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(57) Abrege/Abstract:
The present disclosure provides systems and methods for routing incoming communications, such as calls, to a customer service
representative or live agent. Specifically, the present disclosure provides a communication routing platform that can forward calls
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from multiple phones numbers to one or more call centers or live agents as well while simultaneously forwarding instructions for
handling the calls.
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SYSTEMS AND METHODS FOR HANDLING AND ROUTING INCOMING
COMMUNICATION REQUESTS

FIELD
(0001} The present disclosure relates in gencral to routing calls or other incoming
communications to third-party communication support centers or agents. Specifically, the
present disclosure relates to systems and methods for routing and handling such calls or other
incoming communication according to onc or morc communication handling protocols defined

by a client.

BACKGROUND

10002} Customer support centers, such as call centers, arc often ecmployed by large
companics to handle incoming calls from customers, potential customers, and the like.
Typically, such call center services are costly and are designed to handle high call volume.
Furthermore, the process of sctting up such a call center service for a company requires the
distribution of phone scripts to a call center representative, who then trains a group of call agents
according to the phone scripts. As a result, editing phone scripts i1 a drawn out proccss that
requires many intcractions and man-hours. The high costs and complex procedures involved
with using a call center to ficld incoming calls makes such services impractical for small entitics
such as small busincsses, entrepreneurs, and small organizations.

[0003] Howecver, these small entitics may need such customer support scrvices to help them
cfficiently run and grow their businesses. For cxample, a small business may require someone to
answer the phone during afterhours, or during busy hours when their employees cannot always
answer calls. In such cases, potential business or leads may be lost if calls are unanswered or
scnt to voicemail., Thus a solution is nceded to allow such cntitics to access customer support

scrvices without the high costs of cmploying a large call center.

SUMMARY

10004 In onc aspect of the present disclosure, a processor-implemented method of

receiving and routing calls to a call center or agent comprises receiving, by a communication
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routing platform, an incoming call from a caller, wherein the incoming communication 1S
directed to a central platform-provided phone number. The method further includes identitying,
by the communication routing platform, an account associated with the platform-provided phonc
number. The method also includes carrying out, by the communication routing platform, a
primary communication handling protocol associated with the account or central platform-
provided phone number, wherein the primary communication handling protocol compriscs onc
or more next steps for routing the incoming call. The method further includes sending, by the
communication routing platform, onc or more notifications to a contact associated with the
account. thc onc or more notifications comprising data gencrated during carrying out of the
primary communication handling protocol.

[0005] In another aspect of the present disclosure, a processor-implemented system for
routing communications comprises a communication router configured to receive an Incoming
communication from a sender, wherein the incoming communication is directed towards an
entity. The communication router is further configured to identify an account associated with the
entity, and carry out a primary communication handling protocol associated with the account,
wherein the primary communication handling protocol comprises one or more next steps for
routing the incoming communication. The communication router 1s also configured to send onc
or more notifications to a contact associated with the account, the onc or morc notifications
comprising data gencrated during carrying out of the primary communication handling protocol.
[0006] In yet another aspect of the present disclosure, a processor-implemented method of
receiving and routing communication requests comprises recerving, by a communication routing
platform, an incoming communication from a sender, wherein the incoming communication 1s
directed towards an entity. The method further includes identifying, by the communication
routing platform, an account associated with the entity. The method also includes carrying out,
by the communication routing platform, a primary communication handling protocol assoctated
with the account, wherein the primary communication handling protocol comprises one or more
next steps for routing the incoming communication. The method also includes sending, by the
communication routing platform, onc or morc notifications to a contact associated with the
account, the one or more notifications comprising data gencrated during carrying out of the

primary communication handling protocol.



CA 02947876 2016-11-02

WO 2015/173300 PCT/US2015/029607

BRIEF DESCRIPTION OF THE DRAWINGS

10007} The accompanying figures, which are included as part of the present specification,
illustrate various implementations of the presently disclosed systems and mcthods. Together with
the general description given above and the detailed description of the implementations gIven
below, the figures serve to explain and teach the principles of the present systems and methods.
[0008] Figurec 1 illustratcs a communication routing system for routing incoming
communications received by an entity to a live agent, in accordance with example embodiments
of the present disclosure;

0009] Figure 2 is a high-level block diagram of thc communication routing system,
illustrating a flow of communication, in accordance with example embodiments of the present
disclosurg;

[0010] Figure 3 illustrates the routing of calls from a plurality of callers for a plurality of
entitics to a communication support center, in accordance with example embodiments of the
present disclosure;

[0011] Figure 4 illustrates the routing of calls from a plurality of callers for a plurality of
entitics to onc or more independent live agents, in accordance with example embodiments of the
present disclosure:

0012} Figure 5 is a high-level flow-chart illustrating a basic process of generating an
account and call handling protocol for an cntity within the communication routing platform, in
accordance with example embodiments of the present disclosure;

[0013] Ficure 6 is a block diagram illustrating the passing of call handling protocol data to a
live agent, in accordance with example embodiments of the present disclosure;

[0014] Figure 7 illustratcs a gencral call handling protocol cditing interface for usc by the
user to generate or cdit a portion of a call handing protocol, in accordance with cxample
embodiments of the present disclosure;

[0015] Figure 8 illustrates a “take a message” script editing interface for a “take a message”
type script, in accordance with example embodiments of the present disclosure;

10016] Figure 9 illustrates a “gather information” script cditing interface for a “gather

information” type script, in accordance with example embodiments of the present disclosure:
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10017] Figurc 10 illustratcs a “book appointment” script cditing interface for a “book
appointment” type script, in accordance with example embodiments of the present disclosure;
10018 Figure 11 illustrates in further detail a process of generating a calendar function
within the communication routing platform, in accordancc with example embodiments of the
present disclosure;

[0019] Figure 12 is a flowchart illustrating a generic process of handling a call through the
communication routing platform;

[0020] Figure 13 is a flow chart illustrating a process for handing a call in which the
associated call handling protocol includes a menu, in accordance with example embodiments of
the present disclosure:

[0021] Figurce 14 illustrates a diagram of call menu handling, in accordance with example
cmbodiments of the present disclosure:

10022] Figure 15 is a flow chart illustrating a process for handling a call with a “take a
message” type script, in accordance with example embodiments of the present disclosure,

[0023] Figure 16 is a flow chart illustrating a process for handling a call with a “gather
information™ type script, in accordance with example embodiments of the present disclosure;
[0024] Figure 17 is a flow chart illustrating a process of handling a call with a “book
appointment” type script, in accordance with cxample embodiments of the present disclosure;
[0025] Figure 18 is a flowchart illustrating a process of providing access to calendar
information to a live agent, in accordance with example embodiments of the present disclosure;
and

10026] Figurc 19 is a flow chart illustrating a process of handling client-side forwarding, in

accordance with example embodiments of the present disclosure.

