On the other hand, if all in-bound lines 
to the call processor are 100% utilized, (all in use) then the 
network will not present any new calls to the call processor 



US 2005/0286688A1 

until a line becomes available, and if only one line becomes 
available, then only one call will be presented. AS the call 
processor fills up, calls need to be shed or rejected based on: 

0419 a) Priority of the calls based on network 
information and/or switch information (Info Indica 
tor digits, Dialed Number, ANI); 

0420 b) Advanced features of the network based on 
the Dialed Number-call will route to another site 
(ADR); 

0421 c) A list of priority calls (II digits, Dialed 
Number, ANI, etc.) that must get through while 
blocking other calls at certain levels of utilization 
based on certain rules, 

0422 d) Reject calls, because enhanced features, 
Such as text to speech or word Spotting, is over 
utilized in the call processor and the call processor 
would be tying up an in-bound port that would later 
fail because of current utilization of a feature; 

0423 e) Reject calls, based on network and data 
base data, because the anticipated routing to be 
needed to other Services by the call processor is not, 
or likely, will not be available. For example, all 
conference ports are currently full and the que for 
conference portS is at the pre-determined maximum; 

0424 f) To capture network data and/or Switch data 
once the in-bound ports fill up and/or are assigned to 
pending in-bound or out-bound calls, the network 
data will cease or no longer be presented to the call 
processor. It may become impossible to analyze how 
many calls where lost and the associated network 
data and/or Switch data, if the in-bound ports all fill 
up and then the network data ceases. The value of 
learning what was lost and when, may exceed the 
value of answering the few extra calls on those 
Set-aside lines, 

0425 g) To keep channels open for priority calls that 
must get through. If all the in-bound ports are tied up, 
then a priority in-bound call that could be updating 
the information that other caller's are listening to, 
must be able to get in to make the information 
update, 

0426 h) To give 100% service to some numbers and 
Some programs. Because of business, contract, and/ 
or the critical nature of a program or process, the 
level of desired Service to a customer or program 
may be 100%. In many cases, the calls to a call 
processor are contentions in nature, where multiple 
numbers, applications, customers, and callers share 
on a contentious basis a group of trunks and/or lines 
to a call processing and Switching facility. In Some 
instances, the call Volume can drive the call process 
ing facility to over 100% utilization, in which case, 
random callers and calls will get a busy, unless the 
call busies (rejections) are managed by the call 
processor on a Selective basis. For Some call types, 
the goal may be no busies, and this can be achieved 
in part, through the call processor managing rejec 
tion of lower priority calls. 

0427. The call processor must also be aware of the 
resources available to the call processor, and as those 
resources become unavailable, the call processor could: 
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0428 a) No longer offer that resource to the caller. 
For example, if all the Voice recognition or word 
Spotting resources are totally in use, then that 
resource may not be offered to the caller. The input 
template offered the caller could dynamically 
change, based on the resources available for that call 
(live agents not offered because the que is full, etc.); 

0429 b) The call processor may substitute a differ 
ent resource because of the failure or unavailability 
of a resource. For example, if the call processor can 
not acquire a single spoken digit Voice recognizer 
due to availability or failure, the Voice processor may 
Substitute a continuous speech recognizer and/or a 
word Spotting recognizer and the input template and 
instructions to the caller then would change based on 
the resource available (even a live agent could be 
substituted); 

0430 c) The que depth, line utilization, agents in 
use, ports to a conference bridge, calls using text to 
Speech, and/or any other on hand or resource usually 
available to the call processor through access lines, 
Switches and the networks that become unavailable 
or Scarce can impact the caller input format, and 
caller prompting, and even the acceptance of the call 
itself. For example, a courtesy message that “all lines 
are busy, please call back in 15 minutes' would 
cause a shift in the call flow and flatten out a call 
Spike, yet the next caller to the same number may be 
greeted and processed based on the dynamic Status of 
the call processor and the associated resources avail 
able 

0431 Some of the critical “Line Status” and “Call Con 
trol” features are: 

0432) a) Do not go 100% busy, to be able to continue 
to collect network data and/or Switch data; 

0433 b) Do not go 100% busy, so the critica calls 
can get through; 

0434 c) Do not go 100% busy, so those numbers 
that need 100% service do not get busied-out by 
shared usage; 

0435 d) Reject calls based on dynamic and static 
availability of resources, and 

0436 e) Change caller input format and caller data 
prompts based on resources available and resources 
not available, as a function of "Line Status” and 
“Call Control. 

