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a e Product Support - Windows Internet Explorer 

These are the troubleshooting instructions for the XYZ1234. 

If you can't find a solution to your problem here, click here to get real time 
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6 MyTeamwork - Windows Internet Explorer 

(OG) () httpsleeve) 
(g My Teamwork On S v S > 

File View Help 

Auto Helper. While we wait, maybe I can 
help... what is the problem? 
John Doe: My XYZ1234 device will Q- 6 6 6, O 
not turn On. f A John Doe 
Auto Helper. Have you checked the 
power COrd? You can find is A Auto Helper 
instructions here: 
http:/IWWW.xyz1234.com/support. 
Auto Helper. Did that solve the problem? 
John Doe: No, it still won't turn on. 
Auto Helper: Is the power light on? 
Auto Helper. See the diagram here if you 
need help: 
http://WWW.XVZ 1234.COmlSUODOrt/diagram.h 
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FIG. 2D 
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é MyTeamwork - Windows Internet Explorer 

File View Help 

Sam T. OK John, I'm here. Thanks for 
your patience, I have a lot of experience 
with the XYZ1234 and I will help you. 
John Doe: Great, I could really use 
your help. 

Type your message here 

Done Local intranet G 100% v2 
FIG. 2E 
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REAL-TIME COLLABORATION CENTER 

CROSS REFERENCE TO RELATED 
APPLICATION 

0001. This application is related to U.S. patent application 
Ser. No. 1 1/020,812 filed on Dec. 22, 2004 and entitled “Real 
Time Communications Call Center Server'. The contents of 
this document are incorporated by reference herein. 

TECHNICAL FIELD 

0002 The present invention relates to a real-time collabo 
ration center and method for using the real-time collaboration 
center to enable a caller (end-user) to collaborate using Voice 
and data with a call center agent. 

BACKGROUND 

0003. The following abbreviations are herewith defined, at 
least some of which are referred to in the following descrip 
tion associated with the prior art and the present invention. 

CTI Computer Telephony Integration 

DTMF Dual Tone Multi-Frequency 

GUI Graphical User Interface 

HTTP HyperText Transfer Protocol 

ID Identification 

IM Instant Messaging 

IP Internet Protocol 

IVR Interactive Voice Response 

PBX Private Branch Exchange 

URL Uniform Resource Locator 

VCS Voice Communications System 

XML Extensible Markup Language 

0004 Call centers provide vital communication links 
between consumers and businesses. In present call center 
systems, a consumer places a telephone call via the standard 
public telephone network to the main toll-free number of the 
call center, and then interacts with an IVR system that acts to 
deduce the caller's intent. In IVR implementations based on 
DTMF, a caller may have to progress through a chained series 
of different DTMF menus to specify his or her intent. The 
callers often become frustrated with this slow and cumber 
Some process, only to discover that in their case, as in many 
cases, there is actually no DTMF menu item that correctly 
matches their intent. In some cases, the caller may opt-out by 
depressing the “O'” key to speak with a call center human 
operator so they can more quickly and accurately specify his 
or her intent but the call center operator often has to spend 
more time on these types of calls thus incurring additional call 
center expense. In other cases, the caller may become frus 
trated, discontinue the call, and not purchase additional prod 
ucts from this company because of the poor level of customer 
service and Support. 
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0005. As telephony networks evolve from conventional 
circuit-switched public telephone networks to packet 
switched voice and data IP-based networks, new forms of call 
centers based on Voice/data convergence will emerge. For 
instance, a caller (end-user) could use a web client (computer) 
to interact with a call center agent by using instant messenger 
technology, including for example Yahoo! Instant Messenger, 
MSN Messenger, AOL Instant Messenger. In addition, 
Microsoft Corporation has introduced a service known as 
Microsoft NetMeetingR) which provides online conferencing 
and collaboration sessions across the Internet which could be 
used to enable a caller (end-user) to use their web client 
(computer) to interact with a call centeragent. Although these 
technologies enable a caller (end-user) to interact with a call 
center agent they still have drawbacks such as for example 
with the Microsoft NetMeeting R the end-user would need to 
install proprietary software on their computer or mobile 
device before communicating with the call center agent. This 
is not desirable. Accordingly, there is a need for a new call 
center which does not suffer from this drawback while still 
enabling a caller (end-user) to use the converging voice/data 
technologies to interact with a call center agent. This need and 
other needs are satisfied by a real-time collaboration center 
and method of the present invention. 

