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- SYSTEMS AND METHODS OF ON-LINE BOOKING OF CRUISES, MATCHING CUSTOMER PREFERENCES WITH
AVAILABLE OPTIONS, DISPLAYING CRUISE LINE PRICING DATA, COMPARING PRODUCT INFORMATION AND

MAINTAINING CLIENT RELATIONSHIPS

FIELDS OF THE INVENTION
SYSTEMS AND METHODS OF ON-LINE BOOKING OF CRUISES

The present systems and methods relate to on-line booking of cruises and in particular concern applications
designed to facilitate cruise price comparisons, reservations, booking, and customer management by travel agents as

well as individual customers.

SYSTEMS AND METHGDS OF MATCHING CUSTOMER PREFERENCES WITH AVAILABLE OPTIONS

The present systems and methods relate to on-line booking of cruises and in particular concern applications
designed to facilitate cruise booking and streamline the cruise selection process among a variety of available cruise
packages.

SYSTEMS AND METHODS OF DISPLAYING CRUISE LINE PRICING DATA

The present systems and methods relate generally to the field of on-line price comparisons and in particular

concern applications designed to facilitate cruise price comparisons, reservations, booking, and customer management
by travel agents as well as individual customers.
SYSTEMS AND METHODS OF COMPARING PRODUCT INFORMATION

The present systems and methods relate generally to the field of on-line product comparisons and in particular

concern applications designed to facilitate cruise price comparisons, reservations, booking, and customer management
by travel agents as well as individual customers.
SYSTEMS AND METHODS OF MAINTAINING CLIENT RELATIONSHIPS

The present systems and methods relate to on-line booking of cruises and in particular concern applications

designed to facilitate cruise price comparisons, reservations, booking, and customer management by travel agents.

BACKGROUND OF INVENTION
SYSTEMS AND METHODS OF ON-LINE BOOKING OF CRUISES

The growth of the cruise industry has created an increase in the number of passenger cruise lines that sail

each year. Each cruise line offers a variety of sailings that vary depending on destination, travel date, cruise ship, cabin
category, cabin room, and so forth. While such variety is appealing to potential customers, finding the cruise package
that best fits the customer’s preferences and budget is often difficult.

One of the most daunting tasks for a travel agent is keeping track of all of the available cruise sailings. The
large amount of information pertaining to each sailing combined with constantly changing information such as pricing
and availability makes managing thev cruise sailing data very difficult. In addition, each cruise line tends to use its own
format for categorizing, storing, and accessing cruise data. Commonly, travel agents choose to work with a select
number of the major cruise lines and avoid offering travel packages from the smaller or less familiar cruise lines limiting
the customer’s choices. In many instances, customers must call several different travel agents to compile a complete

set of cruise options which is time-consuming and frustrating for the customer and burdensome for the travel agents.
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Another common problem is that travel agents do not offer generic cruise packages, but instead spend large
amounts of time determining the preferences of each individual customer. A travel agent spends, on average, well over
one hour with each customer to find cruises that match the customer’s preferences taking into account, for example,
past cruise bookings and individual preferences. To actually complete a cruise booking transaction, it takes an average
of ten to fifteen phone calls wherein the travel agent is constantly contacting the customers and the cruise lines. This
process can take several weeks, and on many occasions, the customer may decide not to book the cruise. Historically,
travel agents have been unable to track and manage this customer information. For example, if a customer decides not

to book a cruise, but calls back a week later, the travel agent has to rely on his notes to recall the customer's

- preferences, the cruise packages they discussed, the quotes given to the customer, and so forth.

Another limiting factor of conventional approaches is that separate computer systems are typically required to
complete transactions between the travel agents, their customers, and the various cruise lines. For example, one
system may provide an interface between the cruise line and the agent, another may allow the agent to process cruise
payments, and another may collect standard contact information from the customer. In addition, many of the cruse
lines require travel agents to purchase or lease a dedicated computer system that will allow the travel agents to directly
tie into and communicate with the specific cruise line. Most of these “proprietary” computer systems use highly
archaic programs that have a poorly designed interface. Acquisition of the cumbersome systems is a costly endeavor
for small scale travel agencies that may not have enough business to support many of the major cruise lines’ systems.
Also, these systems are limited in expandability, are difficult to keep updated, and may become legacy systems
(outdated) the day that they are installed. A further problem with such systems is that they typically incorporate
information from a single or a limited number of cruise lines. This results in the travel agent having to purchase or lease
different computer systems and software packages to have access to multiple sets of cruise line information increasing
the travel agent’s costs which typically must be passed onto the customer.

Another difficulty with conventional approaches is that they fail to factor in customer flexibility. For some
customers, the price may be negotiable; for others, the dates of travel may be adjusted. Such flexibility is often ignored
and only those cruises that meet a rigid set of criteria are typically presented to the customer. For example, a customer
may prefer a cruise to Alaska ‘aeparting on specific date. The customer may, however, be interested in other cruises to
Alaska that depart before or after the specific date. Moreover, the customer may also want to know about the “special
discount” cruise to Hawaii departing during the same time and for the same price. Finding cruise packages that only fall
within a rigid set of criteria leave many cruise packages ignored, even though the cruise packages may be of interest to
the customer.

Another common problem is that the large number of options makes it difficult to compare accurately various
cruise packages. The customer may find prices for competing cruise packages, but unless the customer knows the
exact details of each cruise package, it is difficult for the customer to figure out which cruise package is the “best
deal.” For example, suppose X offers a cruise to Panama for $3000 and Y offers a similar cruise to Panama for $2800.
Y appears to be a better deal until the customer learns that X's price is for the Presidential Suite and Y's price is for a
Fourth Class cabin. The many different categories of cruise cabin levels further exacerbate these problems. For
example, a single cruise ship may have eight to ten different cabin categories. In addition, other options such as special

2-
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promotions may also affect the comparison. For example, X may offer a “special” senior citizen rate of $1700 for a
cruise to Panama with lodging in a First Class cabin. Such a promotion may be of interest to customers that qualify for
the special rate. Cabin category levels and special promotions are just two of many factors that are part of cruise
packages. As more and more factors are considered, comparing cruise packages becomes increasingly more complex,
thus making a comprehensive comparison of all available cruise choices to a particular destination a daunting task even
for a seasoned travel agent.

Thus, travel agents are required to rely on expensive, outdated, and proprietary systems, telephone and
facsimile communication, as well as separate customer management systems to sell and book cruises.

SYSTEMS AND METHODS OF MATCHING CUSTOMER PREFERENCES WITH AVAILABLE OPTIONS

The growth of the cruise industry has created an increase in the number of passenger cruise lines that sail
each year. Each cruise line offers a variety of cruise packages, and the cruise packages vary depending on destination,
sailing date, cruise ship, cabin category, excursions, special discounts, and so forth. While such variety offers great
selection to potential customers, finding the cruise package that best fits the customer’s budget and preferences is
often a difficult task. As a result, travel agents spend large amounts of time and energy researching and booking
cruises for customers.

Conventional approaches in the cruise industry fail to provide the travel agent with an integrated collection of
tools capable of effectively managing the large number of available cruises. In many instances, there are more choices
and options available than an agent has time to thoroughly describe. Additionally, the customer may become distracted
by the quantity of information from all of the available cruises so as to make it difficult for the customer to select a
cruise which best meets his needs. These problems create inefficiency in the cruise industry and affect both travel
agents and customers alike.

Customers often seek the advice and guidance of travel agents to provide them with a variety of different
cruises and available options, while at the same time, they rely on the travel agent to help limit the number of cruises

that they must review. This reliance places a significant burden of responsibility upon the travel agent who is required

~ to be knowledgeable about both the customer’s preferences as well as the available cruises. The travel agent is then

faced with the daunting task of matching a customer with a set of cruises that meet the customer’s preferences. In
addition, the agent must be ready to present these choices to the customer in a timely manner.

Conventional approaches to solving this problem in the cruise industry often lead to less than optimal results
and do not provide the customer with a comprehensive set of available cruises. Because a travel agent is limited in the
amount of time he can spend with each customer, a travel agent may only provide the customer with cruise choices
with which the travel agent is rﬁost familiar. This limitation is a disservice to the customer as alternative choices may
be available of which the travel agent is unaware or does not have time to find.

An additional problem is that travel agents spend large amounts of time determining the preferences of each
individual customer, finding cruise packages that meets the customer’s needs, and booking the cruise package. A travel
agent spends, on average, well over one hour with each customer manually sifting through piles of paper documentation

and is constantly on the phone with cruise lines to get current information, such as availability and pricing.

-3-
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Another common problem relates to the varied pricing and cabin availability of cruise sailings. For each cruise
sailing, there are typically a wide variety of pricings, luxury levels, features, and/or available activities. This complexity
is further compounded by numerous special offers, discounts, group rates, and restrictions which may apply to the
cruise sailing. As a result, a travel agent may encounter difficulty in obtaining the best price andfor quality cruise for
the customer unless the agent devotes an undue amount of time to collecting customer information and researching
every possible cruise package.

Thus, conventional approaches fail to provide effective methods for narrowing the choices of the many
different cruises to provide the customer with a consolidated, yet cnmpfe_hensive, series of cruises that are best suited
for the customer. Furthermore, conventional approaches may not adequately consider customer preferences or
eligibility when determining cruise availability. As a result, a travel agent’s efficiency is hindered when dealing with
multiple clients and may result in the non-optimal presentation of cruises to customers affecting both the quality of the
cruise booking process experienced by the customers and the number of customers which are serviced by the travel
agent.

SYSTEMS AND METHODS OF DISPLAYING CRUISE LINE PRICING DATA

The growth of the cruise industry has created an increase in the number of passenger cruise lines that sail
each year. Each cruise line offers a variety of cruise packages, and the cruise packages vary depending on destination,
sailing date, cruise ship, cabin category, excursions, special discounts, and so forth. While such variety offers great
selection to potential customers, finding the cruise package that best fits the customer’s budget and preferences is
often a difficult task. As a result, travel agents spend large amounts of time and energy sorting through the myriad of
cruise information to find cruises that are of interest to the customer.

One common problem is that conventional approaches make it difficult to analyze cruise package pricing
information namely because there is a large amount of pricing data associated with each cruise package. For example,
a cruise package’s pricing data may be based on varying factors such as cabin type, cabin location, number of persons
per cahin, group block discounts, and so forth. Sorting through such data is difficult and arduous.

Another common problem is that the cruise package pricing information is constantly changing. As occupancy
levels change for each cruise ship, the price data may vary to reflect the changes. For example, a cruise ship with a low
occupancy rate may reduce prices to try and encourage sales; whereas a cruise ship with a high occupancy rate may
increase its prices to reflect the high demand. Additionally, a cruise ship set to sail in a short amount of time may
release available cabins at reduced rates to attempt to fill the vacancies. This constant changing of price data makes it
difficult to find accurate cruise package pricing information,

An additional problem is that travel agents spend large amounts of time determining the preferences of each
individual customer, finding cruise packages that meets the customer’s needs, and booking the cruise package. A travel
agent spends, on average, well over one hour with each customer manually sifting through piles of paper documentation
and is constantly on the phone with cruise lines to get current information, such as availability and pricing.

Thus, the large amount of data coupled with the constant changing of the prices makes it difficult and time
consuming to retrieve, analyze, and compare various cruise packages.

SYSTEMS AND METHODS OF COMPARING PRODUCT INFORMATION
-4-
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The growth of the cruise industry has created an increase in the number of passenger cruise lines that sail

each year. Each cruise line offers a variety of cruise packages, and the cruise packages vary depending on destination,
sailing date, cruise ship, cabin category, excursions, special discounts, and so forth. While such variety offers great
selection to potential customers, finding the cruise package that best fits the customer’s budget and preferences is a
difficult task. As a result, travel agents often spend large amounts of time and energy sorting through a myriad of
cruise information to find cruises that are of interest to the customer.

One common problem is that conventional approaches make it difficult to view cruise package and pricing
information namely because there is a large amount of cruise data associated with each cruise package. For example,
cruise data may include itinerary, cabin type, cabin location, number of persons per cabin, group block discounts, and so
forth. Viewing this large amount of data can be quite difficult.

Another common problem is that the large amount of cruise package and pricing information makes it difficult
to compare accurately various cruise packages. It is cumbersome to view information for a single cruise package and
even more difficult to view information for multiple cruise packages. Regardless of the difficulty, the customer needs
to know the details of each cruise package in order to determine which cruise package is the “best deal.” For example,
suppose X offers a cruise to Panama for $3000 and Y offers a similar cruise to Panama for $2800. Y appears to be a
better deal until the customer learns that X's price is for the Presidential Suite and Y's price is for a Fourth Class cabin.
Access to cruise package pricing information is critical.

An additional problem is that travel agents spend large amounts of time determining the preferences of each
individual customer, finding cruise packages that meets the customer’s needs, and booking the cruise package. A travel
agent spends, on average, well over one hour with each customer manually sifting through piles of paper documentation
and is constantly on the phone with cruise lines to get current information, such as availability and pricing.

SYSTEMS AND METHODS OF MAINTAINING CLIENT RELATIONSHIPS

The growth of the cruise industry has created an increase in the number of passenger cruise lines that sail
each year. Each cruise line offers a variety of cruise packages, and the cruise packages vary depending on destination,
sailing date, cruise ship, cabin category, excursions, special discounts, and so forth. While such variety offers great
selection to potential customers, finding the cruise package that best fits the customer’s budget and preferences is
often a difficult task. As a result, travel agents spend large amounts of time and energy researching and booking
cruises for customers.

Conventional approaches in the cruise industry fail to recognize the travel agent’s efforts in the cruise booking
process. Travel agents are actively involved in the cruise booking process beginning with the initial customer contact
{e.g., by telephone conversations, personal appointments, e-mail solicitations, etc.), extending to determining what the
customer wants and scouring the cruise line industry to find acceptable cruise packages. By the time the agent has
booked a cruise package for the customer, the agent has spent a significant amount of time with the customer. Such
service is laborious and typically compensated by sales commission. While there are a number of customer information
systems which have been used by travel agents to provide and manage customer contact information, these systems

fail to track the travel agents’ close involvement with their customers throughout the cruise selling and booking
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process. By relying on such systems, travel agencies and the agents working therein encounter customer management
difficulties and inaccurate tracking of sales commission figures.

An additional problem with conventional approaches is that they fail to ensure that customers will be directed
to agents with whom they have previously established a relationship. It is important that the customer receives the
personal attention and recognition often available only from the travel agent with whom the customer has had previous
contact, as the customer/agent relationship significantly impacts repeat business rate in the cruise industry.

An further problem with conventional approaches is that travel agents spend large amounts of time
determining the preferences of each individual customer, finding cruise packages that meets the customer’s needs, and
booking the cruise package. A travel agent spends, on average, well over one hour with each customer manually sifting
through piles of paper documentation and is constantly on the phone with cruise lines to get current information, such
as availability and pricing.

Thus, conventional approaches fail to provide customer/agent tracking and management thereby reducing the
number of potential customer cruise bookings. Furthermore, conventional approaches do not adequately protect the

agent’s customer pool leading to reduced commissions through inappropriate customer switching among agents.

SUMMARY OF THE INVENTION
SYSTEMS AND METHODS OF ON-LINE BOOKING OF CRUISES

One embodiment of the present invention is a method for selling and booking cruise packages utilizing a web

browser program to electronically communicate with a cruise service web server via a data communications network.
The method comprises utilizing the web browser program to log onto the cruise service web server over the data
communications network, submitting to the cruise service web server customer profile information relating to a
customer, and submitting to the cruise service' web server customer sailing preference information relating to the
customer. The method also comprises receiving a set of cruise sailings in a first electronic document from the cruise
service web server that relate to the customer sailing preference information, selecting a plurality of cruise sailings
from the set of cruise sailings, and submitting the plurality of cruise sailings to the cruise service web site. The method
further comprises receiving detailed cruise information in a second electronic document form the cruise service web
server relating to the plurality of cruise sailings, interactively comparing the detailed cruise information, submitting a
booking request for one of the plurality of cruise sailings to the cruise service web site, and receiving a booking
confirmation from the cruise service web site.

Another embodiment of the present invention is a cruise booking system implemented in a weh server
environment wherein a plurality of remote users use web browser programs to electronically communicate with the
cruise booking system via a data communications network that provides information for a plurality of cruise sailings
and facilitates booking of cruises.  The cruise booking system comprises a customer database configured to
electronically store customer data, a cruise line database configured to electronically store cruise line data, and a
customer management program module configured to track and manage information relating to a plurality of customers

in the customer database. The cruise booking system also comprises a cruise information program module configured
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to search for and provide information about requested cruise sailings in the cruise line database and a cruise booking
program module configured to book reservations for a selected cruise sailing.

