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Receive, at a service center, a requesl fram a user for a tive support session with 500
an agent, where the service center provides support services far various products
on behalf of various clients.

;

In response to the request, determine one or more first agents that are preferred by
the user, for example, based on user ratings of the first agents during previous user
interactions with the agents.

!

identify one or more second agents that are capable of providing support sarvices
to the user based on their technical expertise, where the second agents did not
interact with the user previously
803

i

Transmit the first and second agents to a remote device asscciated with the user to
allow the user to select one of the first and second agents for the live support
session
604

!

In response to an agent selection from the user, establish a communications
session between the user and the selected agent {0 enable the selecied agent to
conduct a live support session.

606

FIG. 6

(57) Abstract: A service center receives arequest from aremote device for alive support session of a product supported by the ser -
vice center, where the service center provides support services for a plurality of products on behalf of a pluraity of product pro -
viders. In response to the request, the service center determines one or more preferred agents that are known to auser of the remote
device and transmits information representing the preferred agents to the remote device to alow the user to select one of the pre -
ferred agents for the live support session. In response to a user selection of an agent, a communications session is established
between the user and the selected agent to enable the selected agent to provide live support.
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METHOD FOR PROVIDING SUPPORT SERVICES USING CONSUMER SELECTED
SPECIALISTS AND SPECIALIST RATINGS

FIELD OF THE INVENTION

[0001] Embodiments of the present invention relate generally to providing support
services. More particularly, embodiments of the invention relate to providing support

services using consume selected specialists and ratings.

BACKGROUND

[0002] Prior to the advent and prolific use of distributed network environments such as
the Internet, customer service sessions typically occurred over ateleconference between a
customer service agent or service specialist and a customer. These teleconferences, which
incidentally are still very popular today, are initiated by a customer placing aphone call to a
customer service agent. The customer service agent's phone receives the call through a
public-switched telephone network (PSTN). Many support centers handle alarge volume of
inquiries, usually by phone, for sales, information, customer support and other services.
Typical support centers provide the ability to route multiple incoming, customer-initiated
calls to agents which provide sales, information, or support on behalf of an entity interested
in establishing or maintaining arelationship with the customer.

[0003] Modern support center systems selectively route incoming calls based on a
number of factors such as the number called or dialed, the originating number, the queued
sequence of the caller, the geographic location of the caller, accumulated caller history, and
other relevant criteria. Once the system has evaluated the inbound caller's information, if
any, the system searches for an available agent to service the call. Availability of agents may
be dependent on any number of factors such as a skill level or a schedule of the agent. The
number of agents within the contact center and available to the system may often be limited
by the physical space available for the agents to operate. Contact centers have to deal with a
limited number of agents to handle alarge number of incoming customer calls. Typically, a

consumer does not have an option to choose an agent he/she prefers or isfamiliar with.

BRIEF DESCRIPTION OF THE DRAWINGS

[0004] Embodiments of the invention are illustrated by way of example and not limitation

in the figures of the accompanying drawings in which like references indicate similar

el ements.
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[0005] Figure lisablock diagram illustrating a system for providing life cycle services
to products according to one embodiment of the invention.

[0006] Figure 2 isablock diagram illustrating an example of a service center according
to another embodiment of the invention.

[0007] Figure 3isablock diagram illustrating an example of a guided support
identification system according to another embodiment of the invention.

[0008] Figure 4A isadiagram illustrating an example of a subject matter and skill set
mapping data structure according to one embodiment of the invention.

[0009] Figure 4B is adiagram illustrating an example of auser agent preference data
structure according to one embodiment of the invention.

[0010] Figure 5isablock diagram illustrating a support service system of a service
center according to another embodiment of the invention.

[0011] Figure 6 isaflow diagram illustrating a method for providing support services
according to one embodiment of the invention.

[0012] Figure 7 isaflow diagram illustrating a method for providing support services
according to another embodiment of the invention.

[0013] Figures 8A-8D are screenshots illustrating examples of graphical user interfaces
(GUI) of an application for accessing a service center according to one embodiment of the
invention.

[0014] Figure 9 isaflow diagram illustrating a method for providing support services
according to another embodiment of the invention.

DETAILED DESCRIPTION
[0015] Various embodiments and aspects of the inventions will be described with

reference to details discussed below, and the accompanying drawings will illustrate the
various embodiments. The following description and drawings are illustrative of the
invention and are not to be construed as limiting the invention. Numerous specific details are
described to provide athorough understanding of various embodiments of the present
invention. However, in certain instances, well-known or conventional details are not
described in order to provide aconcise discussion of embodiments of the present inventions.
[0016] Reference in the specification to "one embodiment” or "an embodiment” means
that aparticular feature, structure, or characteristic described in conjunction with the
embodiment can beincluded in at least one embodiment of the invention. The appearances



WO 2013/103696 PCT/US2013/020113

of the phrase "in one embodiment™ in various places in the specification do not necessarily all
refer to the same embodiment.

[0017] According to some aspects, a service center platform utilizes data collected from
auser and an intelligent engine to provide guided support identification and routing in order
to provide users in need of assistance to a specific skill or expert specialist able to support
their request or need. A guided support identification system isimplemented within a service
center that provides support services to avariety of products or services on behalf of avariety
of product or service providers. The guided support identification system is configured to
analyze user interaction or behaviors to predict or determine a support subject matter that a
user may potentially need. Based on the analysis, one or more agents or specialists are
identified to be recommended, as recommended agents, to auser for the current session when
there is aneed.

[0018] In addition, according to one embodiment, the service center maintains
information concerning agents that the user has worked with in previous support sessions,
including ratings of the agents rated by the user at the conclusions of at least some of the
previous support sessions. Based on the user ratings, at least some of the agents that have
previously interacted with the user and have arating higher than apredetermined threshold
are identified. That is, the identified agents may be known to the user viathe previous
interactions and rated relatively high by the user. These agents may be considered as
preferred agents by the user.

[0019] When the user subsequently requests alive support, for example, within the same
user session (e.g., same browser session or same instance of an application), information
concerning at least one of the recommended agent and/or at least one of the preferred agents
(if there is any) istransmitted from the service center and represented at aremote device
(e.g., mobile device) of the user. The user can then select one of the recommended agents or
one of the preferred agents to initiate alive support session. Alternatively, the user can
simply not to select any of the preferred agents and recommended agents and instead let the
system to randomly assign an agent to the user. At the conclusion of the live support session
asurvey isconducted to allow the user to rate the selected agent and the service center is
configured to update the ratings of the selected agent, as well as user ratings of the preferred
agent or apotential preferred agent. Asaresult, when auser initiates alive support session,
the user can actively select an agent he/she prefers or isfamiliar with, which may improve

customer satisfaction experience or measures.
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[0020] Figure 1lisablock diagram illustrating a system for providing life cycle services
to products according to one embodiment of the invention. Referring to Figure 1, system 100
includes amobile device 101 of auser, customer, or individual communicatively coupled to
service center 102 over anetwork. The network may be any kind of networks. Mobile
device 101 may be any kind of mobile devices including, but isnot limited to, alaptop,
mobile phone, tablet, media player, persona digital assistant or PDA, etc.

