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(57) Abstract: A method and apparatus for network-based communication are provided. For a typical embodiment, a user (102)
activates the communication system by pressing or otherwise activating a call button. The call button is an applet embedded in a
web page. The applet interacts with a server component residing on a server computer (106) to establish communication between
the user and an agent (104). Non-voice communications are routed through the server computer(106) and become available instantly
between the customer (102) and the agents (104). In the case of one-to-one communication, voice communications pass between the
user (102) and the agent (104) in a direct peer-to-peer fashion. For one-to-many communications, voice communications are routed

though the server computer (106).
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WEB-BASED COMMUNICATION SYSTEM AND METHOD

FIELD OF THE INVENTION

The present invention relates generally to computer networks, and
more particularly to a system and method for implementing text, image and

voice communication through a web-based interface.

BACKGROUND OF THE INVENTION

Most organizations using websites for commercial purposes can
benefit from instant communication and document sharing with their current
and potential customers. Commercial websites often serve as vehicles for
obtaining new customers, for selling products and services, and for offering
product support to existing customers. An invaluable component of marketing
and support operations is the ability to speak with customers and potential
customers on a person-to-person basis. Coupling the vast content and
potential for distribution of an organization's website with the capability for
person-to-person voice communication offers real-time global communication,
thus collapsing the distance between an organization and its customers.

Conventional systems and methods for enabling real-time
communications through a web-based interface are generally limited by
permitting only exchange of text messages, by requiring download and
installation of additional software, or both. Indeed, since many web-based
voice communication packages require each user to download and install a
bulky plug-in or stand alone application, users may be dissuaded from
availing themselves of such voice communication packages and capabilities if
they must first perform a lengthy and inconvenient download and installation
procedure. Therefore, there is a need for a web-based voice communication
system and method that does not require the user to download and install a

large plug-in or stand-alone application.
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SUMMARY OF THE INVENTION

An embodiment of the present invention includes a method and
apparatus for network-based communication. For a typical embodiment, a
user activates the communication system by pressing or otherwise activating
a call button. The call button is linked to an applet embedded in the page
containing the call button. The applet interacts with a server computer to
establish communication between the user and an agent. Non-voice
communications are routed through the server computer. Voice
communications pass between the user and the agent in a direct peer-to-peer
fashion.

Advantages of the invention will be set forth, in part, in the description
that follows and, in part, will be understood by those skilled in the art from the
description herein. The advantages of the invention will be realized and
attained by means of the elements and combinations particularly pointed out

in the appended claims and equivalents.

BRIEF DESCRIPTION OF THE DRAWINGS

The accompanying drawings, which are incorporated in and constitute
a part of this specification, illustrate several embodiments of the invention
and, together with the description, serve to explain the principles of the
invention.

Figure 1A is a block diagram showing use of a server to route of non-
voice communications between a customer client computer and an agent
client computer 104.

Figure 1B is a block diagram showing direct routing of voice
communications between a customer client computer and an agent client
computer 104.

Figure 2 is a block diagram of a typical customer client computer as

used in the network of Figure 1.
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Figure 3 is a block diagram of a typical customer client computer as
used in the network of Figure 1.

Figure 4 is a block diagram of a typical server computer as used in the
network of Figure 1.

Figure 5 is a block diagram showing an embodiment of the interaction
that occurs between the customer client computer, the agent client computer,
and the server computer in implementing communication through a web-
based interface according to the present invention.

Figure 6 shows a first screen of an exemplary agent user interface.

Figure 7 shows a second screen of the exemplary agent user interface.

DETAILED DESCRIPTION OF THE PREFERRED
EMBODIMENTS

Reference will now be made in detail to preferred embodiments of the
invention, examples of which are illustrated in the accompanying drawings.
Wherever convenient, the same reference numbers will be used throughout
the drawings to refer to the same of like parts.

Figure 1 depicts an exemplary operating environment of the invention.
The system and method of the invention utilizes client/server architecture,
which distributes processing between a client computer and a server
computer. The invention is described below in the context of an exemplary
implementation wherein voice communication is effected between a website
customer, located at a first client computer, and an agent located at a second
client computer. It should be appreciated that the implementation described
below is offered by way of example only, and is not intended to limit the
invention to any particular use or configuration.