DETAILED DESCRIPTION

[0027] The present disclosure provides systems and methods for routing incoming
communications, such as calls, to a customer service representative or live agent. Specifically,
the present disclosure provides a communication routing platform that can forward calls from
multiple phoncs numbers to one or morc call centers or live agents while simultancously

forwarding instructions for handling the calls. The following description illustrates the
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tcchniques of the present disclosure with reference to telephonic applications of the system
involving callers. It should be noted that the presently disclosed techniques are equally
applicable for other modes of communication such as vidco calls, instant messaging, and the
like. Thus, the terms “call”, “caller”, etc., are merely illustrative of a broad class of
communication senders used to illustrate the present techniques in an ¢asy to understand manner,
rather than being limiting of its applications. Other application specific terms, such as “voice
over 1P (VolP)”, “telephony”, “phonc number”, “phone call”, and the like are also used for
illustrative purposcs, and can be replaced with their appropriate counterparts for applications
involving other modes of communication as described above. The terms “client” and “entity”
arc interchangeable and any mention of “user” refers to a representative associated with a client
or cntity.

|0028] Figure 1 illustrates a communication routing system 100 for routing incoming
communications rcccived by an entity to a live agent, in accordance with example embodiments
of the present disclosure. The communication routing system 100 includes a communication
routing platform 102, which connects incoming communications received by one or more
entities 104 to one or more support centers 106 via internet telephony and a plurality of routing
protocols. In certain example embodiments, the entitics 104 may include businesscs, schools,
agencies, individuals, and any other entity configured to receive clectronic and/or telephonic
communications. Examples of such communications include telephone calls, video calls, text-
based instant messages, and the like. In a prominent embodiment, an entity 104 may receive
phone calls placed by callers which are routed to the communication support centers 106. The
communication support centers 106 are then put into communication with the callers. In certain
example embodiments, such as embodiments in which the incoming communication 1s 1n the
form of a telephone call, the communication support center 106 may be a call center having live
agents. The incoming calls may be received centrally and then delegated to a hive agent. The
call center may be a traditional call center in which the live agents are centrally located, or a
remote call center in which the live agents are dispersed or remotcely located. In certain example
embodiments, the communication support centers 106 are replaced with individual live agents,
which incoming communications are directly received by an individual live agent. The live

agent is then in communication with the caller. In certain example embodiments, the
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communication protocol between the entitics 104 and the communication routing platform 102 15
a traditional tclephonic protocol (landline or ccllular) or an internet telephonic protocol such as
voice over IP (VolP). In certain cxample embodiments, the communication between the
communication routing platform 102 and the communication support centers 106 18 VoIP.

[0029] Figure 2 is a high-level block diagram 110 of the system 100, illustrating a tlow of
communication, in accordance with example embodiments of the present disclosure. A caller
112 initiates communication with an entity 104 by dialing the entity’s phone number. In certan
cxample embodiments, the phone number is a traditional phone number provided by a phone
scrvice and used by the entity 104 as a dircct line of communication. In such embodiments, the
phone number is set by the entity 104 to forward to an internet-based phone number when call
routing is desired. When call routing is not desired, the phone number is not forwarded. In
certain  example cmbodiment, the internct-based phone number is provided by the
communication routing system 102 as a unique identifier of the entity 104 from which the call 1s
being forwarded. Forwarding of the call to the internet-based phone number connects the call to
the communication routing system 102. In certain example embodiments, the phone number of
the entity 104 and as dialed by the caller 112 is already an internet-based phone number that goes
dircctly to the communication routing system 102. In certain example embodiments, telephonic
capabilities of the communication routing system 102 arc provided by a third party internet
telephony provider, which enables the communication routing systcm to receive the call and
forward the call on to the communication support center 106. In other example embodiments,
telephonic capabilities of the communication routing system 102 are built natively nto the
communication routing system 102. The communication routing system 102 then routes the call
to an appropriate communication support center 106 via a VolP service 108, A hive agent at the
communication support center 106 is then In communication with the caller 112 and
communicates with the caller 112 according to onc or more scripts associated with the specific
entity 104.

[0030] When a call is routed to a live agent, whether the live agent is within the
communication support center 106 or independent, a script for handling the call 1s also
forwarded to the live agent from the communication routing system 102. The script contains

instructions for handling the call and interacting with the caller 112, In certam example
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cmbodiments, the script is uniquely associated with the mternct-based phone number from which
the call was routed and thus automatically pulled from the communication routing system 102
when routing a call from that internet-based phone number. In certain example embodiments,
during the call with the caller 112, the live agent collects various information or data, such as
contact information, general information, appointment information, notes, call recording and any
other information to be collected from the caller 112 or made by the live agent. This gencrated
data gets sent back to the communication routing system 102, and the communication routing
system 102 sends the data to the entity 104, The gencrated data can be delivered to the entity
104 in a number of ways, including but not limited to via cmail, SMS, notification, account
update, and the hke.

[0031] In certain example embodiments, the communication routing platform 102 1s
configured to route a plurality of calls for a plurality of cntitics 104. Figure 3 illustrates the
routing of calls from a plurality of callers 112 for a plurality of entitics 104 to a communication
support center 106, in accordance with cxample cmbodiments of the present disclosure.
Specifically, referring to Figurc 3, a first caller 112a places a call to a first entity 104a, and the
call is forwarded to the communication routing system 102. Likewise, a call from a second
caller 112b to a sccond entity 104b is forwarded to the communication routing system 102, and a
call from a third caller 112¢ to a third entity 104c is forwarded to the communication routing
system 102. 1In certain example embodiments, the communication routing system 102 receives
all of these calls and routes them to a first communication support center 106a. In certain
example embodiments, the first communication support center 106a distributes these calls to onc
or morc live agents, who arc put in communication with the respective callers 112, In certain
cxample embodiments, the calls may be routed to more than one communication support center
106. 1n certain example cmbodiments, a call may be routed to a specific communication support
center 106 based on one or more parameters, such as language, region, and the like.