[0021] Service center 102 may be implemented in acentralized facility or server.
Alternatively, service center 102 may be implemented in multiple facilities or serversin a
distributed manner (e.g., cloud-based service platforms). Service center 102 provides
services to avariety of products or services from avariety of clients or vendors. A client may
be a manufacturer, adistributor, aretailer, a service provider or broker, apurchasing facility
(e.g., Amazon™, Expedia™, or ISIS™), or acombination thereof. In one embodiment,
service center 102 includes service APIs 104 to communicate with other systems such as
mobile device 101, client's site 117, social communities 116, contact center 114 including
agents or experts 115, client backend systems 118, manufacturer backend systems 119,
eCommerce sites 120 and other auxiliary systems (e.g., billing system). Service center 102
can handle service requests from customers of multiple clients. For example, a service center
may handle customer service requests for anumber of retail sales companies, sales calls for
catalog sales companies, and patient follow-up contacts for health care providers. In such a
structure, the service center may receive service requests directly from the customers or
through client support management systems.

[0022] In one embodiment, service center 102 further includes community service system
105, support services system 106, post market service system 107, and data warehouse 109.
Support services system 106 isresponsible for handling support services requests from the
users, including identifying and registering aproduct, creating an instance case context,
selecting and assigning a customer representative (also referred to herein as an agent,
specialist, or expert) to provide support services to the users, and managing work flows, etc.
An agent may be selected based on a skill set or expertise of the agent, aswell as other

factors such as geographic location, of the agent. The term "agent,” "specialist,” or "expert"
refers to a service center personnel or a computerized application, in some cases, that respond
to customer requests. An agent may be locally situated at the service center or remotely

situated over anetwork. Throughout this application, the terms of "agent,” "specialist,” and
"expert" are interchangeable terms dependent upon the circumstances. In most cases, the

term of "agent”" collectively refers to acustomer representative, a support agent, a support
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specialist, a support expert, or acombination thereof, which may be a service center
personnel and/or acomputerized application. Further detailed information concerning
service center 102 and/or support service system 106 can be found in co-pending U.S. Patent
Application No. 13/085,397, filed April 12, 2011, which isincorporated by reference inits
entirety.

[0023] In one embodiment, community service system 105 isresponsible for
communicating with social communities 116 via an API, for example, to post a message
received from auser and to route the responses received from social communities 116 back to
the user. Post market service system 107 isresponsible for handling post market activities
associated with the registered products, including selling aregistered product on eCommerce
sites 120 and arranging adisposal facility to dispose or recycle the product, etc.

[0024] According to one embodiment, in addition to registering aproduct with the
service center, auser can also register, for example, through the application running within a
mobile device, one or more social communities and/or one or more eCommerce sites by
storing the necessary credentials (e.g., usernames and passwords) of the servers hosting the
social communities and eCommerce sites in a database (e.g., user database) of the service
center, where the database is associated with auser the mobile device. Subsequently, the user
can transmit a sales request to sell or dispose aregistered product by specifying one or more
of the eCommerce sites.

[0025] In response to the sales request, post market service system 107 of service center
102 is configured to retrieve the necessary credentials for the specified one or more
eCommerce sites and arrange the specified eCommerce sites for selling the product together
with the associated credentials to allow the eCommerce sites to authenticate the user for the
purpose of selling the product, such that the user does not have to provide the necessary
credentials at the point in time of the sales request and the user does not have to provide
detailed information of the product to be posted on the eCommerce sites describing the
product to be sold. A single sales request received from the mobile device can specify
multiple eCommerce sites. The service center can also arrange adisposal facility to dispose
(e.g., recycle) aregistered product without having auser to specifically contact the disposal
facility.

[0026] Similarly, auser can also post a message to one or more of the registered social
communities from the application running within the mobile device without having to
individually access the social communities. In one embodiment, auser can transmit arequest

from mobile device 101 to service center 102, where the request includes a message to be
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posted and one or more community identifiers identifying one or more registered social
communities. Inresponse, community service system 105 of service center 102 is configured
to retrieve the associated credentials from the database and to post the message to the
specified social communities together with the associated credentials allow the social
communities to authenticate the user, without having to prompt the user for the same
credentials. Further detailed information concerning community service system 105 and/or
post market service system 107 can be found in co-pending U.S. Patent Application No.
13/185,213, filed July 18, 201 1, which isincorporated by reference herein in its entirety.
[0027] In one embodiment, service center 102 further includes a messaging or
advertisement system (not shown) responsible for handling any messages received from a
variety of partners or parties, such asclient sites 117, client backend systems 118,
manufacturer backend systems 119, and eCommerce sites 120. Messages may be related to
the registered products of the user, such as, promotions, rewards, and recall messages.
Messages may include advertisements from avariety of advertisement providers.

[0028] In one embodiment, auser can configure a set of one or more rules to specify
whether certain types of messages or advertisements received from vendors or parties (e.g.,
retailers, manufacturers, social communities, or other advertisement providers), which may or
may not be related to aregistered product, should be routed to the user. These rules serve as
part of message delivery or filtering rules. The service center engages with the related parties
to allow the related parties to get in touch with the user by sending certain messages such as
product promotions, rewards, and/or recalls, etc. to the user. The service center may send a
message to auser via one or more communications channels preferred by the user, which
may also be configured as a set of rules and stored in adatabase associated with the user.
[0029] According to another embodiment, an advertisement received from avendor is
delivered by the service center to amobile device of auser based on a set of delivery rules
associated with the user. The advertisement isdisplayed on adisplay of the mobile device by
an application running therein. In addition, the service center and/or the application are
configured to track interactions of the user with respect to the displayed advertisement to
determine user behaviors, patterns, or trends in view of the displayed advertisement. An
analysis is performed on the user interaction and the result of the analysis may be utilized to
configure further advertisement delivery by the service center and/or the vendors.

[0030] According to another embodiment, service center 102 isconfigured to identify
users that have at least one common product registered with the service center and are also

members of a social community. The service center isconfigured to send a message to those
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users to invite them to connect (e.g., becoming friends or following afriend) with each other
via the social community. The social community ishosted by athird party and
communicatively coupled to the service center over anetwork. The service center may aso
deliver messages or items posted by one of those users to another one of those users on behalf
of the social community, without requiring such users to individually or directly accessing the
social community. The service center can also deliver messages or items to a particular user
posted by other users of the social community, where the messages or items are related to a
registered product of that particular user.

[0031] According to afurther embodiment, an application running on amabile device
provides auser friendly graphical user interface (GUI) to allow auser to configure a set of
one or more delivery rules concerning whether certain types of messages or advertisements
should be received at the mobile device from a service center. The service center is
configured to deliver messages or advertisements on behalf of amessage or advertisement
provider, which can be aclient to the service center, aretailer, amanufacturer, a social
community, or other content providers. A user can utilize the GUI to configure, for each of
the providers, whether a message associated with aparticular registered product of the user or
all products in general related to the provider should be received by the mobile device. The
settings of the delivery rules are then transmitted from the mobile device to the service center
to allow the service center to deliver subsequent messages or advertisements on behalf of the
message or advertisement providers accordingly. Further detailed information concerning the
advertisement system can be found in co-pending U.S. Patent Application No. 13/185,309,
filed July 18, 201 1, which isincorporated by reference herein in its entirety.