A customer client computer 102, an agent client computer 104, and a
server 106 are each coupled to a network 110. Network 110 will comprise a
packet switched network, such as the Internet, and enables communication
between and among the various computers coupled thereto. An administrator
application, which may be implemented in a separate administrator computer

108 or which may be integral to the agent client computer 104, is operative to

3
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interact with the server application 414 in facilitating administration of agents,
configuration of applets, and administration of call routing and other
communication functions.

As depicted in Figure 1A and described below, non-voice
communications, such as text or image communications, between the
customer client computer 102 and the agent client computer 104 are
preferably routed through the server 106. As shown in Figure 1B and further
described below, voice communications are routed directly between the
customer client computer 102 and the agent client computer 104 (using peer-
to-peer architecture).

Figure 2 is a block diagram illustrating details of a typical customer
client computer 102. The customer client computer 102 includes a central
processing unit (CPU) 202 for executing instructions and performing
operations therein. A microphone 204 for generating and transmitting
electrical signals representative of audio signals received from a user, and
audio speakers 206 for amplifying and projecting transmitted signals to a
user, are coupled to an audio input/output interface 208 (e.g., sound card) for
signal processing and augmenting. Computer memory 212 is also provided
for storing programs and data required for computer operation. A network
interface 224, such as a modem, for connecting to a network 110 is provided
to receive and transmit data over the network 110. These components
intercommunicate through, and are coupled by, a data bus 226. A display
device 228, such as a monitor, and other input/output devices 210, such as
keyboard and mouse, may also be coupled to the bus 226.

A memory 212 may comprise any of various types of RAM and/or
ROM. An operating system 222 is stored in the memory 212 for managing
other programs in the computer 102 and operating the CPU 202. In addition,
a Java™-enabled web browser 220, such as Netscape Navigator® or
Microsoft Internet Explorer, is also stored in the memory 212. In particular, the
web browser 220 is an application program that uses the Hypertext Transfer

Protocol (HTTP) to make requests of web servers throughout the Internet on
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behalf of the browser user and is capable of supporting embedded Java™
applets.

As described below, one feature of the invention is the utilization of
applets, or small computer applications, to enable voice communication
between users while avoiding the need to download large applications. As is
known in the art, an applet is a computer program, usually quite small in
comparison to a plug-in or stand alone application, which can be embedded
in an HTML (Hypertext Markup Language) document, e.g., a web page.
Java™ applets are generally controlled by a larger application, such as the
web browser 220, and are typically downloaded from a source coupled to the
Internet and executed on the user's computer.

During practice of the invention, a communication applet 216, stored in
the memory 212 and initiated by the customer at the computer 102, and a
voice communication applet 218, also stored in memory 212 and initiated by
either the customer or the agent at their respective computers, execute within
the agent client 104 as well as within the customer client 102. Details
regarding the applets 216 and 218 are described below. Applet installation
and configuration inforfation is referenced in Appendix A.

Figure 3 is a block diagram illustrating details of a typical agent client
computer 104. Similar to the customer client computer 102 and as described
above, the agent client computer 104 also includes a central processing unit
(CPU) 302, microphone 304 and audio speakers 306 coupled to an audio
input/output interface 308, memory 312, and a network interface 324 coupled
to a network 110. These components intercommunicate through a data bus
326. A display device 330, such as a monitor, and other input/output devices
310, such as keyboard and mouse, may also be coupled to the bus 326.

The agent memory 312, which may comprise various types of RAM
and/or ROM, also stores an operating system 322 and a Java™-enabled web
browser 320. Noteworthy differences between the customer memory 212 and
the agent memory 312, are that the agent memory 312 comprises a Java™
runtime environment (JRE) 328 providing a Java™ platform on which to run

an agent application 314, which is described below. As known in the art, a
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JRE consists of the Java™ virtual machine (JVM), the Java™ platform core
classes, and supporting files and is the smallest set of executables and files
that constitute the standard Java™ platform.

Although the embodiment of the invention described herein employs
the Java™ programming language and environment, those skilled in the art
will recognize that the system and method of the invention described herein
could be practiced using programming languages with attributes similar to
Java™ which may currently exist or may be developed in the future.

The agent application 314 is a software program preferably written in
Java™, that typically executes on the agent computer 104, thereby enabling
establishment of web-based communication between users. While active, the
agent application 314 awaits incoming calls from customers and, when calls
are received, allows the agent to accept or reject the calls. When an agent
accepts a call, a communication applet 216 is automatically downloaded to
the agent computer 104, thereby enabling text communication. The agent
application 314 facilitates secure communication through encryption, and
allows the agent to supplement text communication with images 436 or
interactive slides 438. The agent application 314 further provides status
information to the customer as to whether the agent is currently online or
offline. More description of the agent application 314 is provided in the
discussion of Figure 5.