[0032] Figure 4 illustrates the routing of calls from a plurality of callers 112 for a plurality
of cntitics 104 to onc or more independent live agents 114, in accordance with example
embodiments of the present disclosure.  In cxample ecmbodiments, when the communication
routing system 102 receives a call, it forwards the call to one of the one or more independent hive

agents 114. In onc example embodiment, the communication routing system 102 routes all the
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calls from all the callers 112 to a first independent live agent 114a.  In another cxample
cmbodiment, the communication routing system 112 routes the calls from the callers 112 to a
plurality of independent live agents 114a, 114b, 114c¢. In certain example embodiments, the calls
may be distributed amongst the plurality of independent live agents 114 according to a random
selection protocol based on availability, a round-robin selection scheme, or the Tike. In other
example embodiments, the calls arc distributed amongst the plurality of independent live agents
114 based on one or more parameters of the caller 112 or the associated entity, such as but not
limited to language or region.

[0033] Prior to performing any call routing, cach of the entitics 104 must sct up an account
within the communication routing platform 102. The account includes basic information
regarding the cntity, associated phone numbers, scripts for the live agents, and various call
handling protocols. Figurcs 5-11 are directed towards handling account sctups for entitics 104.
Specifically, Figure 5 is a high-level flow-chart illustrating a basic process of gencerating an
account and call handling protocol 120 for an entity 104 within thc communication routing
platform 102, in accordance with example embodiments of the present disclosure. The process
120 includes receiving, by the communication routing platform 120, basic information regarding
the entity 104 (step 122). In certain example embodiments, this basic information is provided by
the entity 104 (c.g., a user representing the entity). The basic information may include the entity
type, entity name, address, primary contact information, time zong, a description of the entity,
and the like. This information is stored in memory at the communication routing platform 102
and forwarded to the live agent when a call for this entity 104 is routed to that live agent. Thus,
the live agent has access to the information if needed. In certain example embodiments, the
basic information is collected via a client-side interface, through which a user representing the
entity 112 can enter in the information. The client-side interface is provided online and
accessible to the user via their own computing device (e.g., computer, laptop, smart-phone,
mobile device). The basic information provided can be collectively referred to as “basic entity
data”.

[0034] The process 120 further includes assigning, by the communication routing platform
102, one or more internet-based phone number to the entity 104 (step 124). In certain example

embodiments, the internet-based phone number is provided by a third party internet telephony
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provider. In other ¢xample embodiments, the communication routing platform 102 18 also a
native internet telephony provider and directly provides the internet-based phone number.  In
certain example embodiments, cach of the onc or more internct-based phone numbers is ticd to
the basic entity data for the specified entity 104, In certain example embodiments, the entity 104
can set their phones to forward to the one or more internct-based phone numbers to nitiate use of
the communication routing platform 102,

[0035] In certain ¢xample embodiments, cach of the one or more internet-based phone
numbers 1s associated with a specific call handling protocol, such as a script. Thus, the process
120 includes collecting, by the communication routing platform 102, call handling protocol data
for each internet-based phone number (step 126). Similarly to the basic entity data, call handling
protocol data is collccted via a client-side interface, through which a user representing the entity
112 can enter in the information, thus generating a call handling protocol. The call handing
protocol may includc machinc-recadable mstructions regarding how to route the call. The call
handling protocol may also inciude a phone script for a call agent to usc when answering the call.
In certain example embodiments, the script Is forwarded to a live agent when a call from the
respective internet-based phone number 1s forwarded to the live agent. Various script templates
arc provided in Figures 7-10, and will be discussed below with respect to such.

[0036] Referring still to Figure 5, the process 120 further includes storing, by the
communication routing platform, the call handing protocol and the associated internet-based
phone number in memory (step 128). Thus, the corresponding call handling protocol 1s
automatically pulled when a call for an mternet-based phone number 18 received, and scripts are
routed with the call to a live agent.

10037] Figure 6 1s a block diagram illustrating the passing of call handing protocol data to a
live agent, in accordance with example embodiments of the present disclosure. In certain
example embodiments, and as described above, a uscr representing an entity inputs certain call
handling information into a client-side call handing protocol data collection interface 132, In
certain example embodiments, the call handing protocol data collection intertace 132 includes a
plurality of prompts and corrcsponding input ficlds for the uscr to populate accordingly. Figures
7-10 1llustrate examples of the call handling protocol data collection interface 132, and will be

discussed below with respect to such. Referring still to Figure 6, the user input mto the call
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handing protocol data collections interface 132 is transformed nto a sct of raw input data 134,
The raw input data 134 is an cxtraction of the uscr inputs into the call handing protocol data
collection interface 132 in a machine passable form. In certain cxample embodiments, the raw
input data 134 is sent to the live agent via an Application Programming Interface (API), m which
the raw input data 134 populates a first agent-side interface 136, from which the live agent can
access the call handling protocol. In certain cxamplc ecmbodiment, the agent-side interface 13618
a pop screen having an agent-side format which may be different than the client-side ntertace
132. The pop screen is appropriately populated with the raw input data in the agent-side format.
In such an embodiment, the pop screen 1s a legacy format used by the particular live agent or a
communication support center. The same raw nput data 134 can be sent to a second live agent
or communication support center having a second client-side interface 138 which may ditfer 1n
format from the first agent-side interface 136. In certain other example embodiments, the
communication routing platform sends the call handling protocol data to the onc or more live
agents alrcady in a communication routing platform format. Thus, the call handling protocol
data can either be forwarded to a live agent in raw data form to populate an interface on the agent
end, or the call handling protocol data can be pre-formatted into an interface and sent to the live
agent.

[0038] In certain example embodiments, the uscr can cdit or update the call handhing
protocol data at any time by accessing the client-side interface 132, This automatically updates
the raw input data 134. Thus, the next time the call handing protocol 1s forwarded to a live agent,
the most recently updated version is used. This allows the user to update the call handing
protocol and deploy the updated protocol immediately.

10039] Figure 7 illustrates a general call handling protocol editing intertace 140 for usc by
the user to gencrate or ¢dit a portion of a call handing protocol, in accordance with example
embodiments of the present disclosure. In certain example embodiments, the general call
handling protocol editing interface 140 includes a business hours input prompt 142, 1in which the
uscr can input the hours of opcration for their entity for cach day of the week. The interface 140
also includes a business hours forwarding prompt 142, in which the uscr can sct whether to
forward calls received through to the communication routing platform or to an alternate number.

The interface 140 also includes an afterhours forwarding prompt 144, in which the user can set
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whether to forward calls received through to the communication routing platform or to an
altcrnate number. The uscr can also designate the alternate forwarding number here.