SUMMARY 

0006. In one aspect, the present invention provides a 
method for establishing a real-time collaboration session 
between an end-user and a call center agent. The method 
comprising the steps of: (a) receiving, at an application server, 
a request from an end-user who wants to have a real-time 
collaboration session with a call center agent; (b) forwarding, 
from the application server, a service call to a collaboration 
server; (c) establishing a new conference at the collaboration 
server; (d) forwarding, from the collaboration server, a 
response having conference details about the new conference 
to the application server; (e) forwarding, from the application 
server, a conference invitation having conference details 
about the new conference to a queuing server, (f) queuing, at 
the queuing server, the conference invitation until the call 
center agent becomes available to interact with the end-user; 
(g) connecting the end-user to the new conference which is 
hosted by the collaboration server so the end-user can wait 
until the call center agent becomes available and accepts the 
conference invitation from the queuing server so the call 
center agent can join the new conference and take part in the 
real-time collaboration session; and (h) if desired the collabo 
ration server enables an automated call center agent to inter 
act with and gather information from the end-user in the new 
conference while the end-user is waiting for the call center 
agent to join the new conference and take part in the real-time 
collaboration session. 
0007. In another aspect, the present invention provides a 
real-time collaboration center which includes the following 
components: (a) an application server that receives a request 
from an end-user who wants to have a real-time collaboration 
session with a call center agent; (b) a collaboration server that 
receives a service call from the application server and upon 
receiving the service call establishes a new conference; (c) the 
application server receives a response having conference 
details about the new conference from the collaboration 
server; (d) a queuing server that receives a conference invita 
tion having conference details about the new conference from 
the application server and then queues the conference invita 
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tion until the call center agent becomes available to interact 
with the end-user; (e) the application server forwards the 
end-user to the new conference hosted by the collaboration 
server so the end-user can wait until the call center agent 
becomes available and accepts the conference invitation from 
the queuing server so the call center agent can join the new 
conference and take part in the real-time collaboration ses 
sion; and (f) the collaboration server if desired can enable an 
automated call center agent to interact with and gather infor 
mation from the end-user in the new conference while the 
end-user is waiting for the call center agent to join the new 
conference and take part in the real-time collaboration ses 
S1O. 

0008. In yet another aspect, the present invention provides 
a method for enabling an end-user to establish a real-time 
collaboration session with a call center agent. The method 
comprising the steps of: (a) using a web client to navigate to 
a website having a link offering to place the end-user in a 
real-time collaboration session with the call center agent; (b) 
clicking on the link to obtain a form; (c) completing the form; 
(d) submitting the form which is received by an application 
server that reviews the form and sends a service call to a 
collaboration server which establishes a new conference and 
then forwards a response having conference details about the 
new conference back to the application server which then 
forwards a conference invitation having conference details 
about the new conference to a queuing server which queues 
the conference invitation and then the application server con 
nects the end-user to the new conference which is hosted by 
the collaboration server so the end-user can wait until the call 
center agent is available and accepts the conference invitation 
from the queuing server so the call center agent can join the 
new conference and take part in the real-time collaboration 
session; and (e) the collaboration server if desired can enable 
an automated call center agent to interact with and gather 
information from the end-user in the new conference while 
the end-user is waiting for the call center agent to join the new 
conference and take part in the real-time collaboration ses 
S1O. 

0009. Additional aspects of the invention will be set forth, 
in part, in the detailed description, figures and any claims 
which follow, and in part will be derived from the detailed 
description, or can be learned by practice of the invention. It 
is to be understood that both the foregoing general description 
and the following detailed description are exemplary and 
explanatory only and are not restrictive of the invention as 
disclosed. 