Figure 4 is a block diagram illustrating the details of a typical server
computer 106 of the present invention. The server computer 106 includes a
CPU 402 for executing instructions and performing operations therein,
miscellaneous input/output devices 410 for user-computer interaction,
memory 412, and a network interface 424 connected to the network 110.
These components intercommunicate through data bus 426.

The server memory 412 comprises a Java™ runtime environment 428
providing a Java™ platform on which to run a server application 414, for
enabling and managing the communication between customer client
computer 102 and agent client computer 104. The server application 414

functions include launching user interface windows on the client computers,
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facilitating the applet download operations to the client computers 102 and
104, and facilitating administrative functions through the administrator
application.

An operating system 422 (e.g., UNIX or Windows®) for managing other
programs in the computer, an HTTP (Hypertext Transfer Protocol) web server
432 program for serving the files that form web pages to web users, and web
pages 430 are stored in memory 412 . Images 436 (e.g., GIF or JPEG) and
slides 438 (e.g., GIF or JPEG) are also stored on server 106 and are
available to the agent for delivering information to the customer.

The server memory 412 further comprises a call button applet 214, a
communication applet 216, and a voice communication applet 218, which are
downloaded from the server computer 106 to the client computers 102 and
104 when requested by the client users through client computers 102 and
104.

Call button applet 214 is embedded within certain web pages 430 from
which communication initiation is intended. When a web page containing a
call button applet 214 is downloaded by a user at a customer client computer
102, an interactive call button icon (not shown) on the customer client
computer monitor 228 is displayed. The call button icon is capable of
indicating whether an agent is connected to the network and able to receive
calls. The call button can also be a call-routed button. A call from a customer
client computer 102 to an agent client computer 104 may be initiated by the
customer clicking on the call button icon. The agent may accept a
communication request form the customer through the agent application 314
interface. Once the call has been accepted, the call button applet 214,
running on the customer client computer 102, instructs the customer web
browser 220 and the agent web browser 320 to download the communication
applet 216 from a server and execute the applet 216 to enable
communication.

Text exchange and all other non-voice communication between the
customer client computer 102 and the agent client computer 104 is enabled

upon loading and execution of communication applet 216 on the customer
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client computer 102 and the agent client computer 104. In the implementation
described, image and interactive slide exchange is initiated by the agent
using a communication control tool component of the agent application 314
running on the agent client computer 104. Upon initiation by the agent
through appropriate interaction with the communication control interface (see
Figure 7), images 436 and/or interactive slides 438 are downloaded from the
server 106 for display at the customer client computer 102 and the agent
client computer 104. Those skilled in the art will appreciate, however, that the
present invention may also be employed to send images 436 and slides 438
to the agent client computer 104 at the initiation of a customer at the
customer client computer 102.

Voice communication applet 218 is then downloaded from the server
106 to the customer client computer 102 and the agent client computer 104
upon initiation by either party through interaction with a graphical button on
respective user interfaces, thereby instantaneously enabling real-time voice
communication between the customer and the agent over the network 110.

Figure 5 depicts an embodiment of the interaction that occurs between
the customer client computer 102 (Figure 1), the agent client computer 104
(Figure 1), and the server computer 106 (Figure 1) in implementing text,
image and voice communication through a web-based interface according to
the present invention. For reference value, it is noted that reference numerals
corresponding to activities on the customer client computer 102 are even-
numbered and lower than 550, reference numerals corresponding to activities
on the agent client computer 104 are odd-numbered, and reference numerals
corresponding to activities on the server computer 106 are even-numbered
greater than 550.

The implementation described with reference to Figure 5 envisions a
customer browsing the web searching for a particular product or type of
product and clicking a hyperlink or typing a URL (Uniform Resource Locator)
pursuant to block 502 in the appropriate web browser 220 field, to downioad
and open the web pages 430 from the web server 432 of the server computer

106. In this example, the web page (HTML document) 430, which may reside
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on server 106 or a different network server, is embedded with the call button
applet 214 tag. Consequently, downloading and opening the web page 430
causes downloading of the call button applet 214 from the server 106 to the
customer client computer 102. The call button applet 214 then executes
within the customer web browser 220, resulting in display of an interactive call
button icon pursuant to block 504 on the customer's computer display 228. As
discussed above, this interactive icon has the capability of indicating to the
customer whether the agent is online or offline (if a single agent) or indicating
that the call is being routed to the next available agent (if more than one
agent). The server functions of downloading the web page 430 and call button
applet 214 are indicated in block 552.