An additional embodiment of the present invention is a method for booking cruises utilizing a cruise web server
environment to electronically communicate with a plurality of remote users using web browser programs. The method
comprises receiving a range of search criteria from a remote user’s web browser, obtaining cruise package information
that relates to the range of search criteria, and sending cruise package information to the remote user’s web browser
program. The method further comprises receiving a selected cruise package from the remote user's web browser
program and booking the selected cruise package.

Another embodiment of the present invention is a network node in a network comprising a user node having a
browser program coupled to the network, the user node providing requests for information on the network. The
network node comprises a cruise booking node responsive to a request from the user node to return cruise package
information that relates to a range of search criteria and a request from the user node to book a selected cruise
package from the user node.

An additional embodiment of the present invention is a system for booking cruises. The system comprises an
electronic data structure of cruise package information wherein the cruise package information includes information
from a plurality of cruise lines, a first program module configured to receive requests for cruise package information,
and a second program module configured to obtain cruise package information from the data structure based at least
upon a search request. The system also comprises a third program module configured to prepare cruise package
information for electronic display, a fourth program module configured to output cruise package information for
electronic display, and a fifth program module configured to book a cruise package based at least upon a booking
request. ‘

Another embodiment of the present invention is a method of assisting the community of travel agents in
selling cruises to a plurality of customers in a computer system that implements a web site that is accessible to a
community of travel agents using web browser programs to communicate via a data communications network. The
method comprises receiving an customer identifier from a travel agent’s web browser program, wherein the customer
identifier represents a customer, using the customer identifier to retrieve from an electronic customer database
corresponding customer information, and receiving customer preferences from the travel agent’s web browser program,
wherein the customer preferences include at least one of the customer’s preferred dates of travel, preferred cruise
destination, or preferred cruise line supplier. The method also comprises using least one of the customer preferences or
the customer information to retrieve from an electronic cruise sailing database a set of potential cruise packages,
transmitting the set of potential cruise packages to the travel agent's web browser program, wherein the set of
potential cruise packages are viewable in a first electronic web document, and receiving an electronic identifier
representing a selected cruise package from the travel agent's web browser program, wherein the selected cruise
package is chosen from the set of potential cruise packages. The method further comprises booking the customer on
the selected cruise package.

An additional embodiment of the present invention is a method of assisting the community of customers in
selecting and booking cruises in a computer system that implements a web site that is accessible to a community of
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customers using web browser programs to communicate via a data communications network. The method comprises
receiving a customer identifier from a customer’s web browser program, using the customer identifier to retrieve from
an electronic customer database corresponding customer information, and receiving customer preferences from the
customer’s web browser program, wherein the customer preferences include at least one of the customer's preferred
dates of travel, preferred cruise destination, or preferred cruise line supplier. The method also comprises using least one
of the customer preferences or the customer information to retrieve from an electronic cruise sailing database a set of
potential cruise packages and transmitting the set of potential cruise packages for display in a web document to the
customer’'s web browser program. The method further comprises receiving an electronic identifier representing a
selected cruise package from the customer’s web browser program, wherein the selected cruise package is chosen from
the set of potential cruise packages and hooking the customer on the selected cruise package.

Another embodiment of the present invention is a system for selling cruises to a customer implemented in a
web server environment wherein a plurality of remote users utilize web browser programs to electronically communicate
with the system via a data communications network. The system comprises a cruise search software module
configured to receive a set of customer preferences from a remote user’s web browser program, to search for a set of
cruise packages based on at least the set of customer preferences, and to transmit the set of cruise packages to the
user's web browser program; and a reservation software module configured to receive a reservation request from the
user's web browser program, wherein the reservation request is selected from the set of cruise packages, and to
reserve a cruise package corresponding to the reservation request.

An additional embodiment of the present invention is a computer-implemented system which implements a
computer program wherein remote users search for cruise package information and book cruises over an electronic
communications network. The system comprises a customer management software system configured to manage
customer bookings and track customer preferences, an agent management software system configured to track travel
‘agent interaction with customer accounts and determine and maintain records of compensation for the respective travel
agents for successful customer bookings, and a cruise line management software system configured to maintain
information on a plurality of cruise sailings wherein the information on the plurality of cruise sailings is used by the
customer management software system to manage customer bookings and track customer preferences.

Another embodiment of the present invention is a method of assisting a community of travel agents utilizing
the web browser programs to select and book cruises via electronic communication with the remote cruise booking web
site in a computer system that implements web browser programs that are capable of accessing a remote cruise
booking web site. The method comprises submitting an electronic customer identifier to the remote cruise booking web
site, wherein the customer identifier represents a customer, determining customer preferences wherein the customer
preferences represent preferred cruise sailing information, and submitting an electronic representation of the customer
preferences to the remote cruise booking web site. The method also comprises receiving a set of potential cruise
packages formatted for display in a first electronic web document from the remote cruise booking web site, submitting
an electronic cruise package identifier representing a selected cruise package to the remote cruise booking web site,
wherein the selected cruise package is chosen from the set of potential cruise packages, and submitting a booking
request to the remote cruise booking web site.
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An additional embodiment of the present invention is a method of assisting customers in selecting and booking

cruises in a computer system that implements a web browser program that is capable of accessing a remote cruise
booking web site via an electronic communications network. The method comprises submitting a customer identifier to
the remote cruise booking web site, determining customer preferences wherein the customer preferences represent
preferred cruise sailing information, and submitting customer preferences to the remote cruise booking web site. The
method also comprises receiving a set of potential cruise packages from the cruise booking web site for display in a
first web document, submitting a selected cruise package electronic identifier to the remote cruise booking web site,
wherein the selected cruise package is chosen from the set of potential cruise packages, and submitting a booking
request to the remote cruise booking web site.

Another embodiment of the present invention is a system for selling cruises to a customer implemented as
part of a cruise web server environment wherein a plurality of remote users communicate with the system via a data
communications network utilizing web browser programs. The system comprises a preferences programming module
configured to receive a set of customer preferences from a remote user's web browser program, a cruise search
programming module configured to search for cruises based on at least the set of customer preferences and to return a
set of cruise packages to the remote user's web browser program, and a cruise comparison programming module
configured to format and transmit the set of cruise packages to the remote user’ web browser program. The system
also comprises a reservation programming module configured to receive a reservation request from the remote user's
web browser program wherein the reservation request is selected from the set of cruise packages and a cruise booking
programming module configured to reserve a cruise package corresponding to the reservation request.

An additional embodiment of the present invention is a method for selling and booking cruise packages utilizing
a web browser program to electronically communicate with a cruise service web server via a data communications
network. The method comprises means for utilizing the web browser program to log onto the cruise service web server
over the data communications network, means for submitting to the cruise service web server customer profile
information relating to a customer, and means for submitting to the cruise service web server customer sailing
preference information relating to the customer. The method also comprises means for receiving a set of cruise sailings
for display in a first electronic document that relate to the customer sailing preference information, means for selecting
a plurality of cruise sailings from the set of cruise sailings, and means for submitting the plurality of cruise sailings to
the cruise service web server. The method further comprises means for receiving detailed cruise information for display
in a second electronic document relating to the plurality of cruise sailings, means for interactively comparing the
detailed cruise information, means for submitting a booking request for one of the plurality of cruise sailings to the
cruise service web server, and means for receiving a booking confirmation from the cruise service web server.

Another embodiment of the present invention is a method for booking cruises utilizing a cruise web server
environment to electronically communicate with a plurality of remote users using web browser programs. The method
comprises means for receiving a range of search criteria from the remote user's web browser program, means for
obtaining cruise package information that relates to the range of search criteria, and means for sending cruise package
information to the remote user's web browser. The method also comprises means for receiving a selected cruise
package from the remote user's web browser program and means for booking the selected cruise package.
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In one embodiment, systems and methods for on-line selling and booking of cruises enable a plurality of
customers, agents, and cruise lines to interact with a cruise selling and booking system via communication mediums.
An interactive tool is provided for compiling, reviewing, and processing information obtained from the cruise lines,
customers, and agents. Customers and/or agents may search for and compare various cruise packages to find a cruise
that best suits the customer needs and desires.

SYSTEMS AND METHODS OF MATCHING CUSTOMER PREFERENCES WITH AVAILABLE OPTIONS

One embodiment of the present invention is a method for selecting cruise sailings among a plurality of cruise
packages utilizing a cruise web server environment to electronically communicate via a data communications network
with a plurality of remote users using web browser programs. The method comprises providing an electronic cruise
sailing database wherein the electronic cruise sailing database includes detailed information about a plurality of cruise
sailings for a plurality of cruise lines and receiving a set of customer preferences from a remote user’s web. browser.
The method also comprises searching the electronic cruise sailing database for a subset of the cruise sailings that
correspond to the set of customer preferences and returning the subset of the cruise sailings to the remote user’s web
browser for display as an electronic document.

Another embodiment of the present invention is a cruise qualification system for managing and suggesting
cruise sailing data implemented in a web server environment wherein a plurality of remote users using web browser
programs electronically communicate with the cruise qualification system via a data communications network. The
cruise qualification system comprises an electronic cruise sailing database of cruise sailing data wherein the cruise
sailing data includes data for at least two cruise lines, a customer query program module configured to send and receive
queries to a user, wherein the queries include cruise preference data, and a cruise sailing search program module
configured to search the electronic cruise sailing database for cruise sailing data that corresponds to the cruise
preference data.

An additional embodiment of the present invention is a method for searching a cruise sailing and booking
system for cruise sailing data using a web browser program to electronically communicate with a remote cruise web
server via a data communications network. The methad comprises submitting cruise preference data to the remote
cruise web server, wherein the cruise preference data désignates at least one of preferred sailing dates, preferred
sailing length, preferred destination, and preferred sailing port and receiving from the remote cruise web server a set of
cruise sailing data that matches or closely matches at least a portion of the cruise preference data, wherein the set of
cruise sailing data is retrieved from an electronic cruise sailing database of cruise sailing data for a plurality of cruise
fines.

Another embodiment of the present invention is a method for selecting cruise package information utilizing a
cruise web server environment to electronically communicate via a data communications network with a plurality of
remote users using web browser programs. The method comprises receiving a range of search criteria from a remote
user's web browser program, obtaining cruise package information for a plurality of cruise lines that relates to the
range of search criteria from an electronic database of cruise line data, and outputting the cruise package information

to the remote user’s web browser for display in an electronic document.
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An additional embodiment of the present invention is a network node in a network comprising a user node
having a browser program coupled to the network, the user node providing request for information on the network. The
network node comprises a cruise booking node responsive to a request to obtain cruise package information from the
user node that relates to a range of search criteria received from said user node, wherein the cruise package
information includes information from at least two cruise lines.

Another embodiment of the present invention is a cruise selling system for selebting cruise package
information implemented in a web server system wherein a plurality of remote users communicate via a data
communications network with the cruise selling system using web browser programs. The cruise selling system
comprises an electronic database of cruise pricing information wherein the cruise pricing information comprises
information from different cruise lines and a software module programmed to receive a range of search criteria. The
cruise selling system also comprises a software module programmed to obtain cruise price information from the
electronic database related to the range of search criteria and a software module programmed to output cruise package
information.

An additional embodiment of the present invention is a system for finding cruise package information that
corresponds to a user’s preferences implemented in conjunction with a web browser program wherein the web browser
program communicates with a remote cruise web server system via a data communications network. The system
comprises a user preference programming module configured to send a set of user preferences to the remote cruise web
server system and a display programming module configured to receive a display of cruise package and pricing
information corresponding to the set of user preferences.

Another embodiment of the present invention is a method for selecting cruise sailings among a plurality of
cruise packages utilizing a cruise web server environment to electronically communicate via a data communications
network with a plurality of remote users using web browser programs. The method comprises means for providing an
electronic cruise sailing database wherein the electronic cruise sailing database includes detailed information about a
plurality of cruise sailings for a plurality of cruise lines and means for receiving a set of customer preferences from a
remote user's web browser. The method also comprises means for searching the electronic cruise sailing database for
a subset of the cruise sailings that correspond to the set of customer preferences and means returning the subset of the
cruise sailings to the remote user's web browser for display as an electronic document.

An additional embodiment of the present invention is a method for searching a cruise sailing and booking
system for cruise sailing data using a web browser program to electronically communicate with a remote cruise web
server via a data communications network. The method comprises means for submitting cruise preference data to the
remote cruise web server, wherein the cruise preference data designates at least one of preferred sailing dates,
preferred sailing length, preferred destination, and preferred sailing port and means for receiving from the remote cruise
web server a set of cruise sailing data that matches or closely matches at least a portion of the cruise preference data,
wherein the set of cruise sailing data is retrieved from an electronic cruise sailing database of cruise sailing data for a
plurality of cruise lines.

The present invention relates to systems and methods for matching customer preferences with available
options determining customer needs which may be used for the purpose of facilitating the cruise selling and booking
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process. The cruise selling and booking system is designed to store customer information and preferences and use the
information to query available cruise options. The results of the query represent optimized cruise selections for which
the customer will be well suited. The user quickly accesses relevant cruise package and pricing information which may
be used for detailed comparisons between individual cruise packages.

SYSTEMS AND METHODS OF DISPLAYING CRUISE LINE PRICING DATA

One embodiment of the present invention is a method of presenting cruise pricing information for display by a
plurality of web browser programs, wherein the method utilizes a cruise web server environment to electronically
communicate via a data communications network with a plurality of remote users using the web browser programs and
the cruise pricing information includes real-time pricing and availability data. The method comprises receiving a
selected cruise sailing from a remote user’s web browser program, identifying rate options stored in an electronic cruise
line database that correspond to the selected cruise sailing, and sending the rate options to the remote user's web
browser program. The method also comprises receiving a set of selected rate options from the remote user’s web
browser program and identifying cabin pricing categories stored in the electronic cruise line database that correspond to
the selected cruise sailing and the set of selected rate options. The method further comprises obtaining cruise price
information from the electronic cruise line database that corresponds to the cabin pricing categories and preparing
cruise price information for display in a price summary as part of an electronic document by the remote user's web
browser.

Another embodiment of the present invention is a method of filtering cruise pricing information for display to a
remote user’s web browser program utilizing a cruise web server environment to electronically communicate with a the
remote user's web browser program via a data communications network. The method comprises receiving a selected
cruise sailing from the remote user's web browser program, identifying rate options stored in an electronic database
that correspond to the selected cruise sailing, and sending the rate options to the remote user’s web browser program
for display as an electrbnic document. The method also comprises receiving a set of selected rate options from the
remote user’s web browser program and using the set of selected rate options to retrieve pricing information from the
electronic database that corresponds to the selected cruise sailing and to formulate a query that filters the pricing
information based at least upon the selected rate options.

An additional embodiment of the present invention is a method of requesting cruise price information using a
web browser program to electronically communicate with a remote cruise web server system via a data
communications network, wherein the cruise price information includes real-time pricing and availability data. The
method comprises sending a first request for information on a cruise sailing to the remote cruise web server system and
receiving a price matrix display of cruise price information corresponding to the cruise sailing from the remote cruise
web server system, wherein the price matrix display is displayed in the web browser program as an electronic
document.

Another embodiment of the present invention is a method of requesting cruise price information using a web
browser program to electronically communicate with a remote cruise web server system via a data communications
network. The method comprises sending a first request for information on a cruise sailing te the remote cruise web
server system and receiving a set of rate options corresponding to the cruise sailing from the remote cruise web server
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system. The method also comprises sending a selection of rate options from the set of rate options and receiving a
price matrix display of cruise price information corresponding to the cruise sailiing from the remote cruise web server
system, wherein the cruise price information corresponds to the selection of rate options and the price matrix display is
displayed in the web browser program as an electronic document.

An additional embodiment of the present invention is a method of filtering cruise price information using a web
browser program to electronically communicate with a remote cruise web server system via a data communications
network. The method comprises sending a first request for information on a cruise sailing to the remote cruise web
server system, receiving a set of rate options corresponding to the cruise sailing from the remote cruise web server
system and wherein the set of rate options are formatted for display as an electronic document by the web browser
program. The method also comprises selecting a selection of rate options from the set of rate options and sending the
selection of rate options to the remote cruise web server system.

Another embodiment of the present invention is a method of using a computer to enable a remote user to
compare cruise package pricing information from a cruise booking web server system, wherein the remote user
electronically communicates with the cruise booking web server system using a web browser program via a data
communications network and at least a portion of the cruise package pricing information includes real-time pricing and
availability data. The method comprises receiving a request for cruise price information for at least two cruises from
the remote user’s web browser program, preparing the cruise price information for display in an electronic document
that includes a price summary matrix, and sending the price summary matrix to the remote user's web browser
program.