[0032] In one embodiment, data warehouse 109 includes product database 110, client
database 111, user database 112, and knowledgebase 113. Product database 110is
configured to store any data related to the registered products including user manuals, etc.
Client database 110 isconfigured to store information related to clients such asclient's
preferred communications mechanisms. User database 112 isused to store information
related users, such as, for example, registered products associated with a user,
communications channel preference of auser, credentials necessary for auser to access other
sites, and/or messaging filtering settings of auser, etc. Knowledgebase 113 isused to store
knowledge collected and compiled over aperiod of time, which can be used by agents 115
and/or users for self-support purposes.

[0033] In one embodiment, service center 102 further includes a multi-channel

communication and routing system 108 to provide one or more communication channels to
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any user or client to concurrently access service center 102. Examples of communication
channels include email, chat, texting (e.g., short messaging services or SMS), voice (e.g.,
automated I1VR, real-time, or VolP), video, Web (e.g., Web conferencing), and/or online
community forum (e.g., Facebook™ or Twitter™), etc. Note that the multi-channel
communication and routing system 108 may be fully or partially integrated with service
center 102 or aternatively, it may be maintained or provided by athird party or partner (e.g.,
communicatively coupled via service APl 104 over anetwork). Service center 102 further
includes an automatic caller distribution (ACD) system (not shown) to receive, route, and
manage voice calls exchanged via the multi-channel communication system. A customer can
obtain support services from service center 102 via avariety of communication mechanisms.
A customer can initiate a support request to contact alive agent such as agents 115 in alive
manner. Alternatively, acustomer may browse certain knowledgebase, such asKB 113 viaa
Web interface, in an attempt to find a solution to aproblem of aproduct he/she purchased
from amanufacturer via aclient of service center 102.

[0034] According to one embodiment, application 103 isinstalled on mobile device 101
of acustomer or user, where application 103 can serve as acentra service point to service
center 102 that provides support services to avariety of products or services provided by a
variety of vendors. The vendors can be, for example, manufacturers, distributors, retailers,
service brokers, purchasing houses, etc. of the products. Vendors may be the clients of
service center 102 or entities having abusiness relationship with service center 102. A user
(also referred to herein as a customer) can activate application 103 from the user's mobile
device 101 to reach agents 115 the service center 102 or KB data center 113 via avariety of
communication channels or media, such as, for example, email, chat, voice (including
automated interactive voice recognition or IVR, voice over Internet protocol or VolP), video,
Web, and/or online community-based forum, etc. Application 103 can be athin/thick client
application or aWeb-based application.

[0035] According to one embodiment, service center 102 further includes guided support
identification system 125 configured to analyze user interaction or behaviors to predict or
determine a support subject matter that auser may potentially need. Such a support subject
matter may be determined based on user interaction while auser isnavigating apresentation
provided by aremote device such as aWeb site or an application running at computing
device 101, where the presentation (e.g., application 103) includes information describing a
possible solution to aproblem of aproduct or service, which may berelated to or similar to a

product or service the user isinterested in.
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[0036] The user interaction may be captured (e.g., by a capturing logic integrated within
or accessible by the presentation) at the remote device and transmitted to guided support
identification system 125 over anetwork while the user isnavigating the presentation at
remote device 101. Based on the predicted subject matter (also referred to as a support type),
askill set (also referred to as a skill route) that isrequired to provide support services of the
subject matter isidentified. When the user subsequently requests alive support, for example,
within the same user session, an agent having the identified skill set is selected to provide
support services to the user. The user interaction may be periodically captured and
transmitted to the service center during navigation of the presentation. Inresponse, guided
support identification system 125 is configured to automatically update and maintain the
subject matter determined based on the latest user interaction prior to the user's request for a
live support.

[0037] Asaresult, the guided support identification system isable to get users in need of
assistance to a specific skill or expert specialist that is able to support their request or need,
even before the user initiates alive support. Once the support subject matter and the required
skill set have been identified, aroute context (e.g., touch plan) can be generated by support
service system 106 as described in the above incorporated-by-reference applications, where
the routing context includes all the necessary information an agent needs in order to provide
the best support services to the user. Such an agent isreferred to herein as arecommended
agent recommended by the service center. A communications session isthen established by
multi-channel communications and routing system 108 and the routing context isrouted to
the selected agent. Further detailed information concerning guided support identification
system 125 can be found in co-pending U.S. Patent Application No. 13/213,002, filed August
18, 201 1, which isincorporated by reference herein in its entirety.

[0038] According to one embodiment, guided support identification system 125 is
configured to maintain which agents a particular user has interacted with during previous
support sessions and to store such information in auser database associated with the user.
Such information may include user ratings of the agent by the user or other users, subject
matters of the previous support sessions, or others. Some of these agents (e.g., those rated
relatively high by the user) may be considered as preferred agents by the user dependent upon
their respective ratings and/or other factors. When auser initiates a subsequent support
session such as alive support session, information concerning one or more recommended
agents provided by guided support identification system 125 and/or one or more preferred

agents retrieved from the user database are transmitted from service center 102 to remote
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device 101 to be presented to the user. The user can select one of the recommended agents
and preferred agents to establish alive support session. Alternatively, the user can simply not
select any of the preferred agents or recommended agents and instead let the system
randomly assign an agent to the user.

[0039] In one embodiment, guided support identification system 125 includes a survey
module to provide a survey to auser at the conclusion of a support session to allow the user
to provide afeedback or rating concerning aquality of the agent. The feedback or rating
information is aso stored (e.g., asanew preferred agent) or updated (e.g., updating ratings of
an existing preferred agent) in auser database associated with the user, aswell as general
agent databases shared amongst other users. Such feedback or ratings from the user may
affect subsequent selections of the subsequent preferred agents and/or recommended agents
by guided support identification system 125. Asaresult, when auser initiates alive support
session, the user can actively select an agent he/she prefers or isfamiliar with, which may
improve customer satisfaction experience or measures.

[0040] Note that a service center described throughout this application isnot limited to a
traditional service center or support center, nor isit implemented in a single physical location.
A service center described herein represents acollection of service logic or providers
communicatively coupled to each other over anetwork in adistributed or a cloud-based
fashion. The term of a service center herein represents any kind of service providers that
provide avariety of services to customers or users. Asdescribed throughout this application,
a service center can be a set of enabling cloud-based service APIs, which enable avariety of
consumer product services and support offerings via an intelligent set of technologies
providing automated and/or live communications. In one embodiment, services provided by
a service center can include, but not limited to: 1) user, product, and loyalty registration and
support services; 2) product wish list, reviews, and comparisons; 3) purchasing and
accessorizing services; 4) social community support and integration services; 5) intelligent
knowledge support services; and 6) integrated sales and product disposition services, etc.
[0041] Also note that an agent, an expert, or a customer representative described
throughout this application isnot limited to areal person. The term of an agent, an expert, or
acustomer representative can also refer to any processing logic or functional block that is
configured or programmed to provide automated services to a customer, for example, via
services APIs of the service center, without aneed of areal person involved. Such
processing logic and/or functional blocks can be implemented in software, hardware, or a

combination thereof.