If and when a customer wants to initiate communication with an agent,
the customer clicks on the interactive call button icon as depicted in block
506. Upon detecting a mouse click on the call button icon, the call button
applet 214 sends a request from the customer client computer 102 over the
network 110 to the server computer 106 requesting communication with an
agent. The server 106, in turn, transmits a query to the agent client computer
104 regarding whether the agent desires to accept the call.

Upon acceptance of the call by an agent through interaction With the
agent application 314, pursuant to block 501, the server computer 106
downloads the communication applet 216 to the customer client computer
102 and to the agent client computer 104. The communication applet 216
then interacts with the agent application 314 to display a GU! 600 (see Figure
6) on the agent's display 330. Communication applet 216 also executes within
the customer web browser 220, resulting in display of a user interface on the
customer computer display 228. The customer and the agent may then
conduct non-voice communications over the network 110 using the
communication applet 216 running on the customer client computer 102 and
the agent client computer 104 respectively, as shown in Figure 1A. This non-
voice communication is represented by block 554 of Figure 5. For the
presently preferred embodiment the communication applet 216 is configured

to establish non-voice communications using the TCP/IP protocol. In cases
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where a TCP/IP link cannot be established (e.g., where communication applet
216 is operating inside of a firewall) communication applet 216 is preferably
configured to establish non-voice communications using the HTTP protocol.
This process is dynamic so that TCP/IP is tried first and HTTP is tried only
when TCP/IP fails.

As discussed above and pursuant to block 503, in addition to
exchange of text, the agent may also initiate exchange of images 436 and
interactive slides 438. Image or slide exchange is initiated by the agent by
clicking on the appropriate tab of the communication control tool interface
(see Figure 7) on the agent client computer 104. The agent may then choose
an image from a list of available images stored on the server computer 106
for transmittal to and display upon the customer client computer 102 and the
agent client computer 104. The agent may also conduct an interactive
slideshow with the customer as further described in Appendix C. As part of
this slideshow, the agent has the ability to pan or otherwise select the areas
of a slide being viewed. The agent can also perform other image
manipulations, such as zooming. The image manipulations are transferred, in
real-time, to the agent client compute 104. In effect, both agent and client see
the same image. This allows the agent to interactively guide the customer
though the slideshow.

Block 505/508 depicts that both the customer and the agent have the
capability of initiating voice communication by clicking the appropriate button
icon on their respective interfaces. For example, clicking on a voice
communication button 608 (Figure 6) results in a call to the server 106 to load
the signed voice communication applet 218 for execution on the client
computers 102 and 104 and to facilitate the launch of a new window at each
client computer. Refer to Appendix B for available voice communication
modes and settings. As depicted in block 507, if a customer initiates voice
communication then the agent will be prompted to accept or reject the voice
communication, whereas if the agent initiates the voice communication then

voice communication is immediately established.

10
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Utilizing Java™ network classes, peer-to-peer voice over internet
protocol (VoIP) communication is established through a transfer protocol for
exchanging user datagram protocol (UDP) packets, depicted in blocks 509
and 510. Refer to Appendix C for the operation and technical implementation
of the VolP communication. Once the server application 414 performs
operations necessary for establishment of VoIP (i.e. identifying customer,
identifying appropriate codecs [reference Appendix C], locating computer
peripherals, etc.), the server application 414 is no longer necessary for
supporting voice communication between the customer and the agent.
Indeed, after the server application 414 in conjunction with the voice
communication applet 218 have established a voice communication channel,
the customer client computer 102 and agent client computer 104 then
communicate directly without the necessity of routing the voice
communication through the server 106, as depicted in Figure 1B.

The use of peer-to-peer communication between the customer client
computer 102 and agent client computer 104 works best for cases where an
agent is interacting with a single customer. In some cases, individual agents
will communicate with multiple customers in a conference call type of
interaction. For these cases, the communication between the agent client
computer 104 and the multiple customer client computers 102 is preferably
routed through the server computer 106.