An additional embodiment of the present invention is a network node in a network comprising a user node
having a browser program coupled to the network, the user node providing requests for information on the network.
The network node comprises a cruise booking node responsive to a request for cruise price information for at least two
cruises from the user node wherein the cruise booking node provides the user node with a price summary of the cruise
price information.

Another embodiment of the present invention is a system for displaying cruise price information implemented
in a web server environment wherein a plurality of remote users communicate with the system via a data
communications network using web browser brograms. The system comprises an electronically stored data structure
of cruise price information wherein the cruise price information includes information from different cruise lines, a
program module configured to receive requests for cruise information from a remote user’s web browser program, and a
program module configured to obtain cruise price information from the electronically stored data structure based at
least upon a price summary request. The system also comprises a program module configured to prepare cruise price
information for a display as a price summary in an electronic document and a program module for outputting the
prepared cruise price information to the remote user’s web browser program.

An additional embodiment of the present invention is a method for analyzing cruise package pricing category
information utilizing a cruise web server environment to electronically communicate via a data communications network
with a plurality of remote users using web browser programs. The method comprises receiving a set of rate options
from a remote user's web browser program, obtaining cruise package information relating to the set of rate options
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from an electronic database of cruise pricing information, and outputting the cruise package information in a pricing

table for display by the remote users web browser program.

Another embodiment of the present invention is a network node in a network comprising a user node having a
browser program coupled to the network, the user node providing requests for information on the network. The
network node comprises a cruise booking node responsive to a request from the user node, wherein the cruise booking
node queries an electronic database of cruise information for cruise package information that relates to a set of rate
options received from said user node and forwards the cruise package information to the user node.

An additional embodiment of the present invention is a system for analyzing cruise package information
implemented in a web server environment wherein a plurality of remote users utilize web browser programs to
electronically communicate with the system via a data communications network. The system comprises an
electronically stored data structure of cruise price information wherein the cruise price information includes information
from different cruise lines and a program module configured to receive a set of rate options from a remote user’s web
browser program. The system also comprises a program module configured to obtain real-time cruise price information
from the electronically stored data structure, wherein the obtained real-time cruise price information relates to the set
of rate options and a program module for outputting cruise package information in a price summary for display by the
remote user's web browser program.

Another embodiment of the present invention is a system for comparing cruise package pricing options
implemented in a web server environment wherein a plurality of remote users utilize web browser programs to
electronically communicate with the system via a data communications network. The system comprises a cruise sailing
selection software component configured to receive a request for cruise pricing information for a selected sailing from a
remote user’s web browser program and a pricing options software component configured to search for a set of pricing
options that correspond to the selected sailing in an electronic database of cruise information, to send the set of pricing
options to the remote user’s web browser program, and to receive a set of selected pricing options from the remote
user's web browser program. The system also comprises a pricing categ:ory software component configured to search
for cruise pricing information in the electronic database of cruise information, wherein the cruise pricing information
relates to the set of selected pricing options and a display software component configured to process and format the
cruise pricing information for display in a pricing matrix by the remote user's web browser program, wherein the pricing
matrix is organized at least in part by the pricing categories.

An additional embodiment of the present invention is a system for comparing cruise package pricing options
implemented in conjunction with a web browser program, wherein the web browser program electronically
communicates with a remote cruise web server via a data communications network. The system comprises a cruise
sailing selection software component configured to send requests for real-time cruise pricing information to the remote
cruise web server, wherein the real-time cruise pricing information is organized into pricing categories, a pricing options
selection software component configured to send requests to the remote cruise web server for filtering the cruise
pricing information based at least upon a set of selected pricing options, and a display software component configured

to receive the requested filtered, real-time cruise pricing information from the remote cruise web server and to display
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the filtered, real-time cruise pricing information using the web browser program in a pricing matrix, wherein the pricing
matrix is organized at least in part by the pricing categories.

Another embodiment of the present invention is a method of presenting cruise pricing information user’s web
browser program utilizing a cruise web server environment to electronically communicate with a the remote user’s web
browser program via a data communications network. The method comprises means for receiving a selected cruise
sailing from a remote user’s web browser program, means for identifying rate options stored in an electronic database
that correspond to the selected cruise sailing, and means for sending the rate options to the remote user’s web browser
program for display as an electronic document. The method also comprises means for receiving a set of selected rate
options from the remote user's web browser program and means for identifying cabin pricing categories stored in the
electronic database that correspond to the selected cruise sailing and the set of selected rate options. The method
further comprises means for obtaining cruise price information from the electronic database that corresponds to the
cabin pricing categories and means for preparing cruise price information for display by the remote user’s web browser
program in price summary.

An additional embodiment of the present invention is a method of requesting cruise price information using a
web browser program to electronically communicate with a remote cruise web server system via a data
communications network. The method comprises means for sending a first request for information on a cruise sailing to
the remote cruise web server system and means for receiving a set of rate options corresponding to the cruise sailing
from the remote cruise web server system, wherein the set of rate options are formatted for display as an electronic
document by the web browser program. The method also comprises means for sending a selection of rate options from
the set of rate options to the remote cruise web server and means for receiving a price matrix display of cruise price
information corresponding to the cruise sailing from the remote cruise web server system, wherein the cruise price
information corresponds to the selection of rate options.

In one embodiment, systems and methods of comparing pricing information may commence with a user access
the cruise selling and boeking system to search for cruise packages that meet a customer's preferences. The user may
utilize the cruise selling and booking system to select a set of pricing options for which the customer may qualify. The
user may then view detailed pricing information that corresponds to the set of pricing options in one or more of the
available price matrices.

SYSTEMS AND METHODS OF COMPARING PRODUCT INFORMATIGN

One embodiment of the present invention is a method of providing cruise package and pricing information for

comparison utilizing a cruise web server environment to electronically communicate via a data communications network
with a plurality of remote users using web browser programs. The method comprises receiving a selection of at least
two cruise packages from a remote user’s web browser program, and obtaining cruise package and pricing information
that corresponds to the at least two cruise packages from an electronic database of cruise data. The method also
comprises preparing the cruise package and pricing information for display in an electronic web document and sending
the prepared cruise package pricing information to the remote user’s web browser program.

Anather embodiment of the present invention is a method of using a computer to compare cruise package and
pricing information utilizing a cruise web server environment to electronically communicate via a data communications
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network with a plurality of remote users using web browser programs. The method comprises receiving a request for
cruise package and pricing information for at least two cruise different cruise lines from a remote user’s web browser
program, retrieving cruise package and pricing information that corresponds to the request from a database of
electronically stored cruise line data, and outputting the cruise package and pricing information for display as an
electronic document by the remote user’s web browser program.

An additional embodiment of the present invention is a method of requesting cruise package and pricing
information for comparison using a web browser program to electronically communicate with a remote cruise web
server system via a data communications network. The method comprises sending a request to the remote cruise web
server system for cruise package and pricing information for at least two different cruise lines and receiving cruise
package and pricing information from the remote cruise web server system that corresponds to the request, wherein the
cruise package and pricing information was retrieved from an electronic database of cruise line data and the cruise
package and pricing information is formatted for side-by-side display by the web browser program.

Another embodiment of the present invention is a method of using a computer to hook a cruise package using
a web browser program to electronically communicate with a remote cruise web server system via a data
communications network. The method comprises sending a request to the remote cruise web server system for cruise
package and pricing information for at least two cruise different cruise ships and receiving from the remote cruise web
server system the cruise package and pricing information for the at least two different cruise ships, wherein the cruise
package and pricing information is displayed in a side-by-side display using the web browser program.

An additional embediment of the present invention is a network node in a network comprising a user node
having a browser program coupled to the network, the user node providing requests for information on the network.
The network node comprises a cruise booking node responsive to a request to retrieve cruise package and pricing
information for at least two different cruise lines from the user node, wherein the cruise booking node retrieves cruise
package and pricing information from an electronic database for display in an electronic document and sends the cruise
package and pricing information to the user node.

Another embodiment of the present invention is a system for comparing cfuise packages implemented in a
web server environment, wherein a plurality of remote users using web browser programs electronically communicate
with the system via a data communications network. The system comprises an electronically stored data structure of
cruise package and pricing information wherein the cruise package and pricing information includes information from
different cruise lines, a program module configured to receive a display request from a remote user's web browser
program, and a program module configured to obtain cruise package and pricing information from the electronically
stored data structure based at least upon the display request. The syétem also comprises a program module configured
to prepare the obtained cruise package and pricing information for display in an electronic web document, and a
program module configured to output to the remote user's web browser program the prepared cruise package and
pricing information for display in the electronic web document.

An additional embodiment of the present invention is a method of organizing cruise package and pricing
information for display utilizing a cruise selling and booking web server system to electronically communicate via a data

communications network with a plurality of remote users using web browser programs. The method comprises
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receiving a first identifier corresponding to a first cruise package from a remote user's web browser program, retrieving
a first set of cruise package and pricing information from an electronic database, wherein the first set of cruise package
and pricing information corresponds to the first identifier, and receiving a second identifier corresponding to a second
cruise package from the remote user's web browser program. The method also comprises retrieving a second set of
cruise package and pricing information from the_ electronic database, wherein the second set of cruise package and
pricing information corresponds to the second identifier, formatting at least a portion of the first set of cruise package
and pricing information and at least a portion of the second set of cruise package and pricing information for display in
a side-by-side comparison section of an electronic document, wherein the side-by-side comparison section includes at
least a first window and a second window, and returning to the remote user's web browser program the formatted at
least a portion of the first set of cruise package and pricing information and at least a portion of the second set of
cruise package and pricing information.

Another embodiment of the present invention is a method of using a computer to compare cruise package
information using a web browser program to electronically communicate with a remote cruise web server system via a
data communications network. The method comprises sending a request for a first set of cruise package and pricing
information to the remote cruise web server system and sending a request for a second set of cruise package and
pricing information to the remote cruise web server system. The method also comprises receiving from the remote
cruise web server system the first set of cruise package and pricing information in a first window of a display, wherein
the display is included in a web document accessible by the web browser program, and receiving from the remote cruise
web server system the second set of cruise package and pricing information in a second window of the display.

An additional embodiment of the present invention is a method of providing cruise package information for
display utilizing a cruise web server environment to electronically communicate via a data communications network
with a plurality of remote users using web browser programs. The method comprises receiving a request for cruise
package and pricing information from a remote user’s web browser program, determining whether a card is available;
if there is no card available, returning an error message to the remote user's web browser program, and if card is
available, retrieving the requested cruise package and pricing information from an electronic database of cruise data and
returning to the remote user's web browser program the cruise package and pricing information for electronic display in
an available card.

Another embodiment of the present invention is a system for comparing cruise package information
implemented in conjunction with a web browser program, wherein the web browser program communicates with a
remote cruise web server system via a data communications network. The system comprises a selection software
component configured to send requests to the remote cruise web server system for cruise package and pricing
information for at least two cruise packages and a display software component configured to display in the web
browser program the requested cruise package and pricing information for the at least two cruise packages in a side-by-
side display as part of an electronic document.

An additional embodiment of the present invention is a method of providing cruise package and pricing
information for comparison utilizing a cruise web server environment to electronically communicate via a data
communications network with a plurality of remote users using web browser programs. The method comprises means
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for receiving a selection of at least two cruise packages from a remote user’s web browser program and obtaining
cruise package and pricing information that corresponds to the at least two cruise packages from an electronic
database of cruise data. The method also comprises means for preparing the cruise package and pricing information for
display in an electronic web document and means for sending the prepared cruise package pricing information to the
remote user's web browser program.

Another embodiment of the present invention is a method of using a computer to book a cruise package using
a web browser program to electronically communicate with a remote cruise web server system via a data
communications network. The method comprises means for sending a request to the remote cruise web server system
for cruise package and pricing information for at least two cruise different cruise ships and means for receiving from
the remote cruise web server system the cruise package and pricing information for the at least two different cruise
ships, wherein the cruise package and pricing information is displayed in a side-by-side display using the web browser
program.

The present invention relates to systems and methods for comparing multiple sets of information in a compare
display. One embodiment of the invention includes a system for displaying cruise package and pricing information in
side-by-side windows wherein the user may replace the contents of each of the windows with an alternate selection of
cruise package and pricing information. The compare display enables the users to compare accurately the detailed
cruise package and pricing information,

SYSTEMS AND METHODS OF MAINTAINING CLIENT RELATIONSHIPS

One embodiment of the present invention is a system for tracking agent interaction with customers

implemented in a web server environment wherein a plurality of remote users utilizing web browser programs
electronically communicate with the system via a data communications network. The system comprises an electronic
customer database configured to store information about a plurality of customers and an electronic agent database
configured to store information about a plurality of agents. The system also comprises an electronic rules database
configured to store rules that define temporal relationships between the plurality of customers and the plurality of
agents and an agent ownership program module in communication with the customer database, the agent database, and
the rules database, wherein the agent ownership program module is configured to control agent access to information
about the plurality of customers in the customer database based at least upon the tempdral relationships between the
plurality of customers and the plurality of agents.

Another embodiment of the present invention is a method for managing agent ownership of customers utilizing
a cruise web server environment to electronically communicate via a data communications network with a pIu}ality of
remote users using web browser programs. The method comprises receiving and agent identifier that represents an
agent from a remote user's web browser program, receiving a customer identifier that represents a customer from the
remote user's web browser program, and verifying that the customer is available for interaction with the agent by
querying an electronic database of agent and customer information. The method also comprises receiving an agent
activity from the remote user’s web browser program and determining a time window for agent activity based at least
upon at least one agent ownership rule, wherein the at least one agent ownership rule is stored in the electronic

database. The method further comprises creating an agent of record association between the agent and the customer
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wherein the agent is designated as the customer’s agent of record for the allotted amount of time and storing the agent
of record association in the electronic database.

An additional embodiment of the present invention is a method of verifying agent ownership of a customer
utilizing a cruise web server environment to electronically communicate via a data communications network with a
plurality of remote users using web browser programs. The method comprises receiving an agent identifier representing
an agent from a remote user’s web browser program, receiving a customer identifier representing a customer from the
remote user's web browser program, and retrieving a customer record from an electronic customer database, wherein
the customer record corresponds to the customer and the customer record includes an agent of record. The method
also comprises determining whether the agent of record corresponds to the agent represented by the agent identifier
and returning a message to the remote user’s web browser program signifying whether the agent of record corresponds
to the agent represented by the agent identifier.

Another embodiment of the present invention is a method for changing an agent of record association
between an agent and a customer utilizing a cruise web server environment to electronically communicate via a data
communications network with a plurality of remote users using web browser programs. The method comprises
receiving an agent identifier representing an agent from a remote user’s web browser, receiving a customer identifier
representing a customer from the remote user's web browser, and receiving an activity that represents a
communication between the agent and the customer from the remote user’s web browser. The method also comprises
retrieving a customer record from an electronic database, wherein the customer record corresponds to the customer and
the customer record includes an agent of record association, setting the agent of record association to correspond to
the agent represented by the agent identifier, and storing the agent of record association in the electronic database.

An additional embodiment of the present invention is a method for tracking and maintaining relationships
among clients and agents, wherein the method uses a web browser program to electronically communicate with a
remote cruise web server system via a data communications network. The method comprises submitting an agent
identifier that corresponds to an agent to the remote cruise web server system, submitting a customer identifier that
corresponds to a customer to the remote cruise web server system, and receiving agent ownership information from the
remote cruise web server system, wherein the agent ownership information corresponds to the customer and the
customer’s assigned agent signifying whether the agent may proceed with working with the customer.

Another embodiment of the present invention is a method for using an agent ownership system to update an
existing relationship between clients and agents, wherein the method uses a web browser program to électrunically
communicate with a remote cruise web server system via a data communications network. The method comprises
submitting an agent identifier that corresponds to an agent to the remote cruise web server system and submitting a
client identifier to the remote cruise web server system that corresponds to a client with whom the agent has an
existing relationship. The method also comprises submitting an agent activity to the remote cruise web server system
and receiving a time period for which the relationship is valid from the remote cruise web server system.

An additional embodiment of the present invention is a method of identifying an agent of record utilizing a
cruise web server environment to electronically communicate via a data communications network with a plurality of

remote users using web browser programs. The method comprises receiving a customer identifier representing a
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customer from a remote user’s web browser, retrieving a customer record from an electronic customer database,
wherein the customer record corresponds to the customer identifier, and determining whether an agent of record has
been assigned to the customer record. The method also comprises returning an agent of record designator to the
remote user's web browser if the agent of record has been assigned and returning an available agent designator to the
remote user's web browser if the agent of record has not been assigned.