10
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[0042] Figure 2 isablock diagram illustrating a guided support identification system
according to one embodiment of the invention. System 200 may be implemented as part of
system 100 of Figure 1. Referring to Figure 2, service center 102 includes APl 104 to allow
remote devices such as device 201 or Web server 202 to aCccess resources or services
provided by service center 102 over anetwork. Device 201 may be implemented as part of
device 101 and application 203 may be implemented aspart of application 103 of Figure 1.
User interaction monitor 207 is configured to monitor and capture user interaction with a
representation via user interface 206. A presentation may be an article describing apossible
solution to aproblem of aproduct that may be related to aproduct of the user. For example,
apresentation may beretrieved from a self-support knowledgebase such as KB 113 of Figure
1. Similarly, auser may browse aWeb page presented via Web interface 204 of Web site
202 to attempt finding a solution toits problem. User interaction with the Web page may be
monitored and captured by user interaction monitor 205. Web site 202 may be implemented
aspart of client's Web site such asclient's sites 107 of Figure 1. Alternatively, Web site 202
may be maintained by service center 102 via aWeb interface.

[0043] Typicaly, auser may want to browse the self-support knowledgebase in an
attempt to find a solution to aproduct of its own. When the user cannot find a solution from
the presentation or cannot fully understand the presentation, the user may want to initiate a
live support service with an agent. During navigation of the presentation and prior to
initiating alive support, for the purpose of illustration only, user interaction monitor 205 is
configured to monitor and capture user interaction with the presentation and to transmit the
captured user interaction to service center 102. The captured information may further include
information identifying the article or subject matter of the article being navigated and/or
specific sections, links, or paths within the article that the user interacts, aswell asuser
actions (e.g., information searched, click, tap, or entered in an input field), etc.

[0044] In response to the user interaction received via APl 104, guided support
identification system 125 is configured to analyze the user interaction to determine a subject
matter or support type that the user may potentially need based on guided support rules or
algorithms 208. In one embodiment, guided support rules 208 are specifically configured and
tailored to content of apresentation presented at the remote device, a subject matter, links, or
paths of the presentation, and/or aclient associated with the presentation (e.g., a product
provider of aproduct described in the article). Once the support type has been determined,
guided support identification system 125 is configured to determine a skill set that isrequired

to provide support services associated with the support type. In one embodiment, guided

11
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support identification system 125 accesses support type-skill set mapping table 209 to
identify a skill set based on the support type. Such a skill set isidentified and updated based
on user interaction periodically received from the remote device. Such a skill set isutilized
to identify one or more recommended agents recommended by guided support identification
system 125.

[0045] When the user initiates alive support session, guided support identification system
125 is configured to provide alist of one or more recommended agents identified based on
the techniques set forth above. In addition, guided support identification system 125is
configured to identify and select one or more of preferred agents preferred by the user based
on user agent preferences 220. The preferred agents are those having previous experience
with the user and having ratings rated by the user, for example, higher than a predetermined
threshold. Information concerning the recommended agents and/or preferred agents isthen
transmitted from service center 102 to the user to alow the user to select zero or one of the
recommended agents and preferred agents.

[0046] In response to auser selection of zero or one of the recommended agents and
preferred agents, according to one embodiment, support service system 106 is configured to
generate routing context 210 that includes all the necessary information concerning the
support service needed, user, associated product, associated client or manufacturer, aswell as
the selected agent to provide such a support service. Routing context 210 isprovided to
multi-channel communications and routing system 108, which will select an agent that
possess the required skill set and route the routing context to the selected agent to be
displayed on the agent's desktop. A communications session isthen established between the
user and the selected agent using acommunications channel that is preferred by both the user
and the client, which may be configured previoudly.

[0047] Thus, guided support identification system 125 is a system hosting an agorithm to
analyze the data as a means of pre-disposition of the users request to get them to the right
route (or skill) the first time without al of the common problems experienced in today' s
support environments such as sending auser to an inexperienced speciaist to handle a
complex problem, having the user transferred to another skill due to an improper route,
having to conference another specialist (usualy ahigher cost individual) to support the user,
or placing auser on hold for long periods of time while trying to contact the proper specialist
to handle the interaction. In one embodiment, the user does not have to be prompted to select
achannel. The system can be preconfigured to determine the channel along with the route

(skill) that the user will be sent down for their support needs.
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[0048] Figure 3isablock diagram illustrating an example of a guided support
identification system according to another embodiment of the invention. Referring to Figure
3, in one embodiment, guided support identification system 125 includes analysis module 302
to analyze user interaction with apresentation which may be captured at remote device 301.
Remote device 301 may be amobile device having an application running therein or aWeb
server hosting aWeb page. The presentation presented by the application or Web page may
include information describing a possible solution to aproblem related to aproduct or
service. Inresponse to the user interaction, analysis module 302 is configured to analyze and
determine a support subject matter (e.g., support type) based on guided support rules or
algorithms that the user may be interested in.

[0049] Guided support rules or agorithms 208 may be designed and configured
specifically tailored to the representation currently navigated by the user at remote device
301. For example, guided support rules or algorithms 208 may specify the overall support
subject matter for the topic of the presentation. Guided support rules or algorithms 208 may
also include specific support subject matters for different parts, links, or paths within the
presentation. When auser interacts with adifferent section of the presentation, it may yield a
different support subject matter. In one embodiment, the captured user interaction may
further include an amount of time the user has spent on a specific section of the presentation.
Such an amount of time may be utilized as aweight factor in deciding which of the support
subject matters will prevail.

[0050] Once the support subject matter has been determined, analysis module 302is
configured to determine one or more skill set 303 that are required to provide the associated
support services based on support subject matter and skill set mapping database or table 209.
The skill set 303 may be utilized to identify one or more agents to be recommended to the
user of remote device 301 asrecommended agents. Subject matter and skill set mapping
table 209 includes information identifying one or more skill sets that are required to provide
support services for aparticular support subject matter. Subject matter and skill set mapping
table 209 may optionally include information identifying one or more agents or specialists
that qualify for each of the skill sets. An example of subject matter and skill set mapping
table 209 is shown in Figure 4A.

[0051] In addition, according to one embodiment, user agent preferences 220 are
maintained in user database 112 associated with auser. That is, each user has its own agent
preferences, respectively, for example, dependent upon previous experience of previous

support sessions. Agent preferences 220 include avariety of information concerning the
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agents known to aparticular user, such as, agent identifiers, ratings (e.g., ratings rated by all
users in general and/or a specific rating rated by the particular user), and/or other information
(e.g., history, products, subject matters, etc.), as shown in Figure 4B as an example.

[0052] When the user initiates alive support from remote device 301, for example, by
activating a support button or control from the presentation after navigating the presentation,
alive support request isreceived by support service system 106. This could be a situation in
which after the user has navigated a certain section of the presentation, the user does not quite
understand or isnot satisfied with the description. The user may want to have alive session
with a specialist to further discuss further details. In one embodiment, the live support button
was not available in the presentation initially. Based on the analysis of the user interaction,
analysis module 302 may determine that the user may wish to have alive support session at a
certain point in time. Asaresult, guided support identification system 125 may cause remote
device 301 to present alive support control to the user, which may bein aform of adisplayed
button, avoice activated control, or acombination of both, to allow the user to initiate alive
support session.