10040] The interface also includes a phone recording notification prompt 148, in which the
user can choosc to usc a standard notification rccording or upload a custom notification
recording. The notification notifies the caller that the call 1s being recorded. In certain example
cmbodiments, the interface 140 includes one or more call alert conditions 150 from which the
user can choose. For example, the user can choose to receive an alert every time a call 18
rcceived. The user can also choosc to receive an alert when an action 1s taken by an agent. In
certain cxample embodiments, there may be more or less alert options than those provided herein
as examples.

[0041] The interface 140 may also include one or more alert email prompts 152, 1n which
the user can enter an email address to which alerts are forwarded. Similarly, the mterface 140
may include onc or more alert SMS/Text prompts 154, 1n which the user can enter a phone
number to which alerts are sent. The cxample interface 140 provides a sampling of the types of
information collected from a user in order to generate a portion of a call handling protocol. This
portion of the call handling protocol is not served to the live agent when a call comes . Rather,
this portion of the protocol provides program instructions to the communication routing platform
for technical parameters of handing the call. In practice, the interface 140 may include many
other and/or different types of information collecting prompts than thosc illustrated 1n Figure 7.
[0042] Portions of the call handling protocol which are forwarded to the live agent along
with the call are called scripts.  Scripts provide live agents with the information needed to
intcract with the caller, such as what to say, what information to collect, and how to respond to
the caller. Figures 8-10 tllustrate script editing interfaces for use by the uscr to generate or edit
different types of scripts. Figure 8 illustrates a “take a message” script editing interface 160 for a
“take a message” type script, in accordance with example embodiments of the present disclosure.
The “take a message” type script 1s used when the live agent 1s to take a message from a caller.
In an cxample cmbodiment, the “take a message” script cditing interface 160 includes an
unavailable person prompt 162, in which the uscr can mput the name of the person the caller 18
trying to reach. The “take a message” script editing interface 160 further includes a set of

standard questions 164 for the live agent to ask the caller in order to take a message. In certain
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cxample embodiments, the “takc a message” script cditing interface 160 mcludes onc or more
instructional prompts 166 in which the user can input what the live agent should say should
certain situations arisc, or if there are any additional information or instructions of which the uscr
would like the live agent to be awarc. In practice, the interface 160 may include many other
and/or different types of information collccting prompts than those itlustrated 1in Figure 8.

[0043] Figure 9 illustrates a “‘gather information” script cditing interface 170 for a “gather
information™ type script, in accordance with example embodiments of the present disclosure.
The “gather information”™ type script is used when the live agent is to collect certain information
from a caller through a scries of questions. In an example embodiment, the “gather information”™
script editing interface 170 includes a desired action prompt 172, in which the user can input the
purpose for gathering information, which the live agent will recite to the caller. The “gather
information” script editing interface 170 further includes a sct of standard questions 174 for the
live agent to ask the caller in order facilitate the call. The “gather information” script editing
interface 170 also includes one or more additional question prompts 176, in which the user can
input one or more questions for the live agent to ask the caller. In certain example embodiments,
the “gather information” script editing interface 170 includes one or more instructional prompts
178, in which the user can input what the live agent should say should certain situations arise, or
if there are any additional information or instructions of which the user would like the live agent
to be aware. In practice, the iterface 170 may include many other and/or different types of
prompts than those illustrated in Figure 9.

[0044] Figure 10 illustrates a “book appointment” script editing interface 180 for a “book
appointment” type script, in accordance with cxample embodiments of the present disclosure.
The “book appointment” type script 1s used when the live agent 1s to book an appotniment with
the entity 104 for the caller. In an example embodiment, the “book appointment” script cditing
interface 180 includcs onc or more desired appointment prompts 182, in which the user can input
the type of appointment to be scheduled, which the live agent will recite to the caller when
appropriate. The “book appointment”™ script cditing interface 180 further includes a set of
standard questions 184 for the live agent to ask the caller 1in order to facilitate the call. The
“book appointment” script editing interface 180 also includes a calendar selection dropdown

176, in which the user can input one or more calendars on which to book the appointment. In
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certain ¢cxample embodiments, onc or more calendars associated with appointment availability
for the cntity can be integrated or synced between the entity 104 and the communication routing
platform 102 such that the live agents can access up-to-date calendars. The “book appointment”
script editing interface 180 may further include onc or more instructional prompts 188&, in which
the user can input what the live agent should say should certain situations arise, or 1f there are
any additional information or instructions of which the uscr would like the live agent to be
awarc. In practice, the interface 180 may include many other and/or different types of prompts
than thosc illustrated in Figure 10.

[0045] Figurc 11 illustrates in further detail a process of gencrating a calendar function 190
within the communication routing platform 102, in accordance with example embodiments of the
present disclosure. In certain example embodiments, the process 190 includes receiving, by the
communication routing platform, a rcquest to create an appointment booking calendar within the
communication routing platform 102 (stcp 192). The request may be a sclection or input madce
by the uscr via a client-side interface. In certain example embodiments, the request may be
initiated in the “book appointment™ script editing interface 180. The process 190 further
includes gencrating, by the communication routing platform (step 194), a new native calendar
associated with the entity 104 and a specific script.  In certain example embodiments, the same
native calendar can be associated with multiple scripts. The process 190 further includes syncing
the native calendar with a client-side calendar (step 196). The client-side calendar may be any
clectronic calendar used by the entity 104 to book appointments offline from the communication
routing platform 102. Such client-side calendars may be based in any existing or new calendar
softwarc application, including thosc provided by a third party. Once the client-side calendar
and the native calendar are synchronized, changes made on cither end will be retiected on both
calendars.