Another embodiment of the present invention is a method for overriding an agent of record association
between a first agent and a customer utilizing a cruise web server environment to electronically communicate via a data
communications network with a plurality of remote users using web browser programs. The method comprises
receiving an agent identifier representing a second agent from a remote user's web browser program, receiving a
customer identifier representing a customer from the remote user's web browser program, and retrieving agent of
record data corresponding to the customer identifier from an electronic database. The method also comprises setting
the agent of record data to the agent identifier, receiving an expiration date from the remote user's web browser
program, and retrieving agent of record data from the electronic database, wherein the agent of record data
corresponds to the customer identifier. The method further comprises setting the agent of record data to correspond to
the agent identitier and the expiration date and storing the agent of record data in the electronic database.

An further embodiment of the present invention is a method of creating an agent of record association
between an agent and a customer utilizing a cruise web server environment to electronically communicate via a data
communications network with a plurality of remote users using web browser programs. The method comprises
receiving an agent identifier representing an agent from a remote user’s web browser program, receiving customer
information about a customer from the remote user's web browser program, and creating a customer record. The
method also comprises creating an agent of record association between the customer and the agent and storing the
customer record in an electronic database.

Another embodiment of the present invention is a system for tracking agent interaction with customers
implemented in conjunction with a web browser program, wherein the web browser program electronically
communicates with a remote cruise web server system via a data communications network. The system comprises an
agent identifier program module configured to submit to the remote cruise web server system an agent identifier that
corresponds to an agent and a client identifier program module configured submit to the remote cruise web server
system a client identifier that corresponds to a client with whom the agent has an existing relationship. The system
also comprises an agent activity program module configured to submit to the remote cruise web server system an agent
activity wherein the agent activity corresponds to the agent identifier and the client identifier and a time program
module configured to receive a time period for which the relationship is valid from the remote cruise web server system.

An additional embodiment of the present invention is a method for managing agent ownership of customers
utilizing a cruise web server environment to electronically communicate via a data communications network with a
plurality of remote users using web browser programs. The method comprises means for receiving and agent identifier
that represents an agent from a remote user’'s web browser program, means for receiving a customer identifier that
represents a customer from the remote user's web browser program, and means for verifying that the customer is

available for interaction with the agent by querying an electronic database of agent and customer information. The
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method also comprises means for receiving an agent activity from the remote user’s web browser program and means
for determining a time window for agent activity based at least upon at least one agent ownership rule, wherein the at
least one agent ownership rule is stored in the electronic database. The method further comprises means for creating
an agent of record association between the agent and the customer wherein the agent is designated as the customer’s
agent of record for the allotted amount of time and means for storing the agent of record association in the electronic
database.

Another embodiment of the present invention is a methoed for tracking and maintaining relationships among
clients and agents, wherein the method uses a web browser program to electronically communicate with a remote
cruise web server system via a data communications network. The method comprises means for submitting an agent
identifier that corresponds to an agent to the remote cruise web server system, means for submitting a customer
identifier that corresponds to a customer to the remote cruise web server system, and means for receiving agent
ownership information from the remote cruise web server system, wherein the agent ownership infermation
corresponds to the customer and the customer’s assigned agent signifying whether the agent may proceed with
working with the customer.

In one embodiment, systems and methods are used to maintain client relationships by tracking and managing
customers and agents involved in booking a cruise. Furthermore, various activities which take place between an agent
and active customers are monitored, whereby the type and quantity of activities performed by the agent is evaluated to
assign a period of time of ownership of the customer. During the period of time while the customer is owned, other
agents are prevented from acquiring the customer and subsequent booking commission. A series of rules which
determine the duration of ownership of the customer are maintained and applied to enable the ownership to be changed
as needed.

For purposes of summarizing the invention, certain aspects, advantages, and novel features of the invention
are described herein. It is to be understood that not necessarily all such advantages may be achieved in accordance
with any particular embodiment of the invention. Those skilled in the art will recognize that the invention may be
embodied or carried out in a manner that achieves one advantage or a group of advantages as taught herein without
necessarily achieving other advantages as may be taught or suggested herein.

CONCLUSION OF SUMMARY

These and other features will now be described with reference to the drawings summarized below. These
drawings and the associated description are provided to illustrate embodiments of the invention, and not to limit the
scope of the invention. Throughout‘ the drawings, reference numbers are re-used to indicate correspondence between
referenced elements. In addition, the first digit of each reference number indicates the figure in which the element first

appears.

BRIEF DESCRIPTION OF THE DRAWINGS
Figure 1 illustrates a high-level block diagram of one embodiment of the present invention.
Figure 2A illustrates a high-level block diagram of one embodiment of the present invention.
Figure 2B illustrates a high-level block diagram of an additional embodiment of the present invention.
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system.

Figure 3A illustrates a high-level block diagram of one embodiment of cruise selling and booking system.

Figure 3B illustrates a high-level block diagram of an additional embodiment of cruise selling and booking

Figure 4 illustrates a flowchart of ane embodiment of the cruise selling and booking process.
Figure 5 illustrates one embodiment of a main menu display.

Figure 6 illustrates one embodiment of a customer search display.

Figure 7 illustrates one embodiment of a qualification display.

Figure 8 illustrates one embodiment of a pricing and availability display.

Figure 9 illustrates one embodiment of a rate option or pricing options display.

Figure 10 illustrates one embodiment of a price matrix display.

Figure 11A illustrates one embodiment of a compare display.

Figure 11B illustrates an additional embodiment of a compare display.

Figure 11C illustrates an additional embodiment of a compare display.

Figure 12 illustrates one embodiment of a cruise booking worksheet display.

Figure 13 illustrates one embodiment of a reservation information display.

Figure 14 illustrates one embodiment of a payment information display.

Figure 15 illustrates a high-level block diagram of one embodiment of a qualification module.

Figure 16 illustrates a flow chart of one embodiment of employing a customer information acquisition process

during customer qualification.

Figure 17 illustrates a flow chart of one embodiment of employing a pre-qualification-process during customer

qualification.

Figure 18 illustrates a flow chart of one embodiment of employing a qualification query process during

customer qualification.

Figure 19 illustrates a high-level block diagram of a price comparison module.

Figure 20 illustrates one embodiment of a pricing matrix.

Figure 21 illustrates an additional embodiment of a pricing matrix.

Figure 22 illustrates one embodiment of a flow chart of a pricing options selection process.
Figure 23 illustrates one embodiment of a flow chart of a price matrix process.

Figure 24 illustrates a high-level block diagram of a comparison module.

Figure 25 illustrates one embodiment of a compare display template.

Figure 26 illustrates one embodiment of a flow chart of a compare display process.

Figure 27 illustrates one embodiment of a flow chart of a user selection process.

Figure 28 illustrates a high-level block diagram of one embodiment of an agent ownership module.
Figure 28 illustrates a flow chart of one embodiment of creating an agent of record relationship.
Figure 30 illustrates a flow chart of one embodiment of identifying an agent of record.

Figure 31 illustrates a flow chart of one embodiment of verifying an agent of record.

Figure 32 illustrates a flow chart of one embodiment of changing an agent of record.
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Figure 33 illustrates a flow chart of one embodiment of overriding an agent of record.

Figure 34 illustrates a high-level block diagram of one embodiment of agent of record activities.

Figure 35 illustrates a state diagram of one embodiment of customer states.

Figures 36A through 36L are one embodiment of a database model.

DETAILED DESCRIPTION
SYSTEMS AND METHODS OF ON-LINE BOOKING OF CRUISES

The present invention relates to systems and metheds for on-line selling and booking of cruises. Figure 1
illustrates one embodiment of the invention wherein a plurality of customers, agents, and cruise lines interact with a
cruise selling and booking system 110 via communication mediums 120 such as the Internet 425. Cruise lines may
interact directly with the cruise selling and booking system 110 andfor via a cruise line interface system 130 that
stores information for one or more cruise lines. The cruise selling and booking system 110 in the illustrated
embodiment provides an interactive tool for compiling, reviewing, and processing information obtained from the cruise
lines, customers, and agents. The customer may obtain information about the cruise lines utilizing components of the
cruise selling and booking system 110 directly or through interaction with an agent. The customer is thus able to find
information about various cruises packages and to book a cruise package either with or without the interaction of an
agent utilizing a series of resources as will be discussed in greater detail below and illustrated in subsequent figures.

L On-line Booking of Cruises

An overview of one embodiment of a cruise selling and booking system 110 is shown in Figure 2A. In the
exemplary system, a customer contacts an agent via a telephone and the agent uses a computer (hereinafter “agent
computer 240”) to connect to the Internet 125 and to communicate with the cruise selling and booking system 110. In
one embodiment, the cruise selling and booking system 110 includes a server component 210, a cruise selling and
booking component 220, and a database collection 230. In one embodiment, the database collection 230 includes a
customer database 232, a cruise line database 234, an activity database 236, and an agent database 238. It is
recognized that the information stored in the database collection 230 may be discretely stored in multiple independent
databases, combined in a single database, or a combination thereof.

Using the agent computer 240, the agent accesses the components of the cruise selling and booking system
110 to find information about the customer, to provide the customer with information about cruise sailings from the
cruise line database 234, and to book cruise packages as desired by the customer. Additionally, the agent may collect
and store information about the customer in the customer database 232 and may further access resources of the agent
database 238 which stores information relating to the agent and his customers, allowing the agent to better manage
his customer communication, scheduling, and interactions.

In another embodiment, shown in Figure 2B, a customer may access resources of the cruise selling and
booking system 110 using a computer (hereinafter “customer computer 250"} via the Internet 125. In one embodiment
a customer may have access to a portion of the functions and resources to which an agent has access, for example,
allowing the customer to compare and book cruises with or without additional interaction with an agent. It is
recognized that in other embodiments a customer may have the same or greater access. In further embodiments, both
agents and customers may access the cruise selling and booking system 110.

23-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
One sample process of selling and booking a cruise will now be described wherein an agent is interacting with

the cruise selling and booking system 110. It is recognized that in other embodiments, however, the same andor
similar process may be used by a customer to book a cruise.

The agent uses the agent computer 240 to log onto the website and to submit customer identification
information to the cruise selling and beoking system 110. The cruise selling and booking system 110 receives the
customer identification information, searches for the appropriate customer data in the customer database 232, and
returns the related customer information to the agent computer 240. In one embodiment, the cruise selling and booking
system 110 may also manage requests for adding new customers to the customer database 232 and/or updaﬁng
customer information for existing customers in the customer database 232.

The agent may then use the customer information to help the customer define a set of cruise preferences.
The customer information may include, for example, boaking history, favorite cruise lines, destinations, travel dates,
and so forth. The agent may then submit the customer’s cruise preferences to the cruise selling and booking system
110. The cruise selling and booking system 110 receives the cruise preferences and queries the cruise line database
234 for cruise packages that are a close match to the submitted cruise preferences. In other embodiments, the cruise
-selling and booking system 110 may receive cruise package information from other sources such as, for example, by
directly contacting individual cruise lines, by contacting third party booking engines, by querying proprietary databases,
and so forth. After receiving the cruise package information, the cruise selling and booking system 110 compiles and
returns the cruise sailings that match the customer’s preferences and may also return other cruise sailings that may be
of interest to the customer.

In one embodiment, the cruise selling and booking system 110 compiles and formats the returned query cruise
package information from the various databases, cruise lines, and/or booking engines in a uniform manner so as to allow
the information to be presented in a user-friendly format. In one embodiment, the cruise selling and booking system
110 may also store information received from databases, cruise lines, andfor external booking engines in the cruise line
tlatabase 234.

The agent receives t.he cruise package information and may discuss the various packages with the customer.
In one embodiment, the cruise package information may include cabin availability and/or pricing information.

When the customer has decided which cruise to book, the agent sends a cruise reservation/booking request to
the cruise selling and booking system 110. The cruise selling and booking system 110 receives the cruise
reservation/booking request and verifies the availability of the space aboard the cruise line of interest and returns a
cruise reservation/booking confirmation to the agent. If the customer, however, decides not to book a cruise, the cruise
selling and booking system 110 may store the customer’s cruise preferences andfor the returned cruise sailing
information in the database collection 230.

Il Benefits of On-line Booking of Cruises

The cruise selling and booking system 110 allows a customer andfor agent to search for and compare the
various cruise packages to find a cruise that best suits the customer needs and desires. One benefit of one embodiment
is that customers and/or agents have access to up-to-date cruise package information from multiple cruise lines without

having to spend unnecessary quantities of time requesting and compiling information independently from each cruise
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line. Because the cruise selling and booking system 110 is available for immediate access via the communication

mediums 120, the customers and/or agents may request information such as pricing and cabin availability and receive
accurate and timely responses. The information is desirably accessible throughout all hours of the day and is typically
not dependent on the cruise line having service representatives provide the information to the customer or agent via
traditional telephone and facsimile communication.

Another benefit of one embodiment is that the cruise selling and booking system 110 may take into account
customer flexibility by enabling the customer to specify a range of preferences. For example, the customer may want
to search for cruises that depart anytime during a seven-day period or for cruises traveling to a general region of the
world. In addition, the cruise selling and booking system 110 may select cruises that may be of interest to the
customer but are different from those specified in the customer’s cruise package preferences. For example, the cruise
selling and booking system 110 may search for cruises packages that depart on dates before or after those specified by
the customer, cruise packages that provide special discounts for attributes that match the customer’s profile (e.g., a
children cruise free), cruise packages that match preferences that the customer previously requested, as well many
other cruise packages.

An additional benefit of one embodiment is that the cruise selling and booking system 110 may be utilized by
agents and/or customers. In some embodiments, the cruise selling and booking system 110 may provide different
functionality in comparing and searching cruises to agents, whereas in other embodiments, the customers and agents
may have access to the same functionality.

A further benefit of one embodiment is that the cruise selling and booking system 110 allows for accurate and
visually accessible comparisons of cruise packages. The agent/customer computer 240, 250 may display and compare
detailed sets of competing cruise packages at the same time so as to facilitate identifying similarities and differences
among cruises. Thus, the value of a particular cruise may be readily compared to help the customer andfor agent
identify those cruises which both suit the customer’s preferences and provide the customer with the most luxury and
options for the money the customer is willing to spend.

Another advantage of one embodiment is that the cruise selling and booking system 110 provides a single
system that finds cruises which best suit the needs of the customer; interacts with the database collection 230 and
cruise lines to perform functions related to reserving and booking of the selected cruise; processes and manages
payment information such as credit card or bank account information to collect payments for the selected cabins on the
cruise ship and cruise sailing of choeice; and upon receiving confirmation from the cruise line that the cabin has been
booked, passes the confirmation information to the customer and/or agent to finalize the transaction.

An additional advantage of one embodiment is that the cruise selling and booking system 110 advantageously
includes a number of customer management features increasing productivity and booking success rates. As discussed
above, a customer information database may store detailed information about each customer such that the customer
andfor agent may be able to input, update, and retrieve customer infermation. This detailed information helps the agent
recall the individual characteristics of the customers with whom he interacts and provides a useful taol for improving
customer relations. For example, in addition to personal information such as name, address, and contact numbers, the
agent may store information about the customer’s cruise preferences and previous sailing experiences to help create an
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appropriate cruise package for the customer without repeatedly questioning the customer. The customer feels more at

ease and enjoys a more personable experience in cruise booking when the agent can recall his personal information
which may otherwise be forgotten by agents who deal with numerous individuals on a daily basis.

An additional benefit of one embodiment is that customers and/or agents may use customer information to
match upcoming cruises with customers who would be potentially interested in purchasing based on personal
preferences and previous sailing experiences. Cruises which the customer may be more likely to able to afford, may be
prioritized in favor of more expensive cruises. The cruise selling and booking system 110 may use the customer’s
marital status, age, occupation, and/or recreational interests to tailor the cruise search to include cruises which cater to
peaple of similar interests. Use of customer information to select cruises increases productivity and booking success
rates of the agent when interacting with customers in a number of ways, such as, for example, reducing the amount of
time used to collect customer information, establishing a better rapport with customers by personalizing the interaction
and having detailed customer history at hand without the customer having to provide the same information each time
they contact the agent, allowing the agent to quickly assess which cruises are best suited for an individual customer,
and providing detailed comparisons of various cruises and pricing levels to help the customer decide which cruise to
select.

Furthermore, one advantage of one embodiment is that the cruise selling and booking system 110 provides an
intuitive, easy-to-use interface. The cruise selling and booking system 110 may be implemented using a highly portable
language and format. In one embodiment, the cruise selling and booking system 110 may be implemented in a
centralized server environment accessible via the Internet 125 by multiple users on various platforms running a myriad
of standard browser applications. The customer and/or agent’s setup costs and installation time required to access the
cruise selling and booking system 110 is minimized and updates to the cruise selling and booking system 110 can be
provided at the centralized server location without causing customer or agent interruption.