[0053] In response to the live support request, in one embodiment, case management
module/touch plan engine 304 is configured to receive alist of one or more recommended
agents provided by guided support identification system 125 and/or one or more preferred
agents of the user retrieved from user agent preferences 220. A list of the recommended
agents and preferred agents istransmitted to remote device 301. The list of the recommended
agents and preferred agents ispresented via a graphical user interface (GUI) displayed on a
display of device 301, similar to the GUIs as shown in Figures 8A-8D to alow the user to
select one of the recommended agents and preferred agents for the live support session. Note
that the list of the recommended agents and preferred agents may also be transmitted by case
management module/touch plan engine 304. Case management module/touch plan engine
304 and/or guided support identification system 125 may also cause remote device 301 to
provide alist of communications options such as voice, chat, email, video, etc. to allow the
user to select one or more of the choices to establish alive session with an agent or specialist.
The list of communications options may be previously configured based on user preference
and client preference, as described in the above incorporated-by-reference patent

applications.

[0054] In response to auser selection of an agent (e.g., system randomly assigned agent,
user-selected preferred or recommended agent) and/or acommunications option, according to

one embodiment, case management module or touch plan engine 304 is configured to
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compile and generate routing context (e.g., touch plan) 210 based on information from data
warehouse 109, including user information, client information, product information, user
interaction history, etc. Routing context 210 isthen provided to multi-channel
communications and routing system 108 to berouted to agent 115, where routing context 210
ispresented to agent 115 aspart of a screen pop at adesktop of the agent, such that when
agent 115 communicates with the user of remote device 301, agent 115 has all the necessary
information concerning the user and the product in question. Further detailed information
concerning case management module/touch plan engine 304 can be found in the above
incorporated-by-reference patent applications.

[0055] Furthermore, according to one embodiment, at aconclusion of the live support
session, survey module 305 is configured to transmit a survey to remote device 301 to alow
the user to provide afeedback, such as arating, concerning quality of the selected agent. The
feedback isutilized to update the ratings of the selected agent in general, aswell as arating of
the agent as apreferred agent associated with the user. Such arating may affect a subsequent
selection of recommended agent candidates and preferred agent candidates.

[0056] According to one embodiment, while the user isnavigating the presentation at
remote device 301, the user interaction with the presentation is periodically transmitted from
remote device and received by analysis module 302. Based on the user interaction, the
support subject matter may be periodically determined and skill set 303 may be determined or
updated, which may override aprevious one. The received user interaction may also be
stored in adatabase of the service center aspart of user interaction history. Thus, skill set
303 may be same or different at any moment dependent upon the user interaction at the point
intime. Further, skill set 303 may or may not be utilized dependent upon whether the user
ends up requesting alive support during the current user session. Thus, the determined skill
set 303 may only be utilized during a current user session (e.g., same browser session or same
instant of an application). When the current user session ends, the determined skill set may
be discarded. When auser initiates anew session, the above operations may be repeatedly
performed and anew set of skills may be determined dependent upon the user interaction at
the point in time.

[0057] A service center typically handles thousands of support service requests and
sometimes such requests have to be placed in aqueue until an agent isavailable. According
to some embodiments of the invention, various queues are implemented for pending requests
for avariety of priorities. Figure 5isablock diagram illustrating a support service system of

a service center according to another embodiment of the invention. Referring to Figure 5,
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support services system 106 includes task management module 501 to manage pending
support service requests in multiple queues 502-504. Asdescribed above, an agent selected
for alive support session may be selected by auser (e.g., one of recommended agents and
preferred agents) or by the system automatically (e.g., arandomly assigned agent).
According to one embodiment, general queue 502 is utilized to store pending support service
requests in which auser does not select any of the recommended agents and/or preferred
agent. Inthis situation, the system will put the pending request in general queue 502 such
that the request will be serviced when a next agent becomes available. Note that although the
user does not select an agent, an agent assigned to the user may be identified and selected by
the system such as the guided support identification system 125 described above. In such a
situation, the task of the selected agent isput in general queue 502, where the task ishandled
on afirst-come-first- served basis by anext available agent. Note that general queue 502 may
be the one associated with aparticular subject matter or support type, or aparticular skill set,
which may be identified by the guided support identification system.

[0058] In addition, according to one embodiment, if the user actively selects an agent,
either apreferred agent or arecommended agent, the task will be put into apriority queue,
such as queues 503-504, which is specifically allocated for the selected agent. In one
embodiment, the selected agent typically has to finish the support requests in the
corresponding queue (e.g., queues 503-504) before taking on the tasks pending in general
gueue 502. Alternatively, a selected agent may take on atask in general queue 502 after
serving every predetermined number of tasks inits priority queue. Such priority scheme may
be configurable based on a set of rules 504, which may be configured based on avariety of
data, such as subject matters or support types, clients, products, skill sets, etc.

[0059] Figure 6isaflow diagram illustrating a method for providing support services
according to one embodiment of the invention. Method 600 may be performed by service
center 102 as described above. For example, method 600 may be performed by guided
support identification system 125 and/or support services system 106 described above.
Referring to Figure 6, at block 601, the service center receives arequest from auser for alive
support session with an agent. In response to the request, at block 602, processing logic
determines one or more preferred agents based on user ratings of the agents during previous
user interactions with the agents. At block 603, one or more recommended agents that are
capable of providing support services are identified based on their expertise. At block, 604, a
list of the preferred agents and/or the recommended agents i s transmitted to aremote device

of the user to allow the user to select one of the preferred agents and recommended agents for
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the live support session. At block 605, in response to auser selection of an agent, a
communications session is established between the user and the selected agent to enable the
selected agent to conduct alive support session.

[0060] Figure 7 isaflow diagram illustrating a method for providing support services
according to another embodiment of the invention. Method 700 may be performed by service
center 102 as described above. For example, method 700 may be performed by guided
support identification system 125 and/or support services system 106 described above.
Referring to Figure 7, at block 701, the service center receives arequest from auser for alive
support session with an agent. In response to the request, at block 702, a communications
session i s established between the user and an agent selected either by the system (e.g.,
automatically selected agent by the system) or by the user (e.g., recommended agent or
preferred agent). At the conclusion of the live support session, at block 703, asurvey is
transmitted to the user to alow the user to provide afeedback concerning quality of the
selected agent. In response to auser rating of the selected agent, at block 704, the ratings of
the selected agent are updated and at block 705, agent preference information of the user is
also updated.

[0061] According to some embodiments, a mechanism for user selectable agents or
specialists described above is configured to provide a user the ability to select a specialist of
their choice when engaging in a support session. While auser selection isnot required it can
provide auser a sense of control in the resolution of aproblem they are having by selecting a
person who, a) appears skilled and can help quickly resolve their problem; b) work with
someone they have worked with before and feels comfortable with; c) is a person they have
worked with before and has alevel of trust in them; and d) maintains ahigh rating based on
the feedback of all users previously supported.