[0046] After an account and at least onc call handling protocol is set up for an entity 104,
the communication routing platform 102 can be utilized to route incoming calls from the entity
104 to a live agent. Figures 12-19 illustrate the handing of calls forwarded from an cntity to the
communication routing platform 102. Figurc 12 15 a flowchart illustrating a generic process of
handling a call 200 through the communication routing platform 102. In certain example

embodiments, the process is initiated when a call 1s place by a caller (step 202). Subsequently,
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the call is forwarded to the communication routing platform 102 (stcp 204). In certain cxample
embodiments, the phone number dialed by the caller when placing the call 18 an intermet-based
phone number provided by the communication routing platform 102, cither natively or through a
third party internet telephony provider. Thus, the call 1s placed directly to the communication
routing platform 102. In other example embodiments, the phone number dialed by the caller 1s
an cxisting traditional tclephone number. In such an embodiment, the recciving phone or call
receiving system is configured to forward the call through to the communication routing
platform 102 via an internet-based phonc number assigned to the entity 104 by the
communication routing platform 102. Once the call s received by the communication routing
platform 102, the entity 104 associated with the internet-based phone number through which the
call was received is identified by the communication routing platform 102 (step 206). Thus, the
corrcsponding call handling protocol or script associated with that entity or phone number 1s
initiated as well. The call is then routed to an appropriate communication support center or
indcpendent live agent (step 208).  The associated call handling protocol or script 1s
simultaneously sent to the same center or live agent (step 210). Thus, as the live agent answers
the call, he or she also has access to the associated call handing protocol or script. In certamn
cxample embodiments, the call is forwarded to a specific center or agent based on nstructions
associated with the entity 104. Accordingly, the receiving live agent subsequently answers the
call (step 212). During the call, the live agent may input various data from the caller or notes
regarding the call. Such call data is then forwarded back to the communication routing platform
102 by the live agent (step 214). In certain example embodiments, the call data 1s provided to
the communication routing platform 102 as raw data via an APL. In such embodiments, the call
data is then processed by the communication routing platform 102 and delivered to the entity 104
in onc or more formats and through one or more communication channels such as email,
voicemail, SMS messaging, account update, notification, and the like (step 216).

(0047} Figure 13 is a flow chart illustrating a process for handing a call i which the
associated call handling protocol includes a menu 220, in accordance with example embodiments
of thec present disclosure. The process s nitiated when a call 1s placed by a caller (step 222).
Subsequently, the call is forwarded to the communication routing plattorm 102 (step 224). Once

the call is received by the communication routing platform 102, the entity 104 associated with
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the internet-based phone number through which the call was received and the corresponding call
handing protocol arc identified by the communication routing platform 102 (step 226). In the
present embodiment, a menu is detected and presented to the caller (step 228). In certain
cxample cmbodiments, the menu is presented to the caller via an interactive voice response
(TVR) program. The communication routing platform 102 then receives a menu selection from
the caller (step 230). In certain example embodiments, the caller can choose onc of a plurality of
menu options, such as but not limited to, to speak with a hive agent 232, leave a voicemail 234,
reroute to another number 236, or access a sccondary menu 238, In certain example
cmbodiments, cach mcnu option is associated with another internct-based phone number to
which the call is forwarded when that menu option is selected, and cach internet-based phone
number is also associated with another protocol which 1s carried out when accessed.

10048] Figurc 14 illustrates a diagram of call menu handling 240, in accordance with
cxample embodiments of the present disclosure.  In certain example embodiments, a call 1s
received through the existing or traditional entity phone number 242, and then forwarded to the
central internet-based phone number 244 assigned by the communication routing platform 102.
The caller is then presented with a plurality of menu options 246a-e. Each of the plurahity of
menu options is associated with a unique sccondary internct-based phone number 24¥a-c.
Selection of a particular menu option by the caller forwards the call on to the associated
secondary internet-based phone number 248a-c. The internct-based phone number is how the
communication routing platform 102 identifies which actions or call handling protocol to carry
out. Accordingly, cach secondary internet-based phone number 248a-¢ is associated with and
initiates a unique call handling protocol 250a-c. Thus, if a caller sclects a first menu option
246a, the call is forwarded to a first secondary internet-based phone number 2484, and a first call
handling protocol 2504 is initiatcd. In certain example embodiments, the call handling protocols
250a-¢ can include a variety of different actions or scripts.  For cxample, three of the call
handling protocols 250a-c forward the call to a live agent along with associated scripts, a fourth
call handing protocol 250d forwards the call to an automatic voicemail, and a fifth call handling
protocol 250¢ activates a sccondary menu.  Likewise, cach menu option within the sccondary
menu includes its own unique internet-based phone number and operates similarly as described

above.



CA 02947876 2016-11-02

WO 2015/175300 PCT/US2015/029607

- 16 -

10049 Figure 15 is a flow chart illustrating a process for handling a call with a “take a
message” type script 240, in accordance with cxample embodiments of the present disclosure. In
certain example embodiments, the process 240 is initiated when a call is place by a caller (step
242). Subscquently, the call is forwarded to the communication routing platform 102 (step 244).
Once the call is received by the communication routing platform 102, the entity 104 associated
with the internet-based phone number through which the call was reccived is identificd by the
communication routing platform 102 (step 246). Thus, the corresponding call handling protocol
associated with that entity or phone number is identified as well. In this embodiment, the call
handling protocol dictates that the call be forwarded to a live agent with the “take a message”
script previously generated for this internet-based phone number. The call 1s then forwarded to
an appropriate communication support center 106 or independent live agent (step 248). The
“take a message script” is simultancously sent to the same center or live agent (step 250). Thus,
as the live agent answers the call, he or she also has access to the appropriate script.
Accordingly, the receiving live agent subsequently answers the call (step 252) and prompts the
caller to leave a message. During the call, the live agent enters the message into the agent-side
interface. The message and other relevant call data is then forwarded back to the communication
routing platform 102 by the live agent (step 254). The message and call data is then processed
by the communication routing platform 102 and delivered to the entity 104 in one or morce
formats and through one or more communication channels such as email, voicemaitl, SMS
messaging, account update, notification, and the like (step 256).

[0050] Figurc 16 is a flow chart illustrating a process for handling a call with a “gather
information” type script 260, in accordance with example embodiments of the present disclosure.
In certain example embodiments, the process 260 is initiated when a call is placed by a caller
(step 262). Subsequently, the call is forwarded to the communication routing platform 102 (stcp
264). Once the call is reccived by the communication routing platform 102, the entity 104
associated with the internet-based phone number through which the call was recerved IS
identified by the communication routing platform 104 (step 266). Thus, the corresponding call
handling protocol associated with that cntity 104 or phonc number is identificd as well. In this
embodiment, the call handling protocol dictates that the call be forwarded to a live agent with the

“gather information” script previously generated for this internet-based phone number. The call
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is then forwarded to an appropriate communication support center 106 or independent live agent
(step 268). The “gather information” script is simultancously scnt to the same center or live
agent (step 270). Thus, as the live agent answers the call, he or she also has access to the
appropriate script. Accordingly, the receiving live agent subsequently answers the call (stcp
272) and asks the caller questions as directed by the script. During the call, the live agent enters
the caller’s responscs into the agent-side interface. The responsc data and other relevant call data
is then forwarded back to the communication routing platform 102 by the live agent (step 274).
The responscs and call data are then processed by the communication routing platform 102 and
delivered to the entity 104 in onc or more formats and through onc or morc communication
channels such as email, voicemail, SMS messaging, account update, notification, and the like
(step 276).