Figure 6 presents an exemplary agent user interface 600 which
displays on the agent's display 330 upon execution of the communication
applet 216. Interactive button icons are presented to provide access to
various forms of communication available to the agent, including white board
602, slide show 604, secure mode 606, and voice communication 608. The
agent can initiate each of these communication forms by clicking the
appropriate button on the interface. As depicted in blocks 556 and 503, the
agent is then able to actively deliver to the customer client computer 102,
images and/or interactive slides that have been previously stored on server
106.

11
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Figure 7 presents an exemplary agent user interface 700 which
displays on the agent's display 330 upon the agent's appropriate interaction
with the agent application 314 executing on the agent client computer 104.
Interface 700 facilitates non-voice image and interactive slideshow
communication as described above.

One advantage of the invention is the availability at the customer client
computer 102 of instantaneous voice communication between the customer
and the agent. It is not necessary for the customer to download and install a
large plug-in stand-alone software application or to have third-party software
(e.g., Microsoft Netmeeting®) already installed and configured to conduct
voice communication over the network 110. Furthermore, if the customer and
the agent choose not to employ the voice capability, their respective
computers 102 and 104 are not burdened by the unnecessary use of system
resources by a voice over Internet protocol application.

Those skilled in the art will recognize the advantages over the prior art
of the system and method described herein. The advantageous features
include the availability to a customer of instantaneous VolP communication
through use of thin applets executing within a web browser, without the
requirement of installing large, resource intensive software applications and
without the requirement of computer system reconfiguration, plus the
separation of the VoIP capability from the text capability thereby avoiding
unnecessary system resource usage.

Other embodiments will be apparent to those skilled in the art from
consideration of the specification and practice of the invention disclosed
herein. It is intended that the specification and examples be considered as
exemplary only, with a true scope of the invention being indicated by the

following claims and equivalents.
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CaliSite Applets

Install the Client Applets on the web server

The CallSite Applet's files are packaged with the CallSite Server in the CallSite archive. If you
have not installed the server yet, unpack the CallSite Archive before proceeding. If your web
server runs on a Windows system, click here. If your web server runs on a UNIX system, click

here.

The CallSite Applets files are located in the applet subdirectory of Callsite directory on your web
server : http://www.yourdomain.com/callsite/applet

The applet directory contains the following :

Pager.class : The Button Applet that will be added to the Agent's web page that
customer's call him or her from. ,

CallSite.jar : The archive file to speed up CaliSite applet download (for Netscape users).
CallSite.jar : The archive file to speed up CallSite applet download (for Explorer users).
VoiceApplet.jar : The archive file with the client Applet for voice communication (for
Netscape users).

VoiceApplet.cab : The archive file with the client Applet for voice communication (for
Explorer users). .

Various .class Applet files applet files that are called by the Button Applet.

Note : For the CallSite System to work, the Applet's files NEED to be on the same web server as
the CallSite Server.

&7
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CallSite Applets

Add the Button Applet to html Pages

Assuming that John Doe at your company has a Listener installed and running, you can add the

following Applet code to any Web page that you want him to be called from. Substitute domain
name, full name, and user name accordingly.

Those are the mandatory information, but there is a lot of additional parameters to set the
behavior of CallSite Buttons and Communication Applets. See the Configuration section.

<APPLET
CODE="Pager.class"

CODEBASE="http://www.mydomain.com/callsite/applet”
WIDTH=100 HEIGHT=20

ALIGN=Dbottom>

<PARAM NAME=fullName VALUE="John Doe">

<PARAM NAME=userName VALUE="jdoe">

</APPLET>

Warning : userName value MUST be in lowercase

To test your CallSite system, load the page containing the above Applet code into any Web
browser. ' ' '

The CallSite client Applet Button will appear indicating that John Doe is online. To call John Doe
and establish communication with him, just click on the button.

You can place the HTML applet code on any page, even if it's not located within the same

directory as the CallSite package. You can even place it on a page that resides on a different
server or site.

14
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CallSite Applets
CallSite Applets Parameters

To configure the Button and communication Applets, you have to modify their parameters in the
html pages either manually or automatically by using the Admin_application.

Here are described all the parameters with sample values.

Button's parameters shared by simple calls and call routing

The following parameters are used to set the behavior of CallSite call button's inside Web pages:

name="port" value="46680" _
Communication port used by the CallSite server. Default port is 46680.

name="autoPage" value="true"

If the value is true : the button Applet will check the Agent status (Online/Offline) every minute.