[0062] Empowering the users to drive their own destiny (to adegree) can establish a
more positive support experience. After each of the support sessions auser will be given the
opportunity to provide feedback on the specialist which can be seen by the next user
requesting a similar support need or themselves as they engage in future support sessions.
Rating feedback iscumulative for a specialist and establishes a speciaist as a skilled
professiona asrated by the people he/she supports. This form of "crowd" based feedback
ensures that the specialist maintains alevel of professionalism, sensitivity to the nature of the
users problem and instilling confidence in the resolutions provided to the user.

[0063] The use of the guided support identification can be an important component for a
user to select a specialist from. Inthis model the support type is akey to identifying a subset
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of speciaists that can directly support the particular problem that the user i s encountering.
While guided support identification is not necessary or required, it provides abetter measure
to the First Call Resolution (FCR) than to merely send auser to a specialist. This being akey
metric to most customers isvauable in building customer loyalty and strengthening a
customer brand. The marriage of guided support identification and consumer selected
specialists provides anew level of user support personalization.

[0064] In one embodiment, initial users may start with a predetermined score (e.g.,
having never served aconsumer selection and rating directly). In order to qualify as auser
selectable specialist, a specialist may be required to have a predetermined amount (client
selectable) of experience servicing a support domain. A specialist may be nominated by
management (supervisor included) to be an expert candidate for consumer selection,
nomination can be based on several measures of criteria, such as predetermined timein a
support domain, number of user interactions processed in that domain, consistently rates high
scores in management evaluations based on user interaction work, and/or contributes
knowledge back into the supported domain (support articles, training, etc.)

[0065] In one embodiment, candidates may be selected by management review of data
and user is adjusted accordingly. Candidates can also be selected by automation based on a
specific data driven algorithm or manually by amanagement review board. A user after the
completion of an interaction can be prompted by the system to provide arating on the expert
they just worked with. The request can come by way of feedback requested at the completion
of an interaction viathe web site which they initiated the support request from (e.g., click to
cal, chat, SMS), feedback requested at the completion of an interaction via their mobile
application which they initiated the support request from, an email mailed to the user at the
end of an interaction to be completed and sent back, and/or an email with aweb link for the
user to provide direct input to the system regarding a speciaist. Other models can aso be
utilized such as automated outbound call or reverse IVR call, automated chat BOT initiated
from an email, web site or mobile application, scoring changes thereafter are done via user
feedback.

[0066] According to some embodiments, if auser provides feedback, then experts score
is affected by the overall average of all users they have supported. If auser does not provide
ascore, then adefault (possibly that of the current average) isreflected astheir score. A user
at any time can follow alink back to the feedback for an agent and add feedback based on no
previous post for the interaction. If apost of feedback was already provided by auser, it
cannot be changed. User types can be used alone as ameans of user selection based merely
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on data provided about a specialist (must be more than one specialist). User types can be
used alone as ameans of user selection based merely on previous user experience with a
specialist (must be more than one specialist). User types can be used in conjunction with
predetermined support types so that the user ispresented alist of experts skilled on the
predetermined problem they are having. User types can also be used as alist of agents (must
be more than one specialist) auser ishappy with and wishes to call on. A user can select the
specialists that they wish to be serviced by regardliess of the support type and the user can
have an impact to standard metrics managed by a support center.

[0067] In one embodiment, auser can have the system provide alist of specialists and
just route them to the next available specialist (anyone) after achannel is selected. Thisisthe
quickest path to support resolution. The user can select from a short list of the top specialists
to choose from to support them with their problem resolutions. The user can also select
"general" (e.g., any or random specialist) in the case they do not see aperson they would like
towork with. The user can select from a short list of specialists whom have supported them
in the past in resolving their need. The user can also select "general" (any specidist) in the
case they do not see aperson they would like to work with. The user can select the feedback
model they wish to respond via, after an interaction iscompleted to rate/rank a specialist in
the support provided to the user. The feedback models may include: 1) in-application
feedback survey (mobile or web); 2) email feedback survey to user; and 3) automated voice
feedback survey. The user when responding to afeedback survey may be presented a series
of questions about the agent such as: i) knowledge of problem at hand; ii) patience in working
with user through problem; iii) speed to resolution; iv) effective resolution of problem; and v)
sensitivity to the user while working through problem.

[0068] All feedbacks from user surveys are scored and applied to a specialist rating. In
case of specialist rating of "poor"”, dependent upon system and/or user settings, according to
one embodiment, auser can opt to not to be presented for selection with the user again for
any and al other support needs (permanent black list) or alternatively, not to be presented for
selection until a specific rating is achieved (e.g., predetermined threshold) or a specific
number of similar interactions are completed (e.g., temporary black list).

[0069] A GUI presentation of information about the specialists may be presented to users
that they can utilize to select the specialist of their choice. Examples of such information
includes (but not limited to): a) specialist photo; b) specialist brief biography; c) current level
rating based on user feedback (rating); d) current availability (e.g., available, currently
handling another user); and e) expected wait time for a specialist (based on analysis of al
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other users who may have queued up to for support from a specialist aswell as hisher
average handle time of an interaction).

[0070] According to some embodiments, if auser selects "general” the user may be
routed to a skill queue (e.g., skill that was previously identified) and may be paired with the
"next available" (not limited to) specialist. Other queuing and specialist selection algorithms
can be utilized in place of "next available." Once the interaction is complete, the user may
receive a specialist rating survey via the channel of their selection. If auser selects an
"unknown" specialist the user will be routed to the specialist selected (skill was previously
identified) and an interaction started. Once the interaction is complete, the user may receive
aspecialist rating survey viathe channel of their selection. If the user provides an above
average rating for the speciaigt, the specialist can be added to the "known" (e.g., preferred)
status for this user in future interactions. |If the interaction rating was poor, the specialist can
be flagged and not presented to the user in future interactions. If auser selects a "known"
specialist the user will be routed to the specialist selected (skill was previously identified) and
an interaction started. Once the interaction is complete, the user may receive a specialist
rating survey viathe channel of their selection. If the user provides an above average rating
for the specialist, the specialist can remain with a"known" status for this user in future
interactions. If the interaction rating was poor, the specialist can be flagged and not
presented to the user in future interactions.

[0071] According to one embodiment, auser can select a "recommended” specialist in
which one of the "known" specialists has recommended from the team they work in. This
model allows auser who has only utilized a single person to reach out to a "recommended"
specialist who may provide the same level of support and professionalism as the "known"
agent would have. The recommendations are created based on a set of specialist
characteristics allowing an alignment of personality and capabilities to provide as similar an
experience had with the "known" specialist. The system can be set up to provide the ability
for multiple models. In one model, the primary difference isbased on known speciaists the
user has worked with and other skilled specialists the user has not worked with before. In
another model, the primary difference isbased on known specialists the user has worked with
and recommended skilled specialists that the known specialist has recommended to be similar
to them which the user has not worked with before. This paring of known or preferred and
recommended specialists can also be performed automatically based on specialist
characteristics allowing an alignment of personality and capabilities to provide as similar an

experience had with the "known" specialist.
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[0072] When a specialist is presented to auser via a GUI, according to some
embodiments, various information concerning the specialist can be presented including, but is
not limited to, aphoto of the specialist, biography of the specialist, a specialists rating level, a
speciadlists availability, and a specialists expected wait time. Specialists can be configured
visible and sorted by current level rating, current availability, expected wait time, or a
combination thereof.