|0051] Figurc 17 is a flow chart illustrating a process of handling a call with a "book
appointment” type script, in accordance with example ecmbodiments of the present disclosure. In
certain example embodiments, the process 280 is initiated when a call is placed by a caller (step
282). Subsequently, the call is forwarded to the communication routing platform 102 (step 284).
Once the call is received by the communication routing platform 102, the entity 104 associated
with the internet-based phone number through which the call was received is identified by the
communication routing platform 102 (step 286). Thus, the corresponding call handling protocol
associated with that entity 104 or phonc number is identified as well. In this cmbodiment, the
call handling protocol dictates that the call be forwarded to a live agent with the “book
appointment” script previously generated for this internet-based phone number. The call is then
forwarded to an appropriatc communication support center 106 or independent live agent (step
288). The “book appointment” script is simultancously sent to the same center or live agent
(step 290). Thus. as the live agent answers the call, he or she also has access to the appropriate
script.

[0052] In certain example embodiments, the process further includes providing the
associated calendar to the live agent (step 292) such that the live agent can sce which
appointment times arc available and enter an appointment into the calendar. In certain example
embodiments, this step includes providing raw data from a client-side calendar to an agent-side

calendar via an APL. In certain example embodiments, the data from the client-side calendar 1s
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processed by the communication routing platform 102, in which personally identifiablc
information 1s removed and the only information provided through to the client-side calendar is
whether or not a time slot is available for booking. Thus, personally identifiable information is
kept confidential. The live agent, having received the call, the “book appointment” script, and
access to associated calendars, answers the call and works out an appointment time with the
caller (step 294). Once an appointment time is agreed upon, the live agent enters the
appointment into the agent-side calendar, which may be a part of the script (step 296). Any
reccorded call data, including the booked appointment, is transmitted to the communication
routing platform 102 to be processed and sent to the entity 104 accordingly (step 298).
Additionally, the appointment data is sent to the client-side calendar and the client-side calendar
1s updated with the appointment (step 300). In certain example cmbodiments, the appointment
data 1s entered into the native calendar within the communication routing system 102 by the live
agent, and the native calendar 1s then synced with the client-side calendar.

|0053] Figure 18 15 a flowchart illustrating a process of providing access to calendar
information to a live agent 310, in accordance with example embodiments of the present
disclosure. The process 310 begins when a “book appointment” script is initiated (step 312). In
certain example embodiments, the process includes receiving, by the communication routing
plattorm 102, a request for access to a client calendar (step 314). The request may be made
automatically when the script 18 initiated or upon further input by the live agent. For example,
multiple calendars may be associated with a script, and the live agent requests access to one of
the multiple calendars based on caller selection. When the communication routing platform 102
receives the request, it accesses the corresponding native calendar within the communication
routing platform 102 or the client-side calendar (Step 318) and collects the calendar data. Any
private or personally identifiable information contained with the calendar data is detected and
removed (320), leaving only available time slot data (step 322). Thus, only available time slots
are provided to the live agent (step 324) via the communication routing platform 102.

[0054] In certain example embodiments, the communication routing platform 102 can also
be configured to forward calls to a designated client-side contact, such as a traditional landline or
cellular number that may be answered by a user representing the entity 104. The communication

routing platform 102 can be configured to handle the call through the communication routing
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platform 102 if the client-side contact number is not answered within a certain number of
attempts. Figurc 19 is a flow chart illustrating a process of handling client-side forwarding 330,
in accordance with example embodiments of the present disclosure. The process 330 is initiated
when a call is placed (step 332) and forwarded to the communication routing platform 102 (step
102). The process 330 further includes forwarding, by the communication routing platform 102,
to a client-side contact number (step 334). The call may be answered (step 336) or go
unanswered (step 33%). If the call is not answered (step 338), the communication routing
platform 102 determines if the maximum number of attempts has been made to reach the client-
side contact (step 340). If thc maximum number of attempts has not been made, the
communication routing platform 102 forwards the call to the client-side contact number again
(step 334). The communication routing platform 102 can be configured to try a second or third
client-side contact as well. If the maximum number of attempts has been made unsuccesstully,
then the call is handled through the communication routing platform 102 and the associated call
handling protocol is initiated (step 344). This may include forwarding the call to a live agent,
accessing a menu, providing a voicemail, or any other call handling action as described in the
present disclosure.

[ 0055] Although the inventions are described with reference to example embodiments, 1t
should be appreciated by those skilled in the art that various modifications arc well within the
scope of the invention. From the foregoing, it will be appreciated that an embodiment of the
present invention overcomes the limitations of the prior art. Those skilled in the art will
appreciate that the present invention is not limited to any specifically discussed application and
that the ecmbodiments described herein are illustrative and not restrictive.  From the description
of the example embodiments, cquivalents of the elements shown therein will suggest themselves
to those skilled in the art, and ways of constructing other embodiments of the present invention
will suggest themselves to practitioners of the art. Therefore, the scope of the present invention

is not limited herein.
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CLAIMS
We claim:
i. A processor-implemented mcthod of receiving and routing communication requests,
comprising:

receiving, by a communication routing platform, an incoming communication from a
sender, wherein the incoming communication is directed towards an entity;,

identifying, by the communication routing platform, an account associated with the
cntity;

carrying out, by the communication routing platform, a primary communication handling
protocol associated with the account, wherein the primary communication handling protocol
comprises one or more next steps for routing the incoming communication; and

sending, by the communication routing platform, onc or morc notifications to a contact
associated with the account, the onc or morc notifications comprising data gencrated during

carrying out of the primary communication handling protocol.

2. The processor-implemented method of Claim 1, wherein the primary communication
handling protocol compriscs any combination of:

forwarding the incoming communication to a live agent;

forwarding the incoming communication to a message center; and

forwarding the incoming communication to a client-side contact.

3. The processor-implemented method of Claim 2, whercin the primary communication
handling protocol compriscs:

forwarding a script to the live agent when the incoming communication is forwarded to
the live agent, wherein the script is associated with the account, and wherein the script provides

the live agent with user-defined instructions for interacting with the sender.
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4, The processor-implemented method of Claim 1, wherein the primary communication

handling protocol compriscs:

providing a plurality of menu options to the sender, wherein cach option of the plurality
of menu options initiates a secondary communication handling protocol.
J. The processor-implemented method of Claim 1, wherein the incoming communication 18
received on a central platform-provided phone number assigned to the entity and ticd to the
account, wherein the account associated with the entity is identified by the central platform-

provided phone number on which the incoming communication was recerved.