If the value is false : the user will have to reload the page where the button is to see if the
Agent status has changed.

name="webmaster" value="webmaster@netdive.com"
Agent webmaster's email.

name="picture" value:"/callsite/appletPict/calIButton.gif"

Relative path to the picture displayed on the button (web site directory is considered as root
directory).

name="buttonLabel" value="Click to call"
Text that is displayed on the Button if there is no picture.

name="wakeUp" value="http://www.mydomain.com/callsite/startcs.cgi"

Path to startcs.cgi script. i

This parameter is used in conjunction with the server's 'Timeout' variable. It identifies the URL
of a CGI script that starts up the server program. This allows for unattended but discontinuous

operation of the server, which can be useful to conserve system resources or when running large
tasks during off hours. ' '

Button's parameters in case of simple call

To configure a Button Applet to call a speciﬁc'Agent directly, use the following parameters :

name="fullName" vaiue="John Doe"
Agent's full name

name="userName" value="john"
Agent's user Login name.

Warning : username is case sensitive. This name must exactly match the name of the Agent
that was created by the Admin or was later set by the Agent himself and MUST be in lowercase

15
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Button's parameters in case of Call Routing (Patent Pending)

You can configure a CallSite Button to call @ group of Agents instead of a single Agent. In this
case, customers calls are automatically routed to the next available Agent. While the CaliSite

system is looking for an available Agent, some images (ad banners) can be displayed to the
customer.

Use the following parameters to configure the Button Applet to call a group of Agents :

name="group" value="netdive"
the server-side group name (see the Call Routing section of the server guide).

name="groupName" value="NetDIVE team”
the groupname that is displayed to the customer.

name="groupMail" value="support@netdive.com”
the group email address.

While the CallSite system is looking for an available Agent, some images can be displayed to the

customer. To specify the images to display while the customer is waiting, use the following
parameters : B .

name:"waitlmgSize" value="478x70"
Size of the images.

name="waitImg1l" value="appletPict/ads/ad1.gif|3"
name="waitImg2" value="appletPict/ads/adz2.gif| 3"
name="waitImg3" value="appletPict/ads/ad3.gif|4"
name="waitImg4" value="appletPict/ads/ad4.gif|4"

Images names, location and displaying duration in seconds.
You can 'specify as much images as you want by raising the parameter name of one each time.

Customize the client Applets_interface

To customize the Button and Communication Applets colors, pictures and texts, use the
following parameters :

name="background” value="192:192:192"

Color of the Button and Communication Applets background color in RGB values (0 to 255).
name="foreground" value="0:0:0"

Color of the Button and Communication Applets foreground (text, button labels) color in RGB
values. '

Tip : If you choose a dark background, choose a light foreground, and vice versa.

name="buttonBorderStyle" value="BIG_RELIEF"
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Style of the Communication Applet buttons display. You can choose between : BIG_RELIEF,
MACOS, RELIEF, BIG_BEVEL, ROUNDED, BEVEL, WIN311, NO_BORDER.

.

BIG_RELIEF MACOS
RELIEF BIG_BEVEL
ROUNDED BEVEL
WIN311 NO_BORDER

name="chatWelcomeMsg" value="Welcome to NetDIVE !!l\nwww.netdive.com”
Title displayed when the user enters the Communication Applet.
Use \n to start a new line.

name="chatHelpMsg" value="This message can be personalized.\nlt can have several
lines."

Message displayed when the user enters the Communication Applet.
Use \n to start a new line.

name="chatButtonColor" value="90:190:180"
Communication Applet buttons colors.

name="chatBgColor” value="90:190:180"

Color of the chat area (where the messages are displayed) background. This color should be
light since messages color is black.

Parameters to customize the information form_:

You can modlfy the information form by adding / removmg some fields, changing the picture
and the texts that are displayed.

Use the following parameters to customize the information form :

name="withForm" value="true"

_if the value is true : the user will have to ﬁll the mformatlon form before calling the Agent (or
group).

if the value is false : the user will call the Agent (or group) directly when he clicks on the button.

name="photo" value="/callsite/appletPict/photo. gif"
Path to the Agent's picture (server directory is considered as root directory).

name="resume" value="Sales Manager"

A short description of the Agent or the group.
Use \n to start a new line.

name="formComment" value="Please enter the following information :“
Text to display at the form top.

name="form1" value="TextField|name]|Your name :"
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First form element.

name="form2" value="TextField|email| Your email :*
Second form element.

name="form3" value="TextField|company|Your company :""
Third form element.