[0073] Figures 8A-8D are screenshots illustrating examples of graphical user interfaces
(GUI) of an application for accessing a service center according to one embodiment of the
invention. For example, GUIs as shown in Figures 8A-8D may be presented by application
103 of device 101 in Figure 1. Referring to Figures 8A-8D, when auser launch an
application from adevice such as amobile device, the application is configured to establish a
connection with a service center and download registered product information from the
service center representing one or more products that the user has registered with the service
center. The user can activate aproduct page to display in details each of the registered
product via GUI 800 of Figure 8A. The user can also access certain detailed information of
the registered product, such as most asked questions via GUI 810 of Figure 8B. For example,
the user can activate link 812 to access aparticular answer to aquestion, which may be
displayed via GUI 820 of Figure 8C. From GUI 820 of Figure 8C, if the user wishes to
initiate alive support, the user can activate buttons 822 and 824 for voice and chat,
respectively. Note that as described in the above incorporated-by-reference applications, the
availability of buttons 822 and 824 may depend on the specific client configurations and user
preferences. When the user activates one of buttons 822 and 824, GUI 830 of Figure 8D may
ispresented. In GUI 830, alist of one or more preferred agents 832 and alist of one or more
recommended agents 834 are displayed to allow the user to select one of the agents 832 and
834 for the live support session. Each of the agents displayed includes ratings rated by a
variety of users, its expertise, availability of the agent, and/or expected time of waiting, etc.
In response to auser selection of an agent from GUI 830, acommunications sessionis
established with the selected agent for the live support session.

[0074] Figure 9 isaflow diagram illustrating a method for providing support services
according to another embodiment of the invention. Method 900 may be performed by
application 103 of device 101 in Figure 1. Referring to Figure 9, a block 901, arequest is
received at amobile device for alive support session with an agent of a service center over a
network concerning aproduct supported by the service center. In response to the request, at
block 902, processing logic displays one or more preferred agents who have interacted with
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the user previously. At block 903, processing logic displays one or more recommended
agents recommended by the service center that have experience with the subject matter in
guestion. At block 904, in response to auser selection of one of the preferred agents and
recommended agents, acommunications session is established between the user and the
selected agent for alive support session. At the conclusion of the live support session, at
block 905, a survey is optionally provided to the user to alow the user rate quality of the
selected agent and the user rating is transmitted to the service center to update the selected
agent and the agent preferences of the user.

[0075] The techniques described above can be applied to avariety of scenarios. For
example, auser may enter an application (e.g., mobile or Web) for self help and ask a
question. The user receives aresponse back but it isnot satisfied with the response. The user
selects alive support channel (chat, voice, other). In response, problem identification is
performed, for example, by the guided support identification system to help better support a
users experience with a specialist. The user isthen presented with alist of skilled specialists
to assist based on the "support identification” type. In this example, it is assumed that the
user does not want to select a specialist and clicks the "genera" button to be handled by the
next available specialist (e.g., arandomly selected speciaist). Asaresult, the user isrouted
to a skill queue associated with the skill set required to handle the user's problem.

[0076] When a specialist becomes available and engages in a support interaction,
specialist is able to resolve the user's problem. The user isprompted to rate their experience
with the specialist and in this example, the user provides arating of "very good" in al areas
for the specialist. The system takes the users feedback and applies acalculation of the
specialist's new rating. A next user to view the same specialist profile may see the new
rating. Since the user rated the specialist "very good," the system flags the user record with
the specialist so that the specialist becomes a "known" or "preferred” person and will be
displayed to the user as such in afuture interaction as a "preferred” or "known" specialist.
Had the user feedback been poor, the specialist would be flagged and not presented to the
user in afuture interaction, or until arating of a specific level ismaintained, or until a
specific number of highly rated interactions are achieved.

[0077] In another scenario, auser enters the application (mobile or web) for self help and
asks a question, and receives aresponse back but it isnot satisfied with the response. The
user selects alive support channel (chat, voice, other) and the problem identification is
performed (e.g., by guided support identification system) to help better support ausers
experience with a specialist. The user isthen presented with alist of skilled specialists to

22



WO 2013/103696 PCT/US2013/020113

assist based on the "support identification™ type. The user reviews the list of specialists
having the ability to select a specialist based on avariety of criteria, such as specialist photo,
specialist brief biography, current level rating based on user feedback (rating), current
availability of the user (available, currently handling another user), and/or expected wait time
for a specialist (based on analysis of al other users who may have queued up to for support
from a specialist aswell as his’/her average handle time of an interaction).

[0078] In this example, it is assumed that the user selects an unknown specidlist (e.g.,
unknown to the user but recommended by the system) or aknown (e.g., apreferred specialist)
from the list. Asaresult, the user isrouted to the specialist and engages in a support
interaction. If the selected specialist is shown to currently be engaged in an interaction, the
user can elect to wait for specialist until the selected speciaist is available. At the conclusion
of the session, the user is prompted to rate their experience with the specialist and itis
assumed that the user provides arating of "very good" in all areas for the speciaist. The
system takes the users feedback and applies a calculation of the specialists new rating, the
next user to view the specialist profile will see the new rating. Since the user has rated the
specialist as "very good," the system flags the user record with the specialist so that the
specialist becomes a "known" or "preferred” person and will be displayed to the user as such
in afuture interaction as apreferred specialist. Had the user feedback been poor, the
specialist would be flagged and not presented to the user in afuture interaction, or until a
rating of a specific level ismaintained, or until a specific number of highly rated interactions
are achieved.

[0079] Some portions of the preceding detailed descriptions have been presented in terms
of algorithms and symbolic representations of operations on data bits within a computer
memory. These algorithmic descriptions and representations are the ways used by those
skilled in the data processing arts to most effectively convey the substance of their work to
others skilled in the art. An algorithm ishere, and generally, conceived to be a self-consistent
sequence of operations leading to adesired result. The operations are those requiring
physical manipulations of physical quantities.

[0080] It should be borne in mind, however, that all of these and similar terms are to be
associated with the appropriate physical quantities and are merely convenient labels applied
to these quantities. Unless specifically stated otherwise as apparent from the above
discussion, it is appreciated that throughout the description, discussions utilizing terms such
as those set forth in the claims below, refer to the action and processes of acomputer system,

or similar electronic computing device, that manipulates and transforms data represented as

23



WO 2013/103696 PCT/US2013/020113

physical (electronic) quantities within the computer system's registers and memories into
other data similarly represented as physical quantities within the computer system memories
or registers or other such information storage, transmission or display devices.

[0081] Embodiments of the invention also relate to an apparatus for performing the
operations herein. Such a computer program is stored in anon-transitory computer readable
medium. A machine-readable medium includes any mechanism for storing information in a
form readable by a machine (e.g., acomputer). For example, amachine-readable (e.g.,
computer-readable) medium includes a machine (e.g., acomputer) readable storage medium
(e.g., read only memory ("ROM"), random access memory ("RAM™), magnetic disk storage
media, optical storage media, flash memory devices).