6. The processor-implemented method of Claim 4, wherein each secondary communication
handling protocol is associated with a unique sccondary platform-provided phone number, and
initiating a first sccondary communication handling protocol compriscs forwarding the incoming

communication to a first secondary platform-provided phone number.

7. The processor-implemented method of Claim 3, wherein the incoming communication 18

forwarded to a live agent based on language or region.

8. The processor-implemented method of Claim I, wherein the primary communication
protocol is generated through an initial protocol setup process, the protocol sctup process
comprising:

prompting a user to define onc or morc paramcters of the primary communication
protocol through a protocol sctup interface, wherein the protocol setup interface 1s accessible to
the user via an internet capable and processor-implemented device,

receiving one or more inputs on the protocol setup interface; and

updating the primary communication protocol according to the inputs.
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9. The processor-implemented method of Claim 3, wherein the script is generated through
an initial script setup process, the protocol sctup process comprising:

prompting a user to define one or more parameters of the script through a script sctup
interface, whercin the script sctup interface is accessible to the user via an internet capable and
processor-implemented device,

rcceiving onc or more inputs to the script setup interface; and

updating the script according to the mnputs.

10.  The processor-implemented method of Claim 3, wherein the script instructs the hive agent
to book an appointment for the sender on a client calendar, wherein available time slots on the
client calendar are forwarded to the live agent with the script by the communication handling
platform, and whercin an appointment time booked by the live agent for the scnder 1s sent to the

client calendar via the communication routing platform.

1.  The processor-implemented method of Claim I, whercin the primary communication
handling protocol comprises:

forwarding the incoming communication to a designated contact cxternal to the
communication routing platform;

initiating a sccondary communication handling protocol when the 1ncoming
communication is not answered by the designated contact within a predetermined number of

attempts.

12.  The processor-implemented method of Claim 3, wherein forwarding the script to the hive
apent compriscs sending raw script data to an agent-side system via an API, and populating an

interface on the agent-side system with the raw script data.
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13. A processor-implemented system for routing communications, the system comprising:
a communication routcr configured to:

reccive an incoming communication from a sender, wherein the incoming
communication is dirccted towards an cntity:

identify an account associated with the entity;

carry out a primary communication handling protocol assoctated with the account,
wherein the primary communication handling protocol comprises one or more next steps for
routing the incoming communication; and

send one or more notifications to a contact associated with the account, the onc or
more notifications comprising data generated during carrying out of the primary communication

handling protocol.

14.  The processor-implemented system of Claim 13, wherein as a part of the primary
communication handling protocol, the call router 1s configured to:

forward the incoming communication to a live agent, and forward a script to the live
agent when the incoming communication is forwarded to the live agent, wherein the script is
associated with the account, and wherein the script provides the live agent with user-defined
instructions for communicating with the sender;

forward the incoming communication to @ message center,

forward the incoming communication to a client-side contact; or

any combination thereof.

15.  The processor-implemented system of Claim 13, wherein the incoming communication 18
received on a central router-provided phone number assigned to the entity and tied to the
account, wherein the account associated with the entity is identified by the central platform-

provided phone number on which the incoming communication was received.

16.  The processor-implemented system of Claim 15, whercin the central router-provided

phone number is an internet bascd phone number.
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17.  The processor-implemented system of Claim 13, wherein the primary communication
protocol is generated through an initial protocol sctup process, wherein the communication
router:

prompts a user to define one or more parameters of the primary communication protocol
through a protocol sctup interface, wherein the protocol setup interface is accessible to the uscr
via an intcrnct capable and processor-implemented device;,

receives one or more inputs to the protocol sctup interface; and

updates the primary communication protocol according to the mnputs.
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18. A processor-implemented method of receiving and routing calls to a call center or agent,
COMPTISINgE:

receiving, by a communication routing platform, an incoming call from a caller, wherein
the incoming communication is dirceted to a central platform-provided phone number;

identifying, by the communication routing platform, an account associated with the
platform-provided phonc number;

carrying out, by the communication routing platform, a primary communication handling
protocol associated with the account or central platform-provided phone number, wherein the
primary communication handling protocol compriscs one or morc next steps for routing the
incoming call; and

sending, by the communication routing platform, one or morc notifications to a contact
associated with the account, the onc or more notifications comprising data gencrated during

carrying out of the primary communication handling protocol.

19.  The method of Claim 18, wherein the primary communication handling protocol
comprises any combination of:

forwarding the incoming call to a call center or live agent, and forwarding a phone script
to the live agent when the incoming call is forwarded to the live agent, wherein the phone script
is associated with the account, and wherein the phone script provides the live agent with user-
defined instructions for interacting with the caller:

forwarding the incoming call to a voicematl center;,

forwarding the incoming communication to a client-side phone number; and

providing a plurality of menu options to the caller, wherein cach option of the plurality of

menu options initiates a unique secondary communication handling protocol.

20.  The method of Claim 19, wherein the incoming call is forwarded to a call center or live
agent based on region, language, a random sclection scheme, a round robin selection scheme, or

a predetermined forwarding destination assigned to the central platform-provided phone number.
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During business hours where

should we send calis?

\
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Legally, all caliers need to

Yestrak Call Center or
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e notifl

that a phone call is being monitored o

recorded. You can use our

standard

notification, or customize your own:
= Vil use the standard nofification.

'l use my own audio.
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Mow do you want to be notified of activity?
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During after hours where
should we send calls?
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When do you want to be
notified of aclivity

& Upon all calls received
- Upon any action take
by agent
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162

:Zs “May | please start with your phone number in case we get
dssmnmd&d’?”

‘| will send your m essage t hrough now. My name is ( agent |
Y& name), and it's been a pleasure assisting you. Is there anything
else we can do for you today? Thanks for calling and have a |

great day!”

s oA . " "
D .:o .}L‘A. DRI n.\"-. v (> o % " Y L] .
‘ & . ”l‘ . .\ 5 - ‘ 44
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» 5172
. “May | please start with »our :hone number in case we -t
L disconnected?”  CALLER PROViDES PHONE NUMBER
174
‘fM?..,.E’. ...... ??ﬁ%??.,???"e our %ast ﬂam@”””
1 CALLER PR
!NSERT QUES‘HON 3 HERE - T N

Thank you. My name is (agem name), and it's been a pieasure |
assisting you. I's there anything else | can do for you today? |
Thanks for calling and have a great day!” '

L

-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
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Dir. Jones > 186

“Thank you. | have you in the calendar for (day/time of
appointment). Is that correct?