. On-line Selling and Booking System

In one embodiment, the agents and/or customers interact with computers to access the cruise selling and
booking system 110 via communication mediums 120. '

A. Communication Mediums

The communication mediums 120 as shown in Figures 2A and 2B include the Internet 125. The Internet 125
is a global network of interconnected computers capable of sending and receiving information between one another.
The structure of the Internet 125, which is well known to those of ordinary skill in the art, includes a network
backbone comprising communications channels such as copper wire, optical fiber, or satellite based interconnections
between numerous computers, hubs, and routers which control, direct, and maintain information passed between
computers. Additional networks branch from the above-mentioned backbone, and these branches, in turn, have sub-
networks branching from them, and so on. Typically, information is passed through the network in the form of packets
which are discrete pieces the information desirably sent through the network. These packets of information are
encoded in a form interpretahble by the network infrastructure and may support features such as data compression,

encryption, and error correction to optimize the speed and efficiency by which the information is transferred. For a more
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detailed description of the structure and operation of the Internet 125, please refer to “The Internet Complete
Reference,” by Harley Hahn and Rick Stout, published by McGraw-Hill, 1994.

One popular segment of the Internet 125 is the World Wide Web (or Web). The World Wide Web comprises
many thousands of compufers which utilize the Internet 125 infrastructure to serve and distribute information.
Typically, a server system is capable of two-way communication with other computers and can desirably send
information to other computers which request the information or content stored on the server system. The information
stored on the server system is typically interpreted using a software package known as a browser, which is capable of
displaying graphical, textual, audio and/or visual information.

Some of the server systems, which provide information on the World Wide Web, are often referred to as
“websites” and interact with other computers on the World Wide Web. Generally, each website has an associated
electronic page or series of electronic pages which the server sends to those computers requesting the information.
The requested information generally takes the form of an electronic page (or web page) encoded in one or more specific
languages that is interpreted by the requesting computer and the browser which it runs. Several such languages
commonly used by web servers include, but are not limited to, Hypertext Markup Language (“HTML"), JAVA, JAVA
Script, Extensible Markup Language (“XML"), Active Server Pages (“ASP”), and CGI scripting. The web page provides
the requesting computer with a document that organizes the presentation of the information into a display using text,
graphical images, audio, andjor video. Furthermore, the computer, on which the online document is viewed, may
communicate with the website by sending and receiving information through interface objects such as, for example,
fields, buttons, pull down menus, and key entered commands. For a more detailed description on the World Wide Web,
please refer to “How to Set Up and Maintain a World Wide Web Site” by Lincoln D. Stein, published by Addison-Wesley
Publishing Company, 1995.

One of ordinary skill in the art will recognize that the communication mediums 120 may be advantageously be
comprised of one or more types of networks without detracting from the invention. The communication mediums 120
may include, by way of example, local area networks (“LANs”), wide area networks (“WANs"), public internets, private
internets, a private computer network, a secure internet, a private network, a public network, a value-added netwark,
interactive television networks, wireless déta transmission networks, two-way cable networks, interactive kiosk
networks, digital subscriber lines, cable modem lines, and the like. The disclosed invention is thus suitable for providing
connectivity through many different forms of communication mediums 120, however, it will be further discussed in the
context of connecting through the Internet 125. In addition, it is recognized that one or more networks may be used to
access the cruise selling and booking system 110. For example, a customer may interact with the cruise selling and
booking system 110 via the Internet 125, an agent may interact with the cruise selling and booking system 110 via a
LAN, and/or the cruise lines may interact with the cruise selling and booking system 110 via a wireless data
transmission network. In another embodiment, the customers, agents, and cruise lines may all access the cruise selling
and booking system 110 via the Internet 125.

B. User Computer

The agent computer 240 and/or customer computer 250 (“user computer 240, 250"} shown in Figures 2A and
2B are devices that allow the chstomer or agent to interact with cruise selling and booking system 110 via the
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communication mediums 120. In one embodiment, the user computer 240, 250 is a conventional personal computer
equipped with a modem, Ethernet card, or other component which allows the computer to send and receive information
through the communication mediums 120. Preferably, the user computer 240, 250 runs an appropriate operating
system such as the Microsoft® Windows® 3.1, Microsoft® Windows® 98, Microsoft® Windows® 98 Second Edition®,
Microsoft® Windows® Millennium Edition®, Microsoft® Windows® NT, Microsoft® Windows® 2000, Microsoft®
Windows® CE, Palm0S®, Apple® Mac0S®, Linux®, Solaris®, IRIX®, UNIX®, or IBM® 0S/2® operating systems. As is
conventional, a preferred operating system further includes a TCP/IP stack or other communications protocal which
handles all incoming and outgoing message traffic passed over the communication mediums 120.

In other embodiments, the user computer 240, 250 may, for example, be a computer workstation, a local area
network of individual computers, an interactive television, an interactive kiosk, a personal digital assistant, an
interactive wireless communications device, cellular phone, or the like which interacts with the communication mediums
120. While in such systems, the operating systems may differ, the various operating systems may continue to provide
the appropriate communication protocols needed to establish communication links with the communication mediums
120.

In one embodiment, the user computer 240, 250 utilizes several operational modules (not shown) including a
customer or agent browser module. The browser module is a software program which allows a consumer to access
different content providers through the communication mediums 120. In one embodiment, the browser module is the
Netscape® Navigator developed by Netscape, Inc. or the Microsoft® Internet Explorer developed by Microsoft
Corporation. One of ordinary skill in the art, however, will recognize that numerous other types of access software may
also be used to implement an embodiment of the present invention. These other types of access software may, for
example, include other types of Internet browsers, custom network browsers, two-way communications software,
cable modem software, point-to-point software, and the like.

While the agent computer 240 and customer computer 250 are referred to as user computers 240, 250, it is
recognized that the agent computer 240 and customer computer 250 may be implemented using different or the same
hardware and/or software.

C. Cruise Selling and Booking System

In one embodiment, the cruise selling and booking system 110 includes a server component 210, a cruise
selling and booking component 220, and a database collection 230 as illustrated in Figure 3A.

As used herein, the words component and module refer to logic embodied in hardware or firmware or to a
collection of software instructions, possibly having entry and exit points, written in a programming language, such as,
for example, C++, VISUAL BASIC, JAVA, C, FORTRAN, JAVA Script, and so forth. A software component/module
may be compiled and linked into an executable program, or installed in a dynamic fink library, or may be written in an
interpretive language such as BASIC. It will be appreciated that software components/modules may be callable from
other components or from themselves, and/or may be invoked in response to detected events or interrupts. Software
instructions may be embedded in firmware, such as an EPROM. It will be further appreciated that hardware

components/modules may be comprised of connected logic units, such as gates and flip-flops, and/or may be comprised
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of programmable units, such as programmable gate arrays or processors. The components described herein are
preferably implemented as software components/modules, but may be represented in hardware or firmware.
1. Server Component

In one embodiment, the cruise selling and booking system 110 includes a server component 210, as shown in
Figure 3A, that interacts with the cruise selling and booking component 220 and with the user computers 240, 250 via
the communication mediums 120. The server component 210 may be configured to process messages from the user
computer 240, 250, to send requests to the cruise selling and booking component 220, and to send response messages
to the user computer 240, 250.

In one embodiment, the server component 210 is implemented as a web server which serves content over the
Internet 125 using languages such as, the Hyper Text Markup Language (“HTML"). The web server may accept
requests from browsers, such as, for example, the Netscape® Navigator or the Microsoft® Internet Explorer, and return
the requested document(s} to the browsers. The web server may also utilize scripting programs, such as, for example,
CG! scripts, SSL security, and Active Server Pages (“ASP”) to provide additional functionality. A wide variety of web
servers may be used to implement the server component 210, such as, for example, AOLserver, the Apache server, the
iServer, Microsoft IIS v5.0 server, Microsoft Site server, Netscape Enterprise server, WebSite Pro server, Xitami server,
and so forth. Furthermore, the server component 210 may also be implemented using a variety of other servers, such
as, for example, the BlueStone Sapphire server, the Interop server, a Netscape Server, an Oracle server, a SilverStream
server, the Sybase Enterprise Server, the WebObjects server, and so forth. In addition, the server component 210 may
be implemented using a variety of computer systems, such as, for example, a conventional general purpose computer
using one or more microprocessors, such as, for example, a Pentium processor, a Pentium Il processor, a Pentium Pro
processor, an xx86 processor, an 8051 processor, a MIPS processor, a Power PC processor, or an Alpha processor,
running a variety of platforms, such as, for example, Mac 0S, Openlinux, Red Hat Linux, Sun Solaris, SGI IRIX, Novel
NetWare, Windows NT Server 4.0, and/or Windows 2000 Server.

2. Cruise Selling and Booking Component

In one embodiment, the cruise selling and booking system 110 includes a cruise selling and booking component
220, as shown in Figure 3A, that interacts with the server component 210 and the database collection 230. In other
embodiments, it is recognized that the cruise selling and hooking component 220 may also interact with external
sources, such as, for example, proprietary cruise line systems, banking/financial systems, other travel agencies, external
databases, and so forth. In one embodiment, the cruise sefling and booking component 220 processes search requests
from the server component 210, queries the database collection 230 and/or external sources for requested information,
receives the query results from the various sources, processes the results, compiles the results into a set of data, and
formats the results for presentation to the user via the server component 210.

The exemplary cruise selling and booking companent 220 of Figure 3A includes a cruise selling and booking
process 310, a customer module 320, a cruise module 330, and a booking modute 340. The cruise selling and booking
process 310 guides the user through searching for cruise packages and booking a selected package. The exemplary
customer module 320 includes a customer add process 322 that adds new customers to the customer database 232, a

“customer search process 324 that queries the customer database 232, and a customer update process 326 that
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updates an existing customer’s information. The exemplary cruise module 330 includes a cruise information add
process 332 that adds information about the cruise lines, the cruise ships, the cruise sailings, andjor the cruise
packages to the cruise database, a cruise search process 334 that queries the cruise database, a cruise qualification
process 336 that receives a set of cruise preferences and finds cruise sailing andfor cruise price information that
matches the set of cruise preferences, and a cruise comparison process 338 that receives identifiers for multiple cruise
sailings or packages and returns detailed information about the identified objects in a comparison format. The
exemplary booking module 340 includes a cruise booking process 342 that receives cruise reservation/booking
information and books the corresponding cruise package, and a cruise payment process 344 that receives cruise
payment information and forwards the payment information to the appropriate entity.

An additional embodiment of a cruise selling and booking component 220 is illustrated in Figure 3B. In
addition to the customer module 320, the cruise module 330, and the booking module 340, the cruise selling and
booking component 220 also includes an agent ownership module configured to track and manage agent of record
relationships, a customer qualification module 360 configured to match a customer’s preferences with a variety of
cruise package options, a price comparison module 370 configured to present the user with pricing options and to
provide price matrices of detailed pricing information, and a comparison module 380 configured to provide side-by-side
comparisons of various cruise package and pricing information.

It is recognized that in other embodiments, the cruise selling and booking component 220 may include other
processes (not shown) that provide information from the database collection 230 as well as other external sources.

The cruise selling and booking component 220 may be implemented using a variety of software and hardware
components. For example, the cruise selling and booking component 220 may include a set of electronic page
documents that are written in HTML code, ASP scripts, and so forth. As is well known in the art, standard HTML
documents are web documents wherein the structure and layout are defined by a variety of tags and attributes and are
capable of being read by standard browsers. Active Server Pages (“ASP”) is a server-based, script language developed
by Microsoft Corporation that allows for the dynamic generation of HTML code via server and client program scripts.
Rather than maintain separate script programs and electronic page documents, the script programs may be embedded in
the active server pages to form a set of “smart” electronic page documents. As is well known in the art, ASP
documents do not need to be compiled, they can run on any browser, and may allow the transfer of information from
the database collection 230. For a more detailed description of Active Server Pages, please refer to “ASP in a Nutshell:
A Desktop Quick Reference,” by A. Keyton Weissinger, published by 0'Reilly & Associates, Inc., 1999. ‘

Ih addition, the cruise selling and booking component 220 may include additional software modules
programmed in variety of languages for processing user requests, performing data lookup, compiling sets of data,
formatting data, and so forth.

In one embodiment, the cruise selling and booking component 220 is implemented on the same component as
the server component 210, though it is recognized that in other embodiments, the cruise selling and booking component
220 may be implemented in a separate component. For more infurmatiuh on the types of computers and/or platforms
that may be used to implement the cruise selling and booking component 220, piease see the section above entitled
“Server Component.”
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£ Database Collection

In one embodiment, the cruise selling and booking system 110 includes a database collection 230, as shown
in Figures 3A and 3B, that stores data about the customers, the cruises lines, the activities, and the agents. The
exemplary database collection 230 includes four databases, a customer database 232, a cruise line database 234, an
activity database 236, and an agent database 238.

The customer database 232 includes information about the customers. Such information may include name,
address, phone number, cruise history, cabin preference, family information, age, travel destination preference, as well
as other travel-related information.

The cruise line database 234 may include information about various cruise lines, various cruise ships, and
various cruise sailings. The information about specific sailings may further include information such as ship name,
number, sailing destination, departure dates, number of cabins, cabin categories, dining room capacity, viewable maps
of the ship, as well as other detailed cruise line information. In addition, the cruise line database 234 may include
information such as cabin availability and pricing data. In one embodiment, the cruise line database 234 data may be
entered manually by a travel agent or downloaded/received from the cruise lines and/or other sources.

In one embodiment, the cruise line database 234 enables information about the various cruise lines to be
stored in a single database or database collection. The cruise lines have a myriad of data that is organized differently
acéording to each cruise line. For example, the cruise lines tend to use their own proprietary naming and pricing
schemes; they individually select how the data is selected, stored, and configured; and some cruise lines may provide
data that other cruise lines do not. For example, many cruise lines use their own system for categorizing cabins and
have also use their own pricing schemes.

In some embodiments, the cruise line database 234 may normalize all of the data from the various cruise lines
into a uniform system. In other embodiments, the cruise line database 234 may be configured to accommodate a wide
variety of data. For example, the cruise line database 234 may include a table of categories in which each cruise line
may have its own unique set of categories ranked from most luxurious to most economical thus maintaining the
individuality of each cruise line while at the same time enabling the various cruise line data to be compared. The cruise
line database 234 may, for example, provide pricing information for the most luxurious cabins for cruise sailings on
Cruise Line A and Cruise Line B even though the cruise lines use different cabin naming nomenclature and different
category structures.

The activity database 236 includes information about the activities in the cruise selling and booking system
110. These activities may include brochures, leads, quotes, reservations, bookings, as well as other ongoing activity
information. In one embodiment, the activity database 236 is closely linked with the customer database 232, the
cruise line database 234, and the agent database 238.

The agent database 238 includes information about the agents that use the cruise selling and booking system
110. Agent information may include the agents’ logins, passwords, access privileges, company, address, phone

numbers, booking history, current commission, and so forth.

-31-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
While the database collection 230 depicted in Figures 3A and 3B includes four separate databases, it is

recognized that in other embodiments, the database collection 230 may include other databases and/or some of the
exemplary databases may be combined.

In one embodiment, the database collection 230 may he implemented with Structured Query Language (“SQL")
code. The structured query language is a language standardized by the International Standards Organization (“IS0") for
defining, updating, and querying a relational database. It is recognized however, that other code may be used to access
the database collection 230. For example, in one embodiment, the database collection 230 may interact with various
accessory programs to store, retrieve, and process the information of the databases, such as, for example, dynamic link
libraries {“DLLs"). DLLs (not shown) may interact with the server component 210, the cruise selling and booking
component 220, and the database collection 230 directly, or with the database collection 230 via a database
manipulation module, such as, for example, a Microsoft Database Access Object (“DAD”). The execution of the DLL
may be called automatically from within the scripts or routines of the web page documents as needed and may not
necessarily require the customer or agent explicitly launch a separate program or series of programs.

In one emhodiment, the database collection 230 is implemented using a relational database, such as, for
example, those sold by Oracle Corp. or Sybase. It is recognized however that other relational databases may be used
and/or other types of databases may be used, such as, for example, object oriented databases, flat file databases, and
so forth. Furthermore, the database collection 230 may be implemented as a single database with separate tables or as
other data structures that are well know in the art such as linked lists, binary trees, and so forth.

In one embodiment, the database collection 230 is implemented as a separate component or separate
components from the cruise selling and booking component 220 and/or the server component 210, though it is
recognized that in other embodiments, the database collection 230 may be implemented on the same component as the
cruise selling and booking component 220 and/or the server component 210. For more information on the types of
computers and/or platforms that may be used to run the database collection 230, please see the section above entitled
“Server Component.”