BRIEF DESCRIPTION OF THE DRAWINGS 

0010. A more complete understanding of the present 
invention may be obtained by reference to the following 
detailed description when taken in conjunction with the 
accompanying drawings wherein: 
0011 FIG. 1 is a block diagram illustrating the basic com 
ponents of a real-time collaboration centerinaccordance with 
the present invention; 
0012 FIGS. 2A-2E are various diagrams which are used 
to help explain an exemplary scenario that can take place 
when a caller (end-user) interacts with the real-time collabo 
ration center shown in FIG. 1 in accordance with the present 
invention; 
0013 FIG. 3 is a flowchart illustrating the basic steps of a 
preferred method for establishing a real-time collaboration 
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session between a caller (end-user) and a call center agent in 
accordance with the present invention; and 
0014 FIG. 4 is a flowchart illustrating the basic steps of a 
preferred method for enabling a caller (end-user) to establish 
a real-time collaboration session with a call center agent in 
accordance with the present invention. 

DETAILED DESCRIPTION 

0015 Referring to FIG. 1, there is a block diagram illus 
trating the basic components of a real-time collaboration 
center 100 in accordance with the present invention. As 
shown, the real-time collaboration center 100 includes an 
application server 105, a collaboration server 110 (e.g., 
MyTeamwork(R) Server 110) and a queuing server 115 (e.g., 
Genesys(R Interaction Server 115). Basically, the real-time 
collaboration center 100 services an incoming request 120 
from an end-user 125 (using a web-based client 127) to estab 
lish a real-time Voice communication and data collaboration 
with a call center agent 130 (also using a web-based client 
132). The real-time collaboration center 100 is able to service 
multiple end-users 125 at the same time with multiple call 
center agents 130 but for clarity only one end-user 125 and 
one call center agent 130 are discussed herein. 
0016. In operation, the application server 105 receives the 
incoming request 120 from the end-user 125 and interfaces 
with the collaboration server 110 to create a new conference 
135 (or collaboration conference room 135) for the end-user 
125. In addition, the application server 105 sends a collabo 
ration invitation 140 to the queuing server 115 which places 
the collaboration invitation 140 in a queue 145 to wait for the 
next available call center agent 130. Once an available call 
center agent 130 accepts the collaboration invitation 140, the 
call center agent 130 enters the new conference 135 and 
begins to communicate/collaborate with the end-user 125 by 
using, for example, Voice, instant messaging, file uploading, 
application/desktop sharing, video, other media or any com 
bination thereof. As an option, while the end-user 125 is 
waiting for the call center agent 130 an automated call center 
agent 150 can enter the new conference 135 and take part in a 
real-time collaboration session with the end-user 125. The 
automated call center agent 150 may interact with the end 
user 125 in an attempt to address their question(s) by using, 
for example, document uploading, Voice interaction, speech 
recognition, video or any combination thereof. 
(0017. The real-time collaboration center 100 effectively 
combines the browser-based collaboration features of the 
collaboration server 110 with the routing and call center 
features of the queuing server 115 to achieve a desired goal of 
enabling the real-time collaboration session between the end 
user 125 and the call center agent 130. A detailed example is 
provided below to further explain the features and capabilities 
of the real-time collaboration center 100. In this example, the 
end-user 125 is seeking product Support so they visit a ven 
dor's website and enter a real-time collaboration session 135 
where they are ultimately joined by a call center agent 130 
(subject matter expert 130)(note: while reading the following 
example refer to FIG. 1 which illustrates the various steps 
1-10 used to establish the real-time collaboration session 
between the end-user 125 and the call center agent 130). The 
steps are as follows: 
1. The end-user 125 uses their web client 127 (e.g., computer 
127) to navigate the Internet to a website support page 200 
(see FIG. 2A). In this example, the website support page 200 
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includes a link (shown as "click here') which offers to place 
the end-user 125 into a real-time collaboration session with a 
call center agent 130. 
2. The end-user 125 clicks the link and is presented with a 
form 210 which requests, for example, the user's name and 
their preferred phone number (see FIG. 2B). 
3. The end-user 125 fills in the requested information (e.g., 
name, phone number) and clicks the Submit button to post the 
completed form 210. The completed form 210 can be posted 
to the application server 105 using HTTP (for example). 
4. The application server 105 validates the entries on the 
completed form 210, and then sends a VCS XML service call 
(for example) to the collaboration server 110 to create a new 
conference 135. For example, the collaboration server 110 
has the ability to receive and process an HTTP request (VCS 
XML service call) having the following form: 
http://<server.domain.com/cgi bin?vcs conf Schedule 
'?conf type reservationless&subject new conference 
0018. Upon receiving the HTTP request (VCS XML ser 
vice call), the collaboration server 110 creates a new confer 
ence record and assigns Leader and Participant codes which 
are used to enable callers (end-user 125 and call center agent 
130) to join the new conference 135. The collaboration server 
110 then issues an HTTP response in XML format (for 
example) which provides the details of the newly provisioned 
conference 135 to the application server 105 (see step 5). For 
example, the HTTP response to the above request could have 
the following form: 