0437 Lastly, through the use of SS7 and ISDN, the port 
assigned by the network for the planned call becomes 
available in milliseconds for the next call. The “busy” the 
caller hears, is not at the call processor location, but earlier 
in the call flow, usually at one of the LEC SSPSwitches or 
at an IXC origination switch. When the call is rejected by 
ISDN or SS7, the port becomes available in milliseconds for 
the next proposed call. 
0438. The value of information indicator digits can not be 
understated, the type of line and the value of the ANI as 
defined by the II digits: 

0439 a) II digits can validate that the ANI represents 
the line and is unrestricted (II=00 and II=60 a home 
or business): 
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0440 b) That the ANI represents the line, and addi 
tional information about the ANI (Line): 
0441 II=27=Coin Phone; 
0442 II=29=Prison/Inmate Service; 
0443 II=62=Cellular Phone in home area; 
0444 II=63=Cellular Phone in roam state; 
0445 II=67=Restricted line-sent paid not 
allowed. 

0446 c) That the ANI does not represent the line, the 
II digits invalidate the ANI: 
0447 II=01=Multi-Party Line; 

0448 II=02=ANI Failure-ANI must be 
requested; 

0449 II=61=ANI is the same for all 10,000=the 
Systems ANI, not the cell-phone, 

0450 II=93=Private virtual network phone, ANI 
may be that of IXC. 

0451 d) That the ANI is a Gateway ANI, and that 
the ANI can represent hundreds and thousands of 
individual callers: 

0452 II=06=Hotel/motel and room number not 
presented; 

0453 II=20=PBX and the line number is being 
sent as the ANI, 

0454 II=27=Coin or pay phone; 
0455 II=6.1=ANI is the cellular system's ANI for 

all 10,000 cellular customers and the ANI is the 
Same for all; 

0456 II=70=Private pay phone, a customer 
owned coin operated pay Station and/or a coin 
operated pay Station, or Some other private pay 
phone. 

0457 II digits (a) validate ANI (b) add additional infor 
mation (c) invalidate the ANI (d) and inform if the ANI is a 
gateway ANI verses a line ANI. 
0458. Through the nationwide conversion of the local 
LEC Switches to equal access (See FIG. 8, FCC report dated 
Dec. 31, 1994 showing Equal Access conversion), II digits 
have become a new, nationwide element of the network 
knowledge. In the past, for call processing (and the associ 
ated IVR call prompting and call routing) these were only 2 
network elements, now with the addition of II digits-there 
are 3 network elements presented with each call. The II 
digits, define, expand, refine, redefine and invalidate the ANI 
network data and/or Switch data for every call. 

0459 1) Dialed Number (existing); 
0460) 2) ANI (the caller number-billing number); 
0461) 3) II digits that define, redefine and even 
invalidate the ANI (2) above. 

0462. The present invention includes the concept of using 
II digits by themselves and in combination with dialed 
number and/or ANI for call processing. 
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Example 9 
0463 A mail order company “X” desires to separate calls 
from prisons and inmate services (II digits “29) from the rest 
of the callers to company “X” 800 customer ordering 
number. These prison and inmate originated calls could need 
a higher Screening by a separate group of operators before 
the merchandise is Shipped as directed by the inmates. 
Knowledge of this group of callers would greatly reduce the 
loSS of goods to this group of callers. Since this group of 
callerS is in a very high risk category, the ability to recognize 
and route, prompt, greet, this group of callers would be of 
value to most mail order companies. 