You can specify as much as form elements as you want (incremented from 1 to n).

Each form value has to be specified as following :
ElementType | Label displayed on paging window | Label displayed to users.

The possible form elements are :

« TextField ‘
TextArea
¢ CheckBox

Separator (it doesn't need any labels)

An example :

<PARAM NAME="FORM1" VALUE="TextField|name|Your name :">
<PARAM NAME="FORM2" VALUE="TextField|email|Your email :">
<PARAM NAME="FORM3" VALUE="TextField| company|Your company :">
<PARAM NAME="FORM4" VALUE="Separator"> '

<PARAM NAME="FORM4" VALUE="Checkbox|SalesInfo|Click here if you need sales info">
<PARAM NAME="FORM3" VALUE="TextArea|comments{Comments :">-

18
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Voice Chat Application

Quick Start

To activate CallSite's Voice feature (pratent Pending) :

1. Click on the Voice communication button

2 A Web browser will launch which will load the applet that will enable Voice communication.
After a few seconds the system will indicate that the "Voice communication is Activated".
3. Hold down the big green button and start speaking.

Thats how easy and instantaneous CallSite's Voice communication feature is.

Please note that when you initially enable Voice communication, the default Voice settings are in
effect which are: :

1. CB mode of communication
2. 33.6 Kb/Sec bandwidth
3. 1 second Buffer length

It settings by clicking on the Set Voice Preferences button

The Agent can
d ence:

Rer to Vice Cor_n__y_mcatlon Modes and Advanced Voice Features for details about the Voice
Settings.

NOTE: If a Customer initiates Voice communication then the Agent will be prompted to Accept or
Reject Voice communication. If an Agent initiates Voice communication then it is immediately

established. When the Customer requests Voice communication you will be notified in the text
dialog area with a notice as illustrated below :

‘john i ngage voic

-conm with you.

Also Voice communication is available only for customers with Windows 95/98 or NT
and IE 4.0 or later or NS 4.0 or later Web browsers. Toward this CallSite allows you to
instantly check the Customer's ability to engage in Voice communication. To do this:

s Click on the Customers name in the User list
e Click on the Info button under the User list

caliSite will then indicate to you whether the Customer is capable of engaging Voice
communication or not.
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Voice Chat Application

Switching between Hands-Free Mode & CB Mode

To switch between "Hand free mode" and "CB mode" :

1. Click on the "Set voice preferences" button to open

2. | Then click on the "Stop sound" button since settings can't
be modified if sound is activated A

3. v nd Free. | Check or uncheck the "Hands Free mode" option

4,

Using CallSite in CB Mode

CB is the default mode for CallSite's voice feature. In CB mode, a button is added to the CallSite

window to control transmission. To speak, click and hold this button. Release the button to stop
talking and to let the other party to speak.

When the other party is speaking, the Voice button displays 'Receive’.

Using CaliSite in Hands-Free Mode

In hands-free mode, the voice system continually monitors your microphone and transmits your
voice whenever you speak, and automatically stops whenever you stop speaking.

Upon establishing a hands-free mode voice conversation, the voice Applet displays two monitor
bars. The bar on the left indicates how loud you are speaking (transmitting). The bar on the
right indicates the loudness of the voice that you are receiving (receiving).
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The bar becomes red if either party i$ speaking too loudly, causing the sound quality to be
degraded. In such case, the person speaking too loudly needs to lower the input gain on the
microphone using the Windows control panel (Click on the "Sound volume" button).
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Voice Chat Application
Advanced Voice communication Setﬁngs

Codec settings Error correction setting Buffer sefting

You may select a custom voice setting by following these 4 steps :

Voice satiings: f Use the menus to modify the settings
Codec: -

Click on the "Start sound" button

The voice settings menu contains shortcuts to settings that work well in three common
configurations :

« low bandwidth Internet dial-up connections
« high bandwidth Internet dial-up connections
e ISDN, T1 or Intranet connections.

We recommend custom settings only if the performance of the default settings seems less than
optimal.

Transmitting voice over the Internet consumes large amounts of bandwidth. Using data
compression, an intelligible conversation can be held over a common modem connection but at
the expense of some of the sound quality. It is possible to carry voice over a 14.4 Kbps modem,
although a higher bandwidth connection will yieid a voice quality that is closer to the original.