<conferencetype="reservationless'id="148474396310564serve"> 
<subject>new conference-subject> 
<owners-userl (a)domain.com-owners 
sjoin url root? callis join url root 
<access type=“leader siteid="0"> 
<vanity>01961994/vanity> 
</access.> 
<access type=“leaderstate=“active siteid=“O’s 
<code>0196.199</code> 
</access.> 
<access type="participant state="active' siteid="0"> 
<code>0196.198</code> 
</access.> 
<conferences 

5. The application server 105 parses the response from the 
collaboration server 110 to capture the conference details, 
including the conference ID and the Leader and Participant 
codes. In the example used in step 4, the application server 
105 would use an XML parsing routine to obtain the confer 
ence ID 148474396310564 server, as well as the Leader and 
Participant codes which are 0196199 and 0196198, respec 
tively. 
6. The application server 105 creates a conference invitation 
140 by assembling a URL based on the domain address of the 
collaboration server 110 and the specific conference ID. The 
conference invitation 140 is forwarded to and then placed in 
the queue 145 of the queuing server 115. The queuing of the 
conference invitation 140 may be based, for example, on 
caller history, skill-matching, availability, and many other 
factors. Continuing with the example used in the previous 
steps 4-5, a URL to join the new conference 135 could have 
the following form: 