As noted above, one embodiment that is implemented using a web server (“web server environment”) provides
several advantages. First, the web server environment does not require any dedicated hardware or software to be
installed on the customer or agents computer which will utilize the cruise selling and booking system 110. This
advantage may apply to both customers and agents in that they do not have the burden of expense normally associated
with purchasing or licensing a dedicated system. Second, maintenance and upgrades of the cruise selling and booking
system 110 may be centrally administrated and automatically processed with little or no intervention by those using the
cruise selling and booking system 110. For example, the cruise line database 234 may be updated without the
customer’s knowledge. In addition, each computer which cennects to the cruise selling and booking system 110
automatically receives and connects with the most appropriate software as determined by the web server of the cruise
selling and booking system 110. In addition, the interactive interface of the cruise selling and booking system 110, like
many interactive web pages, uses the familiar environment of a web browser running on the computer the customer or
agent uses, thus, minimizing the learning time required to operate and become proficient with the cruise selling and
booking system 110.
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4, One Embodiment of a Database Collection

One embodiment of the database collection 230 will now be described in detail, however, it is recognized that
in other embodiments, different types of database schemes, tables, and/or fields may be used. For a more detailed
description of this embodiment, please refer to Appendix A.

In one embodiment, the database collection 230 includes a client database, a supplier database, a case
database, a staff member database, as well as a set of replicated tables. As is well known in the art, in one
embodiment, the database collection 230 may be normalized, however, in other embodiments, various tables of the
database collection 230 may be replicated so as to allow faster database access.

In one embodiment, the client database, which may also be referred to as a customer database 232, includes
a variety of tables. The client database may include the following tables: client, company, recent activity, notes, cruise
line, passenger, passenger medical needs, users, cruise ships, cruise activity, phone information, client supplier
assignment, cruise group member, cruise frequent information, clients, payment header, passenger special occasion,
consumer information, past sailing supplier, cruise region, cruise subregion, address information, household, cruise port,
medical need, and cruise special occasion. Each of the tables may include several fields. For example, the company
table may include fields such as, company name, company 1.D., company areas, mailing address, city, state, zip code,
country, time zone, phone, extension, fax, website address, contract number, primary contact, secondary contact,
industry, notes, user name, and so forth. In addition, the passenger table may include fields such as, client user name,
passenger user name, qualification date, home gateway, staff user name, home gateway type, home gateway
abbreviation, status, air requested, user name, and so forth. A detailed description of one embodiment of a client
database, including tables, fields, types and keys is illustrated in Appendix A.

In one embodiment, the supplier database, which may also be referred to as the cruise line database 234, also
includes a variety of tables. The supplier database may include the following tables: supplier work payment detail,
payment detail, cruise inventory contract, payment header, ship, company supplier, company CRS, cancellation detail,
brochure, booking balance, unit commission paid, supplier, line item air, air class, finance, line item package, insurance
information, insurance verification, itinerary, line item, itinerary cabin category, itinerary detail, itinerary region,
customer refund, cruise air contract, cruise frequent information, supplier frequent level, supplier contract, supplier
card, company, refund details, supplier contact address, rate, payment advice, matrix flight rule, air contract matrix, air
contract, past sailing supplier, location package, package, cruise package, line item detail, supplier location, supplier
TRNX field, supplier geographic region, transaction history, supplier note, cruise line, supplier product, supplier rank,
supplier SABRE regions, supplier TRNX, supplier TRNX field value, and so forth. Each of the tables may include several
fields. For example, the cruise air contract table may include fields such as cruise inventory contract number, location
type number, location abbreviation, ship code, supplier number, start date, itinerary name, airline number, air counting
code, class, and so forth. In addition, the insurance information table may include the fields supplier number, high
booking amount, maximum number of nights, and so forth. A detailed description of one embodiment of the supplier
database, including tables, fields, data types, and keys, is illustrated in Appendix A.

In one embodiment, the cases database, which may also be referred to as an activit-y database 236, includes a

variety of tables. The cases database may include the following tables: cases, insurance verification, label print queue,
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booking balance header, mark down, mark down reason, passenger, synchronized audit, work payment detail, refund,

refund request header, payment booking, payment detail, case note, case information, invoice comments, cancellation
header, booking balance detail, aging report, audit aging commission, agent commission paid, line item, and so forth.
Each of the tables may include several fields. For example, the refund table may include fields such as, refund L.D., case
1.D., refund reason 1.D., refund type 1.D., disbursement batch number, refund status, refund amount, override address
flag, void refund flag, middle initial, card expiration month, credit card expiration year, four digitcode, look up by, look
up by date, look up program, insert by, insert date, insert program, card number, card zip code, name on card, first
name, last name, authorization user, void refund user, and so forth. In addition, the line item table may include fields
such as case I.D., line item number, user name, location type number, supplier number, to location, from location, line
item type number, roll up flag, departure date, arrival date, expiration date, parent line item number, status, quantity
purchased, total sale, total tax, total commission, insert date, look up date flag, and so forth. A more detailed
description of one embodiment of the cases database, including tables, fields, data types and keys, is illustrated in
Appendix A.

In one embodiment, the staff member database, which may also be referred to as an agent database 238,
includes a variety of tables. The agent database 238 may include the following tables: time tracker, time tracker type,
time tracker, user, user groups, alert groups, groups, group permissions, permission areas, permissions, activities,
position type, activity tasks, pay type, staff member address, address type, marital status type, employee language,
language type, phone type, staff member phone, employee remark type, company property type, employee company
property, employee status, employee status type, contract type, benefit type, employee contract, approved time sheet,
employee benefit, team manager, team, time tracker manager, pay period, department, company department, time zone,
company, staff department, clients, staff members, and so forth. Each of the tables may include several fields. For
example, the permissions table may include fields such as, permission name, permission description, area name, core
permission, is group permanent, is audience permanent, and so forth. In addition, the pay period table may include fields
such as, for example, pay period I.D., pay period L.D. description, look up date, base date, look up by, number of days,
look up program, insert date, insert by, insert program, and so forth. A detailed description of one embadiment of the
staff members database, including tables, fields, data types, and keys, is illustrated in Appendix A.

In one embodiment, the database collection 230 may replicate several of the tables, as previously discussed,
so as to improve database access time. Appendix A also includes a list of tables that may be replicated in order to
improve processing time.

While Appendix A illustrates one embodiment of a detailed database collection 230, it is recognized that
various implementations of the database collection 230 may be used. In addition, as previously discussed, other types
of databases and/or other data structures may be used to implement the database collection 230.

v, Accessing the Cruise Selling and Booking System

In one embodiment, both customers and agents may access the cruise selling and booking system 110.
A. Customer Access
In one embodiment, a customer may access the cruise selling and booking system 110 without necessarily

interacting with an agent as illustrated in Figure 2B. For example, a customer may access the cruise selling and booking
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system 110 via a web-based service by utilizing a standard web browser on his own computer to connect to the cruise

selling and booking system 110 web page. The customer may initiate a session by manually entering the cruise selling
and bhooking system 110 web site address in the appropriate field of the browser, or the connection may be established
automatically by configuring the browser to access the cruise selling and booking system 110 web page upon opening a
browser window. When the connection has been established, the cruise selling and booking system 110 uses web
pages to visually prompt the customer for input, collect information from the customer, and/or interactively guide the
customer through the process of finding, pricing, and/or booking a cruise package. The information which is sent to the
customer is formatted and visually presented in an easy to interpret manner and allows the customer to quickly and
accurately find cruise packages which suit the customer’s preferences. In one embodiment, should the customer desire
the assistance of an agent, the cruise selling and booking system 110 may automatically store the information entered
by the customer in the database collection 230 and an agent with access to the cruise selling and booking system 110
may subsequently retrieve the information. This feature provides improved customer/agent interactivity by saving
customers from repeating information previously entered in the cruise selling and booking system 110 to each agent
with whom they interact.

B. Agent Access

In another embodiment, the agent may use an agent computer 240, similarly configured as the customer
computer 250 described above, to access the cruise selling and booking system 110 as illustrated in Figure 2A. In one
embodiment, agents and customers may access different cruise selling and booking systems 110 or the same cruise
selling and booking system 110. Moreover, agents and customers may be given different types of access to the cruise
selling and booking system 110. For example, the cruise selling and booking system 110 may permit an agent to access
additional resources and web pages of the cruise selling and booking system 110 to which the customer may not have
access such as commission information. Furthermore, in one embodiment, different agents may have different types of
access to the cruise selling and booking system 110 depending on their status, such as, for example, agent in training,
seasoned agent, manager, and system administrator.

In one embodiment, an agent may access the cruise selling and booking system 110 via a web-based service
by utilizing a standard web browser on his computer to connect to the cruise selling and booking system 110 web page
either manually or automatically as discussed above. When the connection has been established, the agent may access
several features of the cruise selling and booking system 110. For example, an agent may access an interface to enter
customer information into the cruise selling and booking system 110 databases for later retrieval. The agent may also
search information stored in the cruise line database 234, such as detailed information and summaries with more
complete descriptions and statistics of each cruise, detailed pricing and availability information about each cruise
including actual cost and percentage markups. The agent may also narrow the number of cruises to be selected from
based on a customer’s profile and preferences and compare multiple cruise packages in a side-by-side manner.
Furthermore, the agent may access cruise ship reservation, confirmation, booking, and payment features. These
features allow the agent to sell and book cruises over the Internet 125.

V. Cruise Selling and Booking System Processes
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The cruise selling and booking system 110 includes several processes, as shown in Figure 3A, such as, a

cruise selling and booking process 310, a collection of customer module 320 processes, a collection of cruise module
processes 330, and a collection of booking module 340 processes.

A. Cruise Selling and Booking Process

One embodiment of an overview of a cruise selling and booking process 310 is illustrated in Figure 4 and will
now be described in more detail. For purposes of illustration, Figure 4 will be described wherein the user is an agent
though it is recognized that in other embodiments the user may be a customer.

Beginning at a start state (block 410), the cruise selling and booking process 310 proceeds to a login state
{block 420) wherein the cruise selling and booking process 310 verifies the agent’s login and password. Proceeding to a
customer search state {block 430}, the cruise selling and booking process 310 receives a set of customer identification
information, and searches and retrieves the corresponding customer information from the customer database 232.
Proceeding to a qualify state (block 440), the cruise selling and booking process 310 receives a set of customer
preferences and searches and retrieves Cruise sailing information that matches the customer’s preferences. Proceeding
to a cruise detail state (block 450), the cruise selling and booking process 310 receives selected cruise sailings and
searches and retrieves detailed information, such as pricing and availability, for the selected cruise sailings. Proceeding
to a hooking state (block 460), the cruise selling and booking process 310 receives a selected cruise package and books
the selected cruise package with appropriate cruise line. Proceeding to a payment state (block 470}, the cruise selling
and booking process 310 receives and processes the customer’s payment information and proceeds to an end state
{block 480).

Exemplary screen displays will now be discussed to further describe the various status of the cruise selling
and booking process 310. The screen displays illustrate one embodiment of the invention, and it is recognized that in
other embodiments, other screen displays may be used andjor other interfaces may be used such as a touch screen, a
hand held device, or other interfaces.

1. Login

In the start state (block 410), the process initializes and then proceeds to the login state (block 420) wherein
the agent performs standard login procedures that are well known in the art. The login process ensures that only
authorized users may access the web site and contents of the cruise selling and booking system 110 and/or determines
the appropriate level of access for each user. Login procedures by entry of a username and password specifying a valid
agent account on the cruise selling and booking system 110 are typically used to provide validation of the agent's
status, though it is recognized that other procedures may be used. Securing the web site and allowing access to only
authorized users is well known and readily understood by those of skill in the art. Once the agent attempts to login by
sending the agent's assigned login identification and secure password to the cruise selling and booking process 310,
the cruise selling and booking process 310 looks up the agent's login identification in the agent computer 240 database
and verifies the agent’s password. If the agent’s login identification is not found or the password was not verified,
then the cruise selling and booking process 310 returns an error message to the agent computer 240. If the agent's
login identification is found and the password is verified, the cruise selling and booking process 310 proceeds to the
customer search state (block 430).
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a. Main Menu

In one embodiment, upon successful login, the agent is directed to a main menu web page, as illustrated in
Figure 5, which includes user interface tools, such as buttons or links, for accessing the various features of the cruise
selling and booking system 110. For example, the exemplary main menu 510 display allows the agent to access
features such as selling and booking 520, back office 530, inventory management 540, product management 550, and
administrative features 560. The main menu 510 serves as a starting point for each of the features described above.
In one embodiment, the agent may return to the main menu 510 throughout the cruise selling and booking system 110
process.

The main menu 510 may also provide the agent with an activity listing 570 which may include categories for
bookings 571, brochures 572, leads 573, options 574, and quotes 575. In Figure 5, each of the categories has an
associated numerical value that indicates the number of currently active customers which fall into the activity listing
570 category. The purpose of the activity listing 570 is to provide the agent with a quick summary of information for
those customers he should contact. Each activity listing 570 enables the agent to access a listing of the customers
who fall within the activities groups described above. In the illustrated embodiment, the agent may select any of the
activity listings 570 which will then direct him to a separate screen showing the details of the selected activity listing
570.

Additionally, the main menu may include a “to do” list 580 which includes subcategories such as phone calls
581 and tasks 582. The “to do” list 580 provides a reminder for activities for which the agent should initiate and
follow up. In a similar manner to the activity listing 570 above, the agent may select any of the items in the “to do” list
580 in order to access a listing of customers who fall within the subcategories as well as information for contacting
the customers.

To proceed to the customer search state {block 430), the agent may select the Selling and Booking feature.

2. Customer Search

Proceeding to the customer search state (block 430), the agent is directed to a search web page 610,
illustrated in Figure 6, wherein the agent may select among a set of options related to searching customer information.
In the exemplary search web page 610, the agent may search for customers based on data entered in fields which
corres‘pond to the information stored in the customer database 232.

The customer information may be organized in a set of fields 620 that are indexed within the database so as
to be retrievable individually or in groups by the search process. For example, the exemplary query fields 620 allow the
agent to search for a customer in a number of ways including the customer’s last name 621, first name 622, state 623,
zip code 624, phone number 625, customer number 626, order number 627, and/or reservation number 628.

After the agent enters the search information, the agent computer 240 sends the customer information to the
cruise selling and booking system 110. The cruise selling and booking process 310 then receives the customer
information and searches for customers in the customer database 232 that match the submitted information. If no
matching customers are found, the cruise selling and booking process 310 sends a message to the agent computer 240
that no search results were found. If matching customers are found, the cruise selling and booking process 310

formats and returns the results of the search to the agent computer 240. The agent computer 240 dispiays the list of
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matching customers as a set of search results 630 and allows the agent to select a customer 631 and designate the

selected customer as the “active customer.” For a more detailed description of one embodiment of the search state
{block 430), see the section below entitled “Customer Module Processes — Customer Search Process.”

When a customer is active, the agent computer 240 and/or the cruise selling and booking system 110 may use
the customer’s stored information to enhance the cruise selling and booking process 310 as will be discussed in greater
detail below.

The cruise selling and booking process 310 may also allow the agent computer 240 to perform additional
searches wherein the agent may change the information contained in the search query fields 620 to find other
customers. When a new search is performed the results of the previous search are discarded and the results of the new
search are displayed in the search results section 630 of the search web page 610.

As discussed above, when a matching customer is found, the agent may select the customer and proceed to
the qualification process state (block 440).

3. Qualification

In the qualification state (block 440), the cruise selling and booking process 310 receives a customer's
preferences and finds cruise sailings that match the customer’s preferences. The qualification state allows the agent to
reduce the number of cruise sailings he may present to the customer and to focus on the more appropriate cruise
sailings. In the cruise industry, it is typical that there are many available cruises sailings which a customer could take
within a specified time frame. In order to reduce the amount of time the agent spends describing individual cruise
packages to the customer, it is more efficient and less frustrating to the customer to first narrow the choices of cruise
sailings based on the customer’s preferences. In one embodiment, the cruise selling and booking process 310 reduces
or eliminates cruises of which the customer has no interest or cannot book based on a series of selectable criteria.

The customer’s sailing preferences may include a variety of factors and may be based on information about
the customer from the customer database 232, such as, for example, booking history, preferred suppliers, and/or future
destinations, as well as new information from the customer such as, for example, number of passengers per cabin,
currently preferred destination, and so forth. In other embodiments, the customer’s sailing preferences may include the
price range; the desirable range of dates and duration of the cruise in which the customer is willing or able to
participate; the desired destination or region of the world where the cruise will travel to as well as the home gateway
from which the cruise ship will depart; the cruise ship supplier or company which the customer may have preference for
including specific cruise ships within a cruise line’s fleet; andjor special conditions pertaining to the customer which
might make him eligible for discounted rates or particular sailings.