Codec Setting

The choice of a sound codec is critical to obtaining the best voice quality. The Options window
displays the bandwidth effectively used by the voice system according to the settings you have
chosen. If the setting is larger than (or even too close to) the maximum bandwidth permitted by
your Internet connection, you may experience breaks in transmission.

Default Codec Settings :

¢ Low bandwidth for dial-up connections of 14.4Kb to 28.8Kb
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« Medium bandwidth for dial-up connections of 33.6Kb to 64Kb
» High bandwidth for ISDN or T1 Connections

Error Correction Setting .

If you are experiencing low voice quality, it is possible that voice data is being lost due to
network congestion. This can be remedied using CallSite's error correction techniques, which
increases the reliability of your connection at the expense of some bandwidth.

Buffer Setting
If you are experiencing breaks in transmission, it might be due to network congestion or to a

connection which does not transmit data smoothly. Choosing larger buffer values can help
considerably.
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CaliSite Text Chat Application

Overview

The picture below shows the different components of the text chat client.
The chat window is resizable.

CallSite menu Subjectarea Chat area Communication control huttons
{ 1 :

click to send your rmssag click to lgeave the
chat application

The picture below shows how the chat area slider works.

Top of conversation
i |
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Messages logs :

The text messages are stored in a file called TextLog.txt located in the Agent Application
directory.
The secure messages are not stored.
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WHAT IS CLAIMED IS:

1. A method for implementing network-based communication between a
plurality of users, comprising the steps of:
providing a first machine-executable application, whereby the
first application presents an interactive icon to the first user;
providing a second machine-executable application to the first
user and to a second user in response to a first action by the first user,
whereby the second applicaton enables  network-based
communication between the first and second users; and
providing a third machine-executable application to the first and
second users in response to a second action by the first or second
user, whereby the third application enables network-based audio

communication between the first and second users.

2. A method for network-based communication between a user and an
agent, the method comprising the steps of:
activating an applet to process an interactive command received
from a user,
providing, by the applet, communications options to the user,
the communications options including options for voice and non-voice
communication; and
establishing, by the applet, communication between the user
and the agent in response to selection by the user of one of the

communication options.

3. A method as recited in claim 2 wherein the establishing step
further comprises the step of establishing non-voice communication between

the user and the agent passing through an intermediate server computer.

4. A method as recited in claim 3 wherein the non-voice
communication between the user and the agent includes an interactive

whiteboard.
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5. A method as recited in claim 3 wherein the non-voice

communication between the user and the agent includes a slide show.

6. A method as recited in claim 3 wherein the establishing step
further comprises the steps of:
attempting to establishing non-voice communication using the
TCP/IP protocol; and
establishing non-voice communication using the HTTP protocol

if the attempting step fails.

7. A method as recited in claim 2 wherein the establishing step
further comprises the step of establishing peer-to-peer voice communication

between the user and the agent.

8. A method as recited in claim 7 wherein the peer-to-peer voice

communication is performed using the UDP/IP protocol.

9. A method as recited in claim 2 wherein the applet is a Java™

applet.

10. A data storage medium having machine-readable code stored
thereon, the machine-readable code comprising instructions executable by an
array of logic elements, the instructions defining a method comprising the
steps of:

activating an applet to process an interactive command received
from a user,;

providing, by the applet, communications options to the user,
the communications options including options for voice and non-voice
communication; and

establishing, by the applet, communication between the user
and the agent in response to selection by the user of one of the

communication options.
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11. A data storage medium as recited in claim 11 wherein the
establishing step further comprises the step of establishing non-voice
communication between the user and the agent passing through an

intermediate server computer.

12. A data storage medium as recited in claim 11 wherein the
establishing step further comprises the step of establishing non-voice
communication between the user and the agent passing through an

intermediate server computer.

13. A data storage medium as recited in claim 11 wherein the non-
voice communication between the user and the agent includes an interactive

whiteboard.

14. A data storage medium as recited in claim 11 wherein the
establishing step further comprises the steps of:
attempting to establishing non-voice communication using the
TCP/IP protocol; and
establishing non-voice communication using the HTTP protocol

if the attempting step fails.

15. A data storage medium as recited in claim 10 wherein the
establishing step further comprises the step of establishing peer-to-peer voice

communication between the user and the agent.

16. A data storage medium as recited in claim 15 wherein the peer-

to-peer voice communication is performed using the UDP/IP protocol.

17. A data storage medium as recited in claim 10 wherein the applet

is a Java™ applet.
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