0019 http://<server.domain.com.>/cgi bin/vcs 
call?action-add&&vanity=0.196199&call 
callid=148474396310564 server 
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0020 Appending a phone number to this URL and having 
the call agent 130 send it to the collaboration server 110 
results in a callback to the phone number with an invitation to 
the new conference 135 (see steps 9-10). This is how the call 
center agent 130 would be able to eventually join the end-user 
125 in the collaboration session 135 (see step 10). 
7. The application server 105 connects the end-user 125 to the 
new conference 135. At this time, a new window 220 (screen 
pop 220) appears on the end-users web client 127, containing 
for example an instant messenger GUI (see FIG. 2C). 
8. While the end-user 125 waits for a live call center agent 
130, an optional automated agent 150 can “chat” with the 
end-user 125 to determine the nature of the end-user's prob 
lem. The automated agent 150 can have a goal to gather 
information, and perhaps to provide helpful automated 
responses. The possible interactions between the end-user 
125 and the automated call center agent 150 include, for 
example, document upload, Voice interaction and speech rec 
ognition, and video or any combination thereof (see exem 
plary instant messenger GUI 230 shown in FIG. 2D). 
9. Assuming that the end-user 125 still prefers to collaborate 
with a human call center agent 130, the queuing server 115 
will detect an available call center agent 130. And, when the 
queuing server 115 does this it sends the conference invitation 
140 to the available call center agent 130. 
10. The call center agent 130 accepts the conference invita 
tion 140 and joins the new conference 135 to take part in a 
real-time collaboration session with the end-user 125. The 
conference history, including any dialogue between the end 
user 125 and the automated call center agent 150 could be 
made available to the live call center agent 130. In addition, 
the call center agent 130 could record the voice and data 
session with the end-user 125. 
0021. The end-user 125 and the call center agent 130 can 
now begin collaborating using web clients 127 and 132 (see 
exemplary instant messenger GUI 240 shown in FIG. 2E 
which would be displayed on both of the web clients 127 and 
132). If either the end-user 125 or the call center agent 130 
clicks to call the other party, then they will be joined together 
in a voice conference. In particular, the end-user 125 would be 
called back to join the conference at the phone number 
entered in the form 200 in step 3. And, the call center agent 
130 would have already configured their web client 132 to 
their preferred phone number (e.g. desk phone, cell phone, 
etc), and this is where their callback would arrive so they can 
take part in the voice conference. If desired, the call center 
agent 130 can also conference in other call center agents and 
Supervisors into the Voice and data session. 
0022 Referring to FIG. 3, there is a flowchart illustrating 
the basic steps of a preferred method 300 for establishing a 
real-time collaboration session between an end-user 125 and 
a call center agent 130 in accordance with the present inven 
tion. Beginning at step 302, the application server 105 
receives a request 120 from the end-user 125 who wants to 
have a real-time collaboration session with the call center 
agent 130 (see steps 1-3 in FIGS. 1-2). At step 304, the 
application server 105 forwards a service call to the collabo 
ration server 110 (see step 4 in FIGS. 1-2). At step 306, the 
collaboration server 110 establishes a new conference 135 
(see step 4 in FIGS. 1-2). At step 308, the collaboration server 
110 forwards a response having conference details about the 
new conference 135 to the application server 105 (see step 5 
in FIGS. 1-2). At step 310, the application server 105 for 
wards a conference invitation 140 having conference details 
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about the new conference 135 to the queuing server 115 (see 
step 6 in FIGS. 1-2). At step 312, the queuing server 115 
queues the conference invitation 140 until the call center 
agent 130 becomes available to interact with the end-user 125 
(see step 6 in FIGS. 1-2). At step 314, the end-user 125 is 
connected to the new conference 135 which is hosted by the 
collaboration server 110 so the end-user 125 can wait until the 
call center agent 130 becomes available and accepts the con 
ference invitation 140 from the queuing server 115 so the call 
center agent 130 can join the new conference 135 and take 
part in the real-time collaboration session (see steps 7 and 
9-10 in FIGS. 1-2). At step 316 (optional), the collaboration 
server 110 further enables an automated call center agent 150 
to interact with and gather information from the end-user 125 
in the new conference 135 while the end-user 125 is waiting 
for the live call center agent 130 to join the new conference 
135 and take part in the real-time collaboration session (see 
step 8 in FIGS. 1-2). 
0023 Referring to FIG. 4, there is a flowchart illustrating 
the basic steps of a preferred method 400 for enabling an 
end-user 125 to establish a real-time collaboration session 
with a call center agent 130 in accordance with the present 
invention. Beginning at step 402, the end-user 125 uses their 
web client 127 (e.g., computer 127) to navigate to a website 
200 having a link offering to place the end-user 125 in a 
real-time collaboration session with the call center agent 130 
(see step 1 in FIGS. 1-2). At step 404, the end-user 125 uses 
their web client 127 and clicks on the link to obtaina form 210 