Example 10 
0464 A company who is conducting a 800 marketing 
promotion, probably would like to review the demographies 
of the callers to the promotion. This demographic data 
usually includes the ANI of the caller. By including the II 
digits in the demographic analysis: 

0465) a) Additional knowledge not provided by ANI 
is gained (pay phone, business phone, PBX, Virtual 
IXC phones, prisons, etc.); 

0466 b) Demographic data is excluded from some 
phones (II-63 cellular phone in roam); 

0467 c) Call frequency by ANI can be adjusted for 
gateway phone(s) and invalidate ANI's, 
0468 
0469 
0470) 

0471. The Caller Analysis and Demographics change 
Significantly by adding the knowledge provided by the II 
digits and by taking into account how the II digits redefine 
or nullify the ANI. 

II=20=PBX, 

II=61=Cellular, all 10,000 Some ANI, 

II=02=ANI failure, ANI not valid. 

0472. The present invention includes the use of II digits 
(network provided call data) that is presented with the other 
call data as part of the network data and/or Switch data that 
identifies a call to a call processor, IVR that is part of the call 
greeting and routing of a call processing System, an ACD 
(automated call distributor) that may route the caller differ 
ent based on II digits and other network knowledge, a call 
Switching and call routing System that routes the calls for 
call handling, greeting, prioritizing, handling and processing 
based on II digits and other network knowledge (dialed 
number and/or ANI) and/or other stored and inputted knowl 
edge. 

0473. The NPA-NXX type and II digits are useful knowl 
edge for cellular phones. Many cellular phone users are 
calling from moving vehicles, and in Some States it may be 
against the law for the driver of the car to have to take their 
eyes off the road and fumble with the hone (using both 
hands) to enter touch tone inputs. Knowing that the caller is 
calling from a cellular phone NPA-NXX type “04” and (II 
digit codes 61, 62, 63) would discourage requesting the 
caller for touch tone inputs. 

Example 11 
0474. The call processor receives a call and checks the 
call with the Bellcore NPA-NXX (exchange) database to 
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determine NPA-NXX type. After determining the phone 
type to be cellular, the caller is prompted for Voice recog 
nition responses to questions, not touch tone. Based on the 
fact that the caller is cellular, no touch tone inputs are 
requested from the caller, only voice recognition, word 
spotting (automated) and live agent are used to help the 
caller. 

0475. The NPA-NXX helps define other phone types that 
are not always available from other network data and/or 
Switch data, Such as: 

0476) 02-Fully dedicated to paging by recognizing 
the return to phone number that a caller left as a 
pager number, then leaving a touch tone data mes 
Sage as part of an automated call back would be 
appropriate; 

0477) 
0478) 
0479) 
0480 
0481) 
0482 

0483 Again, the present invention uses the NPA-NXX to 
gather knowledge about the calling party, the party to be 
called, and/or the party to be called back. 

04-Fully dedicated to cellular; 
06-Maritime; 
07-AIR to ground; 
10-Called party payS, 
16-Originating only; 

88 Toll station, ring down. 

Example 12 
0484. A call processor providing a debit card or calling 
card application, checks the dialed number and determines 
that the dialed number is a pager. Then the debit card/calling 
card application program lengthens the length of a tone 
usually required to end the call and return the caller to the 
calling card menu. This is done to eliminate confusion 
between leaving a message on the pager in tones and the 
“long touch tone” command to drop the pager (the current 
out bound call) to return to the menu of the calling card 
program to Start another call. 
0485. In this application, both the use of short duration 
touch tones and long duration touch tones are Supported, 
where the length of the touch tone changes or gives a new 
value to the meaning of the touch tone. 
0486 Changes may be made in the construction and 
operation of the various elements described herein or in the 
Steps or the Sequence of Steps of the methods described 
herein without departing from the Spirit and the Scope of the 
invention as defined in the following claims. 