Figure 7 illustrates one embodiment of custemer preference web page 710 or qualification display with a
preference section 720. In the exemplary qualification display 710, the preferences section 720 includes number of
persons per cabin 721, dates of travel 722, home gateway 723, number of nights of travel 724, day of embarkation
725, and port of embarkation 726. In addition, the preferences section 720 enables the agent to view a set of travel
regions 727, itineraries 728, suppliers 729, ships 730, and/or ports 731. In addition, the agent may search by supplier

contract number 732. In one embodiment, the cruise selling and booking system 110 may generate such information
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from the database collection 230, however, it is recognized that in other embodiments, the information may be entered

in whole or in part as separate data or not included at all.

In the exemplary qualification display 710, the agent has restricted the search to cruises allowing two
persons per cabin, from September 8, 2001 to September 16, 2001 sailing for seven nights, and departing on any day
of the week.

When the agent has entered the appropriate information listed above, the agent computer 240 submits the
customer’s sailing preferences to the cruise selling and booking system 110. The cruise selling and booking process
310 receives the information and searches for cruise sailings in the cruise line database 234 that fall within the range
of the submitted eriteria. |

If no matching cruise sailings are found, the cruise selling and booking process 310 may inform the agent
computer 240 that no sailings were found, or the cruise selling and booking process 310 may return cruise search
results 740 that include a set of “suggested” cruise sailings that do not meet the criteria but still may be of interest to
the customer. Such “suggested” cruise sailings may be selected on the basis of several factors. For example, the
cruise selling and booking process 310 may suggest cruises sailings that depart on dates before or after those specified
by the customer, cruise sailings that provide special discounts for attributes that match the customer’s profile (e.g.,
children cruise free), cruise sailings that match preferences that the customer has previously requested, as well many
other cruise sailings.

If matching cruise sailings are found, the cruise selling and booking process 310 sends a set of matching
cruise sailings to the agent computer 240. As described above, the cruise selling and booking process 310 may also
include a set of suggested cruise sailings with the matching cruise sailings. For a more detail description of one
embodiment of the qualification state (block 440), please see the section below entitled “Cruise Module Processes -
Cruise Qualification Process.”

After the agent computer 240 receives the set of cruise sailings, the agent may select a subset of the cruise
sailings and send them to the cruise selling and booking process 310 and proceed to the cruise detail state (block 450).

Figure 7 illustrates an exemplary set of cruise search results 740 that enables the agent to view and select
number of cruise sailings by marking the “check box” 742 that corresponds to the selected cruise package. An
exemplary cruise search results section 740 is shown in Figure 7 wherein the first cruise package is the Carnival
Tropicale ship scheduled to depart on September 8, 2001 for a seven day cruise to the Western Caribbean. The agent
has selected the Carnival Tropicale, the Princess Dawn Princess, and the Royal Caribbean Explorer of the Seas. In one
embodiment, the cruise selling and booking process 310 may also include guidelines for ranking the order in which the
cruise sailings are displayed and/or provide separate designations for “matching” and “suggested” cruise sailings, such
as, for example, by availability, by departure date, by average cost, and so forth. In Figure 7, the agent has selected
three cruise sailings and may proceed to the cruise detail state (block 450). ‘

It is recognized that Figure 7 illustrates one embodiment of a cruise search results section 740 and that in
other embodiments, other cruise search results sections 740 may be used. For example, in another embodiment, the
cruise search results section 740 may include information about pricing, such as Block pricing and/or FIT pricing

information, as well time stamp information indicating when the information was last updated by time and date.
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4, Cruise Detail

In the cruise detail state (block 450), the cruise selling and booking process 310 receives the selected cruise
sailings and retrieves additional details about the cruise sailings such as, for example, availability, rate options, pricing
information, package information, and so forth.

In one embodiment, the cruise selling and booking process 310 enables the agent to select a cruise sailing,
view and select available rate options for the selected cruise sailing, view pricing information based on the selected rate
options, and compare sailing/pricing information for multiple cruise sailings. For a more detailed description of one
embodiment of the cruise detail state (block 450), please see the section below entitled “Cruise Module Processes -
Cruise Comparison Process.”

Figure 8 illustrates one embodiment of a cruise detail web page 810 wherein the agent computer 240 is
presented with a list of the selected cruise sailings in the “Select A Cruise” section of the display 820. In the
exemplary cruise detail web page 810, the agent has selected three cruise sailings, the Carnival Tropicale, the Princess
Dawn Princess, and the Royal Caribbean Explorer of the Seas. From those sailings, the agent may choose to view
additional information which is displayed in a “Cruise Detail” section 830.

Figure 9 illustrates one embodiment of the cruise detail web page 810 after the agent has selected the
Princess Dawn Princess, and the cruise selling and booking process 310 has retrieved the available rate options 910 for
the Princess Dawn Princess and placed them in the “Cruise Detail” section 830. Rate options, also referred to as
pricing options, are the representative pricing categories that the agent selects for the customer. Each cruise sailing
has a variety of rate options that set the prices for the multiple categories of cabins. Travel agents use the rate options
along with other pricing information to find the best rate for the customer while at the same time maximizing their own
commission. Due to the large number of possible rate options for each of the multiple cabin categories, it is often useful
for the agent to limit the pricing information of each sailing to a smaller subset of information based on the customer’s
profile and preferences. In one embodiment, the cruise selling and booking process 310 may restrict the number of rate
options that may be selected (e.g. to four or five). These rate options may include the discounts associated with
package deals for air and extended stay vacation. Other examples include local resident discounts, senior discounts,
group rates, and so forth. The display in Figure 9 includes a rate option “code” 912, name and detail of the code 914,
the dates for which each code is valid 916, as well as the status of the option 918. In the exemplary display, the user
has selected rate code BNPTPXUSD for the Princess Dawn Princess cruise sailing.

It is recognized that Figure 9 illustrates one embodiment of available rate options 910 and that in other
embodiments, other available rate options 910 may be used. For example, in other embodiments, different types of
data may be displayed and/or some of the data may be excluded from the display.

Figure 10 illustrates one embodiment of a cruise detail web page 810 wherein the prices for the available
cabin categories for the designated sailing that match the selected rate options are displayed in a price matrix 1010.
The exemplary display 810 shows the “Best Price” matrix 1010 which includes a category code 1011, an upgrade field
1012, cabin category type 1013, promotion price 1014, best full tariff price 1015, best agency price 1016, and pricing

description information 1017.
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The exemplary price matrix 1010 displays the pricing information for the selected rate options in table format

with heading descriptions at the top of the table such that each row includes information that corresponds with an
individual pricing plans. For example, for category 6D, the GG promotional rate is $39999.00, the Best Fit price is
$3400.00 and the Best TRVL price is $2900.00. In one embodiment, the cruise selling and booking process 310 may
return a “not available” designation (e.g., “N/A”) if no cabins are available in that category. To the left of each pricing
plan option, there is an arrow 1018 that enables the agent to open a window directly underneath the row in question
that will display the specifics of the pricing plan. There is also another arrow 1019 that enables an agent to select a
pricing category for display. In one embodiment, the price matrix may include functionality to further refine the
searching criteria. For example, the default for the passenger field is two persons, upon changing an entry in a field of
the price matrix window, the entire pricing scheme may be updated in real time.

In addition, the price matrix may be altered such as, for example, by reducing the number of viewed items
(e.g., when the agent selects “Show Selected”), displaying additional detailed information regarding a sailing, as well as
showing all of the locations of cabins, lounges, and entertainment on any selected ship (e.g., when the agent selects
“Deck”). In one embodiment, the agent may switch between a variety of price matrices such as, for example, a price
matrix with the “best price” information, a price matrix with detailed information, a price matrix with airfare
information, and so forth. For example, in the exemplary display of Figure 10, the agent is viewing the “Best Price”
matrix and may select the “Detail” button 1020 to display a “Detail” price matrix with detailed information on the
Princess Dawn Princess cruise sailing on September 9, 2001.

In one embodiment, the agent computer 240 may select another cruise from the “Select A Cruise” section 820
and view more detailed information about the newly selected cruise in the “Cruise Detail” section 830.

While the cruise detail display 810 may, in one embodiment, display details for one cruise package at a time,
the display may also include a side-by-side compare display section 1110 as depicted in Figure 11A. The side-by-side
compare display 1110 allows the agent to evaluate a number of specific sailings, under specific criteria, in a side-by-
side comparison. The windows may be cleared and populated with new information.

The agent may choose to add one of the categories of the sailing in the cruise detail section to the compare
display by selecting a category in the price matrix 1010. In the exemplary display, the category may be sorted by
selecting the arrow 1018 in the price matrix. It is recognized that in other embodiments, the agent may select a
category using other user interface techniques that are well known in the art. In one embodiment, the compare display
1110 may allow the user to display detailed information of up to N different cruise categories at one time where N is an
integer determined, for example, by the size of the display. The exemplary compare display 1110 of Figure 11A allows
the user to display up to three different cruise categories at one time (N=3).

The cruise selling and booking process 310 receives the agent’é selections of specific pricing categories from
“Cruise Detail” section 830, retrieves the relevant information, and places the information in an available compare
display window 1112, 1114. For example, in the exemplary compare display 1110, the ship information, and the
associated sailing date is located in an information bar. In one embodiment, the compare display information includes
itinerary type, rate options, number of nights for which the cruise sails, category, and so forth. The compare display
1110 may also provide the agent with access to a number of other features. For example, the agent may hold an
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“option” for the customer or “book” a reservation using the buttons below the information bar. Furthermore, the agent

may “quote” a price to the customer that will last for a predetermined amount of time. The agent may also place a
cabin “on hold” for a predefined amount of time. If the requested cabin is not available, then the agent may request
another cabin. In addition, by selecting the “Clear” button 1116, the agent may remove the specific pricing information
from the compare display and allow for the window to either remain open or be filled with another selected set of
category price information.

In one embodiment, all of the windows may be compared simultaneously and a scrolling feature may be
initiated ensuring that all of the windows will display the same sets of information to agent at the same time. Thus,
when the agent scrolls down the first window in the display, the other windows will also scroll down simultaneously.
Furthermore, when one set of data is removed and another is added, it will appear in the same position as the other
twao, so that the information display may remain synchronized.

The cruise details and pricing information displayed in Figures 8, 9, 10, and 11 illustrate various embodiments
of the invention, however, it is recognized that in other embodiments different sets of cruise detail information may be
presented to the agent computer 240. In addition, access to the cruise detail may also be presented to the agent
computer 240 in a different layout. For example, the price matrix may be arranged by price rather than rate options and
categories. Furthermore, in some embodiments, some of the pricing information may be restricted if the user is a
customer. For example, the price matrices may display a brochure price and an Internet discount price rather than
providing the customer with all possible pricing schemes, though it is recognized in other embodiments, the customer
may have access to all pricing information.

After comparing the various cruise packages, the agent may inquire as to whether the customer wants to
book one of the cruise packages. If the customer has not found the right package, the agent may view more cruise
details and/or modify the customer’s cruise package criteria.

If the customer has decided to book one of the cruise packages, the cruise selling and booking process 310
may then proceed to the booking state (block 460).

5. Bookings

Proceeding to the booking state (block 480), the cruise selling and booking process 310 requests more
detailed information about the customer and the customer’s selected cruise package. In one embodiment, the cruise
selling and booking system 110 presents the agent computer 240 with a cruise booking web page 1210 as shown in
Figure 12. The exemplary cruise booking web page 1210 includes a booking worksheet 1220, wherein pricing
information may be viewed per passenger, in total, as well as according to the agent’s commission. The worksheet
1220 includes standard cruise pricing information 1212, such as, cabin fees, government fees, and port charges. In
addition, the worksheet 1210 includes an air and miscellaneous section 1214 that permits the agent to adjust the
prices to include excursions (e.g., helicopter tour, mountain biking trip, day hike, snorkeling outing, etc.), pre-paid
expenses, air fares, additional air, pre-post add-on, other add-ons, miscellaneous fees, tour conductor fees, coupons, and
so forth. Furthermore, the exemplary worksheet 1210 includes a section for taxes and fees 1216.

In one embodiment, the agent computer 240 may submit reservation information pertaining to the cruise
package such as cabin number, deck level, location, bed type, special requests, smoking preference, dining reservations,
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as well as other related information as illustrated in Figure 13. The exemplary reservation information web page 1310
includes a general information section 1320, a cabin section 1330, a dining request section 1340, and an option section
1350. The general information section 1320 includes information about the cruise package, such as, for example, Trip
Start Date, Trip End Date, Itinerary, Supplier Contract Number, Order Number, Rate Option, Agent of Record, and so
forth. The cabin section 1330 includes information about the reserved cabin, such as, for example, cabin number,
status, deck, location, smoking preference, bath type, bed type, and so forth. The dining request section 1340 includes
information about the dining options, such as seating, status, table size, smoking preference, and so forth. The option
section 1350 includes information about the option, such as expiration, extension date, final payment due date, a use
extension date field, and so forth.

After the agent computer 240 submits the information, the cruise selling and booking process 310 may
assign a customer order number. For a more detailed description of the booking state (block 460), please refer to the
section below entitled “Booking Module Processes — Cruise Booking Process.” After the agent submits the booking
information, the cruise selling and booking process 310 proceeds to the payments state (block 470).

6. Payments

In the payments state (block 470), the cruise selling and booking process 310 receives the customer’s
payment information from the agent computer 240, and directs the funds to appropriate entities preferably via a back
office process.

In one embodiment, the cruise selling and hooking process 310 may contact the cruise lines and other third
parties directly or via a separate system to provide payment information. For a more detailed description of the
payment state (block 470), please refer to the section below entitled “Booking Module Processes — Cruise Payment
Process.”

After the cruise selling and booking system 110 receives payment information, the back office process
verifies that the customer’s payment is valid and that the appropriate entities are paid.

Figure 14 illustrates one embodiment of a payment information web page 1410. The “Credit Card
Information” section 1420 includes information about the customer’s credit card and/or debit card such as card number,
e'xpiratiun date, name as it appears on the card, zip code of card holder, authorization code, and so forth. The
“Supplier” section 1430 includes information about the various suppliers in the cruise package that require payment.
Suppliers may include, for example, the cruise line, excursion groups, travel insurance companies, airlines, and so forth.

While an overview of the process of online booking of cruises has been discussed, it is recognized that other
methods of booking online cruises may also be used. For example, the cruise selling and booking process 310 may use
only a subset of the discussed states such as using only the qualified state, the cruise detail state, andjor the booking
state. In addition, in other embodiments, the customer may interact directly with the cruise selling and booking system
110 without the assistance of an agent or with partial assistance from an agent.

B. Customer Module Processes

In one embodiment, the cruise selling and booking system 110 may also include a customer module 320 that
includes a collection of customer module 320 processes. The exemplary customer module 320 processes shown in
Figure 3 include a customer add process 322, a customer search process 324, and a customer update process 326.
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1. Customer Add Process

In one embodiment, the customer module 320 may include a customer add process 322 that permits the agent
to add new customers to the customer database 232. When the new customer function is selected, a series of fields
are displayed on the agent computer 240 in a web page document. The agent enters customer information into the
fields which may include first name, last name, gender, phone number, address, e-mail address, birth date, age,
interests, hobbies gateway city, marketing information, cabin preferences, favorite excursion activities, and so forth.
As illustrated above, the customer information may include standard contact information as well as social and
recreational activities in which the customer may be interested in participating, on-shore activities such as shopping,
dining, and events which may require prior reservations to attend, and so forth. In one embodiment, all of the above
fields need not all be filled in at the time of adding a customer. For example, the agent may store any information he
has entered and return at a later time to add additional customer information as it becomes available. In some
embodiments, however, one or more fields may be optionally tagged so as to require certain information to be entered
within the field before proceeding to a subsequent function. In addition, data validation techniques may be used to
ensure that only proper customer information is entered in the database (e.g., credit card check, phone number
validation, email validation, etc.) For more information on the customer information, please refer to the section above
entitled “Customer Database.”

In one embodiment, adding new customers or editing existing customer information may occur during the time
when an agent is in communication with a customer. The agent is able therefore to populate the customer information
fields by asking the customer about the appropriate information which should be entered enabling the agent to
construct a detailed customer profile.

2. Customer Search Process

In one embodiment, the customer module 320 may also include a customer search process 324 that permits
the agent to search for existing customers in the customer database 232.

As discussed above, the customer search process 324 receives a set of search criteria. The search criteria
may include information, such as, the customer’s last name, first name, state, zip code, phone number, customer
number, order number, andfor reservation number. The customer search process 324 then formulates a query and
sends the query ta the customer database 232. Next, the customer search process 324 receives the query results from
the customer database 232. If there are no items in the query results, the customer search process 324 returns a “No
Results Found That Match Your Query” message. If there are items in the query results, the customer search process
324 organizes the search query results or part of the query into a data structure, such as, for example, a table or a list,
and returns the query results. In one embodiment, a user may then select the item that matches the customer for
which he is searching. If there is only one item in the query results, the customer search process 324 may instead
return a display of the corresponding data for the single search query result, rather than a one item list of search
results, thus permitting the user to bypass the selection of the item from the list.