(see step 2 in FIGS. 1-2). At step 406, the end-user 125 uses 
their web client 127 and completes the form 210 (see step 2 in 
FIGS. 1-2). At step 408, the end-user 125 users their web 
client 127 to submit the completed form 210 to the application 
server 105 (see step 3 in FIGS. 1-2). The application server 
105 reviews the completed form 210 and sends a service call 
to the collaboration server 110 which establishes a new con 
ference 135 and then forwards a response having conference 
details about the new conference 135 to the application server 
105 (see steps 4-5 in FIGS. 1-2). Then, the application server 
105 forwards a conference invitation 140 having conference 
details about the new conference 135 to the queuing server 
115 which queues the conference invitation 140 (see step 6 in 
FIGS. 1-2). Thereafter, the end-user 125 is connected to the 
new conference 135 which is hosted by the collaboration 
server 110 so the end-user 125 can wait until the call center 
agent 130 is available and accepts the conference invitation 
140 from the queuing server 115 so the call center agent 130 
can join the new conference 135 and take part in the real-time 
collaboration session (see steps 7 and 9-10 in FIGS. 1-2). If 
desired, the collaboration server 110 further enables an auto 
mated call center agent 150 to interact with and gather infor 
mation from the end-user 125 in the new conference 135 
while the end-user 125 is waiting for the live call center agent 
130 to join the new conference 135 and take part in the 
real-time collaboration session (see step 8 in FIGS. 1-2). 
0024. From the foregoing, it can be appreciated that the 
real-time collaboration center 100 can create a collaboration 
“waiting area” 135 where a call-center customer 125 can be 
serviced and/or entertained until they are joined in the session 
by an appropriate in-house subject matter expert 130 when 
he/she becomes available. While waiting in this collaboration 
“waiting area 135, the customer 125 can first interact with a 
virtual agent 150 (i.e. non-human computer-based agent 150) 
that attempts to service the requests of the customer 125. This 
interaction can occur over one or more media channels such 
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as IM, document sharing, Voice, video, etc. . . . . For example, 
the customer 125 might exchange IMs with the virtual agent 
150, and this virtual agent 150 might also upload various 
documents to the collaboration “waiting area” 135 in an 
attempt to address the questions of the customer 125. The 
virtual agent 150 might also speak and listen to the customer 
125, and/or exchange video and movie clips. Subsequently, if 
the virtual agent 150 does not address the concerns of the 
customer 125, then the real agent 130 when available can be 
joined to the collaboration “waiting area” 135 so they can 
participate in a multimedia collaboration with the customer 
125. Additional agents 130 can also join the collaboration 
“waiting area” 135 if needed to also take part in a real-time 
multimedia collaboration with the customer 125. 
(0025. The real-time collaboration center 100 effectively 
blends together the web-based voice and data collaboration 
features of the collaboration server 110 with the advanced 
routing and call center features of the queuing server 115 to 
provide an advanced, powerful, easy-to-use, capability for 
customers 125 using a web client 127 with a standard web 
browser to access a call center 100. As can be appreciated, the 
real-time collaboration center 100 has a variety of desirable 
features and advantages some of which are as follows: 
0026 1. Instead of routing a caller 125 to an agent 130, as 
in the prior art, this approach places the caller 125 in a waiting 
room 135, and then routes the agent 130 to the caller 125. 
0027 2. A non-human agent 150 can first interact with the 
waiting caller 125, using one or more multimedia channels, in 
an attempt to service the caller's requests before connecting 
the live agent 130. 
(0028. 3. Neither the caller 125 nor the agent 130 require 
any special Software, instead only a web browser is required. 
As such, the caller 125 and the agent 130 can access the 
waiting room 135 from anywhere in the world. 
(0029 4. The caller 125 and agent 130 if they want to they 
can use standard telephones—no special PBX capabilities, or 
CTI links—to communicate with one another. 
0030) 5. The real-time collaboration center 100 provides a 
full range of interaction possibilities (for example): Voice, 
Video, instant messaging, and application/desktop sharing. 
0031 6. The real-time collaboration center 100 potentially 
reduces the workload of live call center agents 130. For 
instance, the live call center agent 130 may not be needed if 
the automated agent 150 who first interacts with the caller 125 
is able to diagnose and solve the caller's problem. 
0032 7. The real-time collaboration center 100 can match 
the caller's issue to the appropriate live agent 130 that has the 
desired skill set. For instance, after reviewing the interaction 
between caller 125 and the automated agent 150, the live 
agent 130 who decides to join the caller 125 in the collabo 
ration session 135 should be able to more likely solve the 
caller's problem. 
0033 Although one embodiment of the present invention 
has been illustrated in the accompanying Drawings and 
described in the foregoing Detailed Description, it should be 
understood that the present invention is not limited to the 
disclosed embodiment, but is capable of numerous rearrange 
ments, modifications and Substitutions without departing 
from the spirit of the invention as set forth and defined by the 
following claims. 