"} Thank you. My name is (agent name), and it's been a pleasure
" assisting you. |Is there anything else | can do for you today? |
Thanks for caizing and have a great day!” -

-------

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

--------

Hﬁw shwid our agmt& hand!e aﬁy objecmn 8 caiier may rasse"? 188

...............................................................................................................................................................................
..............................................................
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190

;

CALENDAR CREATION

RECEIVEAREQUESTTO |/~ o
CREATE A CALENDAR
GENERATE A NEW 194
NATIVE CALENDAR '
SYNC NATIVE CALENDAR |~ 199

WITH CLIENT-SIDE CALENDAR

HiG. 17
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200

202

CALL PLACED

CALL FORWARDED TO 204
| COMMUNICATION ROUTING PLATFORM |

IDENTIFY ENTITY AND

INITIATE ASSOGCIATED
CALL HANDLING PROTOCOL

210

-------------

FORWARD SCRIPT |
TO THE SAME '

COMMUNICATION
SUPPORT ?
| | CENTER OR LIVE AGENT|

%% | ROUTE CALL TO APPROPRIATE |
\J COMMUNICATION SUPPORT |

CENTER OR LIVE AGENT

1 212

CALL DATA FORWARDED TO ~214

COMMUNICATION ROUTING PLATFORM |

SEND NOTIFICATION TO 216
ENTITY WITH CALL DATA

FIG. 12
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o222
CALL PLACED

ﬁ CALL FORWARDED TO y 224
- COMMUNICATION ROUTING PLATFORM |

IDENTIFY ENTITY AND 226
ASSOCIATED CALL
HANDLING PROTOCOL

DETECT AND PRESENT | 228

MENU TO CALLER

S
| RECEIVE MENU SELECTION INPUT {

| OR | RE-ROUTE | OR| =Y

| OR | VOICEMAIL

.............................................
.

930 234 935 238

FIG. 13
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// 240

| 242

ENTITY MAIN
PHONE NUMBER

CENTRAL INTERNET-BASED | 244
PHONE NUMBER

| 246A | 246B 245C 246D | 246E

MENU MENU

| menu ||
| OPTION 4

Menu || Menu | |
| OPTION 3 OPTION 5 |

. .
K, .
- . 1 .
v aen o, BN ETEE R v, N RN AN R T R ¢ -
v

| 2484 2488 | 248C | 248D 248E

. FRST || SECOND || THRD || FOURTH || FFTH |
SECONDARY| (SECONDARY]| |SECONDARY| |SECONDARY| |SECONDARY|
| PHONE || PHONE || PHONE || PHONE || PHONE |
| NUMBER || NUMBER || NUMBER || NUMBER || NUMBER

| 250A | 2508 | 250C | 250D |250AE
. VOICEMALL | [SECONDARY

i SCRIPT '
3| |7 MENU

FiG. 14
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240

TN 242
CALL PLACED

; CALL FORWARDED TO 244
| COMMUNICATION ROUTING PLATFORM

| IDENTIFY ENTITY AND INITIATE | 246
ASSOCIATED CALL HANDLING PROTOCOL

' | ROUTE CALL TOAPPROPRIATE || FORWARD “TAKE A
J  COMMUNICATION SUPPORT || MESSAGE” SCRIPT
CENTERORLIVEAGENT ||  TOLIVEAGENT

1252

CALL ANSWERED BY LIVE AGENT

CALL DATA FORWARDED TO -234
COMMUNICATION ROUTING PLATFORM !

SEND NOTIFICATION TO 296

.........

FIG. 15
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260

N\, 262
CALL PLACED ‘

--------------------

CALL FORWARDED TO 264
| COMMUNICATION ROUTING PLATFORM |

IDENTIFY ENTITY AND INITIATE 266
| ASSOCIATED CALL HANDLING PROTOCOL |

270

* | ROUTE CALLTO APPROPRIATE || FORWARD “GATHER |
COMMUNICATION SUPPORT || INFORMATION’ SCRIPT |
CENTER ORLIVE AGENT | TO LIVEAGENT |

CALLANSWERED BY LIVEAGENT ~ |/°'¢

CALL DATA FORWARDED TO | 274

| COMMUNICATION ROUTING PLATFORM |

SEND NOTIFICATION TO | _-276

..........................................

FIG. 16
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CALL PLACED

284
| CALLF TO COMMUNICATION ROUTING PLATFORM |
IDENTIFY ENTITY AND INITIATE ASSOCIATED CALL HANDLING PROTOCOL

'288 %m”m_...mM”_wpmm.m_m”_. ,.m.”.l? p 290

FORWARD “BOOK
APPOINTMENT” SCRIPT

ROUTE CALL TO APPROPRIATE |
' ‘ TOLIVEAGENT |

COMMUNICATION SUPPORT
CENTER OR LIVE AGENT

PROVIDE CALENDAR
ACCESS TO THE
LIVE AGENT 1

292 |

294

CALL HANDLED BY LIVE AGENT
238  p— e —3 296
| CALL DATA FORWARDED TO

- COMMUNICATION ROUTING
' SYSTEM

""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""

| APPOINTMENT ENTERED |
| INTO CALENDAR |

300
CLIENT-SIDE CALENDAR UPDATED WITH NEW APPOINTMENT |
FiG. 17
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310

p

CALENDAR ACCESS

| 312
INITIATE “BOOK APPOINTMENT” SCRIPT

RECEIVE REQUEST FOR ACCESS TO CALENDAR |/~ 314

| ACCESS NATIVE CALENDAR OR CLIENT-SIDE CALENDAR | %'°

| REMOVE PRIVATE INFORMATION FROM CALENDAR |20

........................................................................................................................................

LEAVE ONLY AVAILABLE TIME SLOTS DATA T

FORWARD AVAILABLE TIME SLOTS DATA TO LIVE AGENT |/ %%

.........
.....................................................................
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~ 332
CALL PLACED

CALL FORWARDED TO COMMUNICATION o
ROUTING PLATFORM

.
4
-
it~ s itk s At wh A A - o« e . v .
................................... .
.
0
-

N
33 EE - o « w s owm N opr e . . . . * o o [ - . . - o w w ee e . . . e e e s = . - . . - o= DR . - . .
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