[0082] The processes or methods depicted in the preceding figures may be performed by
processing logic that comprises hardware (e.g. circuitry, dedicated logic, etc.), software (e.g.,
embodied on anon-transitory computer readable medium), or acombination of both.
Although the processes or methods are described above in terms of some sequential
operations, it should be appreciated that some of the operations described may be performed
in adifferent order. Moreover, some operations may be performed in parallel rather than
sequentially.

[0083] Embodiments of the present invention are not described with reference to any
particular programming language. It will be appreciated that avariety of programming
languages may be used to implement the teachings of embodiments of the invention as
described herein.

[0084] In the foregoing specification, embodiments of the invention have been described
with reference to specific exemplary embodiments thereof. It will be evident that various
modifications may be made thereto without departing from the broader spirit and scope of the
invention as set forth in the following claims. The specification and drawings are,

accordingly, to be regarded in an illustrative sense rather than arestrictive sense.
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CLAIMS

What isclaimed is:

1. A computer-implemented method for providing support services to users of products,
the method comprising:
receiving, at a service center, arequest from aremote device for alive support session
of aproduct supported by the service center, wherein the service center
provides support services for aplurality of products on behalf of aplurality of
product providers;
in response to the request, determining one or more preferred agents that are known to
auser of the remote device;
transmitting information representing the preferred agents to the remote device to
allow the user to select one of the preferred agents for the live support session;
and
in response to auser selection of an agent, establishing a communications session
between the user and the selected agent to enable the selected agent to provide

live support.

2. The method of claim 1, further comprising:
identifying one or more recommended agents to be recommended to the user based on
a subject domain of the product, user interaction, and a skill set required to
provide support to the product; and
transmitting information representing the recommended agents to the remote device to
allow the user to select one of the preferred agents and recommended agents

for the live support session.

3. The method of claim 2, wherein the information representing the preferred agents and
recommended agents includes aratings of each of the preferred agents and recommended
agents and an indication indicating whether each of the preferred agents and recommended

agents is available at the point in time.
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4, The method of claim 1, wherein each of the preferred agents was selected and
interacted with the user during aprevious live support session, and wherein each of the

preferred agents was rated by the user after aprevious live support session.

5. The method of claim 4, wherein the preferred agents presented to the user are selected
from aplurality of preferred agents that have ratings higher than apredetermined threshold.

6. The method of claim 1, further comprising:
transmitting a survey of the selected agent to the remote device to alow the user to
rate the selected agent after the live support session is completed; and
in response to auser rating of the selected agent, updating ratings of the selected agent
in an agent database and in apreferred agent database associated with the user,

wherein the ratings are utilized for future recommendations of agents.

7. The method of claim 1, further comprising in response to the user selection of the
preferred agent, queuing the request for live support session in aqueue associated with the
selected agent, wherein requests pending in the queue specifically requested alive support
session with the selected agent from aplurality of users.

8. A machine-readable storage medium having instructions stored therein, which when
executed by a machine, cause the machine to perform a method for providing support
services to users of products, the method comprising:
receiving, at a service center, arequest from aremote device for alive support session
of aproduct supported by the service center, wherein the service center
provides support services for aplurality of products on behalf of aplurality of
product providers;
in response to the request, determining one or more preferred agents that are known to
auser of the remote device;
transmitting information representing the preferred agents to the remote device to
allow the user to select one of the preferred agents for the live support session;
and
in response to auser selection of an agent, establishing a communications session
between the user and the selected agent to enable the selected agent to provide

live support.
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9. The machine-readable storage medium of claim 8, wherein the method further
comprises:
identifying one or more recommended agents to be recommended to the user based on
a subject domain of the product, user interaction, and a skill set required to
provide support to the product; and
transmitting information representing the recommended agents to the remote device to
allow the user to select one of the preferred agents and recommended agents

for the live support session.

10. The machine-readable storage medium of claim 9, wherein the information
representing the preferred agents and recommended agents includes aratings of each of the
preferred agents and recommended agents and an indication indicating whether each of the

preferred agents and recommended agents is available at the point in time.

11. The machine-readable storage medium of claim 8, wherein each of the preferred
agents was selected and interacted with the user during a previous live support session, and
wherein each of the preferred agents was rated by the user after a previous live support

session.

12. The machine-readable storage medium of claim 11, wherein the preferred agents
presented to the user are selected from aplurality of preferred agents that have ratings higher
than apredetermined threshold.

13. The machine-readable storage medium of claim 8, wherein the method further
comprises:
transmitting a survey of the selected agent to the remote device to alow the user to
rate the selected agent after the live support session is completed; and
in response to auser rating of the selected agent, updating ratings of the selected agent
in an agent database and in apreferred agent database associated with the user,

wherein the ratings are utilized for future recommendations of agents.

14. The machine-readable storage medium of claim 8, wherein the method further
comprises in response to the user selection of the preferred agent, queuing the request for live
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support session in aqueue associated with the selected agent, wherein requests pending in the

gueue specifically requested alive support session with the selected agent from aplurality of

users.

15. A data processing system, comprising:
aprocessor; and
amemory coupled to the processor for storing instructions, which when executed
from the memory, cause the processor to
receive arequest from aremote device for alive support session of aproduct
supported by the service center, wherein the data processing system
provides support services for aplurality of products on behalf of a
plurality of product providers,
in response to the request, determine one or more preferred agents that are
known to auser of the remote device,
transmit information representing the preferred agents to the remote device to
allow the user to select one of the preferred agents for the live support
session, and
in response to auser selection of an agent, establish acommunications session
between the user and the selected agent to enable the selected agent to

provide live support.

16. The system of claim 15, wherein the instructions, when executed, cause the processor

to:
identify one or more recommended agents to be recommended to the user based on a
subject domain of the product, user interaction, and a skill set required to
provide support to the product, and
transmit information representing the recommended agents to the remote device to
allow the user to select one of the preferred agents and recommended agents

for the live support session.

17. The system of claim 16, wherein the information representing the preferred agents
and recommended agents includes aratings of each of the preferred agents and recommended
agents and an indication indicating whether each of the preferred agents and recommended

agents is available at the point in time.
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18. A computer-implemented method for providing support services to users of products,
the method comprising:
receiving, at amobile device, information representing one or more preferred agents
and one or more recommended agents from a service center over anetwork,
wherein the preferred agents are known to auser of the mobile device and the
recommended agents are recommended by the service center, and wherein the
service center provides support services for aplurality of products on behalf of
aplurality of product providers;
displaying in afirst display area of adisplay of the mobile device the one or more
preferred agents,
displaying in a second display area of the display of the mobile device the one or
more recommended agents to allow the user to select one of the preferred
agents and recommended agents; and
in response to auser selection of one of the preferred agents and recommended
agents, establishing acommunications session with the selected agent viathe

service center for conducting alive support session concerning a product.

19. The method of claim 18, wherein each of the preferred agents was selected and
interacted with the user during aprevious live support session, and wherein each of the

preferred agents was rated by the user at a conclusion of aprevious live support session.
20. The method of claim 18, wherein each of the recommended agents is selected by the
service center based on a subject domain of the product, user interaction, user feedback

rating, and a skill set required to provide support to the product.

21. The method of claim 20, wherein each of the recommended agents has not interacted

with the user previoudly.
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