1-20. (canceled) 
21. A method for processing an end-user request, said 

method comprising: 
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receiving at an application server a end-user request to 
establish a real-time collaboration conference; 

validating information included in the end-user request; 
creating a conference record associated with a real-time 

collaboration conference upon validating the informa 
tion in the request using a collaboration device; 

forwarding details about the created conference record to 
the application server, 

creating a conference invitation, that includes communica 
tions contact information, at the application server upon 
receiving the conference reference details; 

forwarding the created invitation to a queuing server; 
queuing, at the queuing server, the invitation until a call 

center agent becomes available to interact with the end 
user, 

connecting an end-user device to the conference associated 
with the conference record enabling communications 
between an automated call center agent and the end-user 
during the conference before the call center agent joins 
the conference. 

22. The method as in claim 21 wherein the end-user request 
comprises a browser-based request. 

23. The method as in claim 21 wherein the collaboration 
device comprises a collaboration server, and the queuing 
device comprises a queuing server. 

24. The method as in claim 21 wherein the invitation com 
prises a URL based invitation. 

25. The method of claim 21 further comprising: 
connecting the call center agent to the conference; and 
exchanging communications between the call center agent 

and the end user, using one or more of Voice communi 
cations, instant messaging, file uploading, desktop shar 
ing, document uploading, speech recognition or video. 

26. The method of claim 21, further comprising adding at 
least one more call center agent into the conference. 

27. The method of claim 21, further comprising recording 
the conference. 

28. The method of claim 21, further comprising providing 
the call center agent communications exchanged between the 
end-user device and the automated call center agent. 

29. A real-time collaboration center, comprising: 
an application server operable to receive an end-user 

request to establish a real-time collaboration confer 
ence, and to validate information included in the request; 

a collaboration server operable to create a conference 
record associated with a real-time collaboration confer 
ence upon validation of the information in the request, 
and to forward details about the created conference 
record to the application server; 

wherein the application server is further operable to create 
a conference invitation, that includes communications 
contact information, at the application server upon 
receiving the conference reference details, and to for 
ward the created invitation to a queuing server; 

a queuing server operable to receive the conference invita 
tion and queue the invitation until a call center agent 
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becomes available to interact with an end-user device 
associated with an end-user, and 

wherein the application server is yet further operable to 
connect the end-user device to the conference associated 
with the conference record, and wherein said collabora 
tion server is further operable to enable an exchange of 
communications between an automated call center agent 
and the end-user during the conference before the call 
center agent joins the conference. 

30. The real-time collaboration center of claim 29 wherein 
the end-user request comprises a browser-based request. 

31. The real-time collaboration center of claim 29 wherein 
the invitation comprises a URL based invitation. 

32. The real-time collaboration center of claim 29 wherein 
the collaboration server is further operable to: 

connect the call center agent to the conference; and 
enable an exchange of communications between the call 

center agent and the end user using one or more of voice 
communications, instant messaging, file uploading, 
desktop sharing, document uploading, speech recogni 
tion or video. 

33. The real-time collaboration center of claim 29 wherein 
the collaboration server is further operable to enable the addi 
tion of at least one more call center agent into the conference. 

34. The real-time collaboration center of claim 29 wherein 
the collaboration server is further operable to enable the 
recording of the conference. 

35. The real-time collaboration center of claim 29 wherein 
the collaboration server is further operable to enable the 
review of the communications exchanged between the end 
user device and the automated call center agent. 

36. The real-time collaboration center of claim 29 wherein 
the application server, collaboration server, and queuing 
server are resident in separate physical devices. 

37. A method for enabling an end-user to establish a real 
time collaboration conference with a call center agent, said 
method comprising: 

providing a website page having a link usable by a browser 
of an end-user device; 

receiving an indication that an end user has clicked on the 
link to obtain a form; 

receiving the form from the end user device; and 
connecting the end-user device to a conference hosted by a 

collaboration server enabling communications between 
the end user and an automated call center agent during 
the conference before a call center agent joins the con 
ference. 

38. The method of claim 37 further comprising: 
exchanging communications with the call center agent via 

the end user device, using one or more of Voice commu 
nications, instant messaging, file uploading, desktop 
sharing, document uploading, speech recognition or 
video. 