1-105. (canceled) 
106. A method of processing a call, the method compris 

ing: 

(a) providing a call processor, wherein the call processor 
is configured to receive and proceSS information asso 
ciated with a call; 

(b) receiving a call, wherein the call is made from a type 
of line by a caller at a geographic location, wherein the 
call includes information associated with the call, 
wherein the information associated with the call com 
prises at least one of: 
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(i) information indicating the type of line from which 
the call has been made, or 

(ii) information indicating the geographic location of 
the caller, 

(c) processing at least one of: 
(i) the information indicating the type of line from 
which the call has been made, or 

(ii) the information indicating the geographic location 
of the caller; and 

(d) making a Script selection based on at least one of: 
(i) the indicated type of line through which the call has 

been made, 

(ii) the indicated geographic location of the caller. 
107. The method of claim 106, wherein the information 

indicating the type of line from which the call has been made 
is represented at least in part by information indicator digits. 

108. The method of claim 106, wherein the information 
indicating the geographic location of the caller is repre 
sented at least in part by an NPA-NXX exchange assignment 
asSociated with the call. 

109. The method of claim 106, wherein the act of making 
a Script Selection comprises Selecting an IVR prompt. 

110. The method of claim 106, wherein the act of making 
a Script selection comprises Selecting a Script requesting the 
caller to confirm information associated with the call. 

111. The method of claim 106, wherein the act of making 
a Script Selection comprises Selecting a Script that indicates 
a form of Subsequent input to be entered by the caller. 

112. The method of claim 111, wherein the selected script 
indicates that the form of Subsequent input to be entered by 
the caller comprises voice form. 

113. The method of claim 112, wherein the information 
asSociated with the call indicates that the call has been made 
from a mobile phone, wherein the Script is Selected in 
response to the indication that the call has been made from 
a mobile phone. 

114. The method of claim 106, wherein the act of making 
a Script Selection comprises determining whether to have an 
IVR or a live agent perform a Script. 

115. The method of claim 106, further comprising trans 
ferring the call based on the information associated with the 
call. 

116. The method of claim 115, wherein the act of trans 
ferring the call comprises generating a call by the call 
processor. 

117. The method of claim 116, wherein the call processor 
is in communication with an IVR, wherein the act of 
transferring the call comprises instructing the IVR to trans 
fer the call, wherein the act of instructing is performed by the 
call processor. 

118. The method of claim 116, wherein the call processor 
maintains communication with the call after the call has 
been transferred. 

119. The method of claim 106, wherein the call is made 
in an on-net network. 

120. The method of claim 106, wherein the call is made 
from a device comprising an Analog Display Serial Inter 
face. 
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121. A method of processing a call, the method compris 
ing: 

(a) providing a call processor, wherein the call processor 
is configured to receive and proceSS information asso 
ciated with a call; 

(b) receiving a call, wherein the call includes information 
asSociated with the call, wherein the call comprises a 
user-to-user data field, wherein the information asso 
ciated with the call comprises information represented 
in the user-to-user data field of the call; 

(c) processing information represented in the user-to-user 
data field of the call; and 

(d) processing the call in accordance with information 
represented in the user-to-user data field of the call, 
wherein the act of processing the call comprises at least 
one of: 

(i) making a Script selection based on information 
represented in the user-to-user data field of the call, 
O 

(ii) transferring the call based on information repre 
Sented in the user-to-user data field of the call. 

122. The method of claim 121, wherein information 
represented in the user-to-user data field of the call is 
represented by a data-gram. 

123. The method of claim 122, wherein the data-gram 
carries information relating to at least one of: 

(i) the identity of the caller, 
(ii) what the caller wants, 
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(iii) authentication of the caller or the call, or 
(iv) call routing. 
124. The method of claim 121, wherein the call is made 

using a PC. 
125. A method of processing a call, the method compris 

ing: 

(a) providing a call processor, wherein the call processor 
is configured to process information associated with a 
call; 

(b) receiving a call, wherein the call is made through a 
type of line by a caller at a geographic location, 
wherein the call includes information associated with 
the call, wherein the information associated with the 
call comprises information indicator digits, wherein the 
information indicator digits indicate the type of line 
from which the call has been made; 

(c) processing the information indicator digits in the call 
proceSSOr, 

(d) processing the call in accordance with the information 
indicator digits, wherein the act of processing the call 
comprises at least one of: 

(i) making a Script selection based on information 
represented by the information indicator digits, or 

(ii) transferring the call based on information repre 
Sented by the information indicator digits. 

k k k k k 