3. Customer Update Process

In one embodiment, the customer module 320 may also include a customer update process 326 that permits

the agent to update an existing customer’s record in the customer database 232.
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As discussed above, the customer update process 326 may incorporate part or all of the customer search
process 324 enabling the user to find the customer for which he would like to update the record. Next, the customer
update process 326 receives a set of data that has been entered by the user. In one embodiment, the customer update
process 326 receives a copy of the entire data record, whereas in other embodiments, the customer update process
326 may only receive copies of the data record that were changed and/or added. The customer update process 326
then determines which data fields have been updated and sends an update request with the changed data to the
customer database 232. In one embodiment, the customer update process 326 may send a message to the user
signifying whether the update was successful.

C. Cruise Module Processes

In one embodiment, the cruise selling and booking system 110 may also include a cruise module 330 that
includes a collection of cruise module 330 processes. The exemplary customer module 320 processes shown in Figure
3A include a cruise information add process 332, a cruise search process 334, a cruise qualification process 336, and a
cruise comparison process 338.

1. Cruise Information Add Process

In one embodiment, the cruise module 330 may include a cruise information add process 332 that adds cruise
information to the cruise line database 234.

Cruise information may be collected from a variety of sources. For example, information may be collected
from the travel agents, the cruise lines, a cruise line clearing house system, and so forth. Thus, the cruise information
add process 332 may receive data from users at web site browsers, via automatic downloads, via import functions, and
so forth.

The cruise line information may include, for example, cruise line, cruise line contact information, cruise ships,
contract information, itinerary, categories, cabins, and so forth. For more information on the cruise line information,
please refer to the section above entitled “Cruise Line Database.” '

The cruise information add process 332 receives a set of cruise 'Iine data and formats the data for submission
to the cruise line database 234. Next, the cruise information add process 332 submits the formatted data to the cruise
line database 234. In one embodiment, the cruise information add process 332 may send a message to the user
signifying whether the add was successful.

2. Cruise Search Process

In one embodiment, the cruise module 330 may include a cruise search process 334 that searches for
information in the cruise line database 234.

The cruise search process 334 receives a set of search criteria. The search criteria may include information,
such as, the cruise line identifier, cruise ship identifier, sailing dates, destination, home gateway, and so forth. The
cruise search process 334 then formulates a query and sends the query to the cruise line database 234. Next, the
cruise search process 334 receives the query results from the cruise database. If there are no items in the query
results, the cruise search process 334 returns a “No Results Found That Match Your Query” message. If there are
items in the query results, the cruise search process 334 organizes the query results or part of the query results into a

data structure, such as, for example, a table or a list, and returns the query results. In one embodiment, a user may
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then select the search result that matches the cruise information for which he is searching. If there is only one item in
the query resuits, the cruise search process 334 may instead return a display of the corresponding data for the single
search result, rather than a one item list of query results, thus permitting the user to bypass the selection of the item
from the list.

3. Cruise Qualification Process

In one embodiment, the cruise module 330 includes a cruise qualification process 336 that permits the agent
to qualify customers for cruise sailings in the cruise line database 234.

The cruise qualification process 336 receives a set of qualification criteria, such as, for example, booking
history, preferred suppliers, number of passengers, currently preferred destination, price range, the desirable range of
dates and duration of the cruise in which the customer is willing or able to participate, the desired destination or region
of the world where the cruise will travel to as well as the home gateway from which the cruise ship will depart, and/or
special conditions pertaining to the customer which might make him eligible for discounted rates or particular sailings.
In one embodiment, the cruise qualification process 336 may also query the customer database 232 to include
information that may be of interest for selecting cruises. For example, the cruise qualification process 336 may query
the customer database 232 to determine whether the customer prefers high-end cruises or more economical cruises,
whether the customer may qualify for a senior citizen discount, and so forth. The cruise qualification process 336
formats the criteria and sends a query to the cruise line database 234 with the criteria. The cruise qualification process
336 then receives a set of potential cruise line sailings from the cruise line database 234. If there are no items in the
set of potential cruise line sailings, the cruise qualification process 336 returns a “No Results Found That Match Your
Query” message. If there are items in the set of potential cruise line sailings, the cruise qualification process 336
organizes the set of potential cruise line sailings or a part of the potential cruise line sailings into a data structure, such
as, for example, a table or a list, and returns the set of potential cruise line sailings. In one embodiment, a user may
then select one or more potential cruise sailings that are of interest. If there is only one item in the set of potential
cruise line sailings, the cruise qualification process 336 may instead return a display of the corresponding data for the
single cruise line sailing, rather than a one item list of set of potential cruise line sailings, thus allowing the user to
bypass the selection of the item from the list.

While the above described embodiment illustrates qualifying customers for cruise sailings, it is recognized that
the customers may be qualified for other objects, such as, for example, cruise packages, on-shore excursions,
advertisements, and so forth.

4, Cruise Comparison Process

In one embodiment, the cruise module 330 includes a cruise comparison process 338 that permits the agent to
compare cruise package information in the cruise line database 234.

The cruise comparison process 338 receives a set of selected cruise sailings. In one embodiment, the cruise
comparison process 338 then retrieves information related to the selected cruise sailings from the cruise line database
234. The cruise comparison process 338 returns a summary of information for the selected sailings. Next, the cruise
comparison process 338 receives a selected sailing and retrieves the rate options that correspond to the selected

sailing. The cruise comparison process 338 then formats and returns the rate options. After receiving a set of selected
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rate options, the cruise comparison process 338 then searches the cruise sailing database for pricing information
related to the set of selected rate options and formats the pricing information into a price matrix and returns the price
matrix. In one embodiment, the cruise comparison process 338 may instead, or in addition to the above, query an
external source for pricing information, such as, for example, a cruise line, a cruise line database 234, a cruise line
clearing house system, and so forth.

In oné embodiment, the cruise comparison process 338 may receive a request to view a different set of
pricing information, such as for example, the best price matrix, the detailed price métrix, the air/sea matrix, and so
forth. The cruise comparison process 338 then retrieves the requested pricing information for the selected matrix,
process, and formats the data for display in one of the compare display windows. For example, if the best price matrix
is requested, the cruise comparison process 338 may process the pricing data to select only the lowest prices for
display in the pricing matrix. In other embodiments, the cruise comparison process 338 may already have the data
stored, and thus a retrieval is not necessary.

The cruise comparison process 338 may also receive a compare display request wherein one of the categories
in the price matrix has been selected for display in the compare display. The cruise comparison process 338 then
retrieves additional pricing information for the selected category and formats the data for display in one of the compare
display windows. In other embodiments, the cruise comparison process 338 may already have the data stored, and
thus a retrieval is not necessary.

The cruse comparison process may then receive a different cruise sailing selection and repeat the above
described process for the newly selected cruise sailing.

D. Booking Module Processes

In one embodiment, the cruise selling and booking system 110 may also include a booking module 340 that
includes a collection of booking module 340 processes. The exemplary booking module 340 processes shown in Figure
3A include a cruise booking process 342 and a cruise payment process 344.

1. Cruise Booking Process

In one embodiment, the booking module 340 may also include a cruise booking process 342 that permits the
agent to book cruises for his customers.

The cruise booking process 342 receives a set of booking or reservation information. The cruise booking
process 342 may then format the information and send the information to the activity database 236. This information
may include, for example, the cruise ship, the sailing, cabin number for which the customer will be traveling and so
forth. In other embodiments, the cruise booking process 342 may format the information and send a booking request to
the appropriate cruise line in a variety of formats, such as, for example, via facsimile, via an external query, via an
external function call, and so forth. The cruise booking process 342 may then wait for a response from the cruise line.
If cruise line responds that the requested cabin is not available, the cruise booking process 342 may return an error
message stating “The Requested Cabin is No Longer Available.” If the cruise line responds with a confirmation of the
booking, the cruise booking process 342 may then return a confirmation and may then, in some embodiments, update

the activity database 236.
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2. Cruise Payment Process

In one embodiment, the booking module 340 may also include a cruise payment process 344 that permits the
agent to submit payments for his customers.

The cruise payment process 344 receives a set of payment information. The cruise payment process 344
may then format the information and send the information to the cruise line database 234, the customer database 232,
the activity database 236, and/or a payments database (not shown). This information may include, for example, vendor
identification, amount due, credit card information, expiration date, name of cardholder, and so forth. In other
embodiments, the cruise payment process 344 may format the information and send a payment notice to the
appropriate vendor(s) (e.g., the cruise line, the off-shore excursion companies, the insurance companies, etc.} in a variety
of formats, such as, for example, via facsimile, via an external query, via an external function call, and so forth. The
cruise payment process 344 may then wait for a response from the vendor{s). If vendor responds that the payment
was not accepted, the cruise payment process 344 may return an error message stating “Payment Unable to be
Processed.” If the vendor responds with a confirmation of the payment, the cruise payment process 344 may then
return a confirmation/receipt and may then, in some embodiments, update the cruise line database 234, the customer
database 232, the activity database 236, andjor the payment database. In other embodiments, the cruise payment
process 344 may perform a credit check with a third party system (e.g., banking system, credit card system, etc.) to
verify that the customer has the appropriate funds/credit limits to make the payment.

While various embodiments of the above processes have been disclosed, it is recognized that the processes
may be implemented in a variety of manners that are well known to those skilled in the art.

VI Agent Functions

In one embodiment, agents may be assigned to customers based in part on past activity, such as, for example,
sending the customer a brochure, qualifying a customer, providing the customer with a quote, or booking a customer on
a cruise. The relationship between the agent and the customer may then be used to track the agent’s sales activity,
determine the agent's commission, and so forth.

In one embodiment, agents may have additional access to part of the cruise selling and bocking system 110.
These functions may be used to assist the agent in pursuing and tracking customer leads and/or sales and help to
increase the agent’s likelihood of booking a customer on a cruise.

A first function matches available cruises with previously entered customer preferences. This function uses
information stored in the customer database 232, the cruise line database 234, and/or the activity database 236, to
determine which customers would be interested in a particular cruise based on the information included in the customer
information and customer qualification fields. For example, if a customer had specified a desire to travel to the
Bahamas during a certain time frame with a particular cruise line, but had not yet booked the cruise, an agent may
perform searches based on this information and find matching cruises prior to contacting the customer. When one or
more cruises have been identified by the agent as being desirable to the customer based on stored preferences and
information, the agent may then contact the customer having the information readily available, increasing the likelihood
the customer would book the cruise and improving the customer’s experience with the cruise booking process 342
overall,
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Further functions related to pursuing customer leads include routines designed to identify previous customers
found in the customer database 232 and matching cruises to these customers based on their prior sailing experiences.
This function automates portions of the marketing process and improves the agent’s ability to gather return bookings
from previous customers.

An additional function provides special offer matchings wherein the cruise selling and booking system 110
may search through the cruise line database 234 for special offers which do not apply to all customers and attempt to
match cruises with customers in the customer database 232. Typically, such offers are based on specific restrictions
such as age or state of residence and offer a reduced rate to individuals that meet the qualification restrictions. The
automated matching features of the cruise selling and booking system 110 permit the agent to specifically target
customers who meet the restricted requirements and to provide the agent with the customer’s contact information so
that the customer may be contacted directly.

The cruise selling and booking system 110 may also include report generation functions that allow agents to
view reports based on, for example, their past activity, past commission, year to date sales, and so forth.

The above mentioned functions provide the agent with the necessary tools to better market available cruises
to customers. The automated searching functions refine the process of matching customers with potentially desirable
cruises and thus improve the likelihood that the customer will book a cruise with the agent. Furthermore, the search
refinement reduces the amount of time the agent spends contacting customers who would not likely be interested in the
particular cruise or are not qualified for the price which the cruise would be offered. Taken together, these functions
improve agent booking success rates, minimize unnecessary customer interaction time, and improve a customer’s
experience with the cruise selling and booking process 310.

The additional functionality of greater agent access to the cruise selling and bocking system 110 in one
embodiment, advantageously provides the agent with the resources needed to effectively guide the customer through
the cruise selection and booking process while at the same time maintaining agent ownership of the customer and
maximizing the agent’s commission. This information is organized in a manner so as to be easily accessible to the agent
and to improve the speed and efficiently with which the agent sells cruise packages to the customers. The customer’s
experience in choosing a cruise is improved increasing the likelihood that the customer will book the cruise and in the
future utilize the services of the same agent.

VIl Conclusion

While certain embodiments of the invention have been described, these embodiments have been presented by
way of example only, and are not intended to limit the scope of the present invention. For example, although described
herein with reference to the Internet 125, the cruise selling and booking system 110 may be used in other types of
interactive communication systems. Accordingly, the breadth and scope of the present invention should be defined only
in accordance with the following claims and their equivalents.

SYSTEMS AND METHODS OF MATCHING CUSTOMER PREFERENCES WITH AVAILABLE OPTIONS

Systems and methods which represent various embodiments and example applications of the invention will
now be described with reference to the drawings. Variations to the systems and methods which represent other
embodiments will also be described. In one disclosed embodiment, the systems and methods are used to match a
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customer's preferences with a variety of options and are described in the context of a cruise selling and booking
system. The inventors contemplate that the present invention is not limited by the type of environment in which the
determination of the customer’s preferences is made, and that other types of environments may be used, such as, for
example, a real estate system, an airline travel system, a car rental system, a car sales system, and so forth. The
figures and descriptions, however, relate to embodiments of the invention wherein the determination is made for a
customer or agent desiring to narrow a list of available cruise choices to those cruises which are most appropriate for
the customer.

The present invention relates to a systems and methods for matching a customer’s preferences with a variety
of options for the purpose of facilitating the cruise booking process. More specifically, large quantities of cruise
information, which may comprise information describing hundreds, if not thousands, of cruises from various cruise lines
are processed to produce a refined subset of cruise information and is herein referred to as customer qualification.

Customer qualification provides the customer andjor agent with refined cruise information which better
reflects cruises which will likely be of interest to the customer and reduces andfor excludes inappropriate or extraneous
cruise information. Using the systems and methods described herein, a travel agent may better service customers in a
more efficient manner, thereby reducing the time required to research appropriate cruise information, providing
additional, detailed cruise information based on customer preferences, and creating a comprehensive summary relating
to the available cruises. The customer benefits from the aforementioned systems and methods by the increased speed
and ease of the cruise selling and booking transaction as well as the narrowing of the possible cruise choices to those
that are likely to be most appropriate for the customer. In some instances, the cruise information refinement process
results in the customer’s ability to book a higher quality or more luxurious cruise which might have been otherwise
overlooked using conventional methods of cruise selling and booking.

In one embodiment, these features are integrated into a cruise selling and booking system that automatically
manages the administrative tasks used to determine the customer needs and preferences. Furthermore, the cruise
selling and booking system includes searching and matching functionality to determine which cruises best meet with the
criteria set forth by the customer preferences. Additionally, the cruise selling and booking system includes functions to
provide a refined subset of available cruise information wherein the cruise information is directed towards the customer
needs and preferences. It is recognized, however, that in other embodiments, the processes designed to determine
customer needs may be integrated into other types of systems.

One benefit of one embodiment is that customer qualification facilitates the cruise selling and booking process
wherein a customer may compare available cruise options and book a cruise based on detailed and up-to-date
information. More specifically, customer qualification provides a flexible method to assess customer attributes and
incorporate these attributes into a search query which returns a subset of results likely to be of interest to the
customer. By breaking down the query into subsets of query information, important questions may be answered which
may include, for example, how much the customer can afford, what kinds of activities the customer enjoys, the type of
cruise which will satisfy the customer, and the level of luxury the customer desires. Furthermore, customer
qualification helps to ensure that the travel agent is provided with sufficient information to find and present potential
cruises that will suit the customer.
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Another benefit of one embodiment is that customer qualification may serve as a preliminary screening aid to
facilitate pricing comparisons. By removing cruises which do not meet a customer’s needs, customer qualification
narrows the choices presented to the customer so as to speed up the decision making process. The customer is
presented with the best options from a large quantity of available cruises. In another aspect, by using the qualification
process to funnel through the often large amounts of cruise information in a short period of time, both the travel agent
and customer benefit by reducing the time spent assessing non-optimal cruise information and improving the booking
experience of the customer.

An additional benefit of one embodiment is that the customer is able to find and book cruises in a more
efficient manner saving the user time. The cruise selling and booking system provides a tool for readily accessing up-to-
date, accurate cruise information without spending the large amount of time often required when telephoning the cruise
lines one-by-one to coflect cruise information and to book a cruise.

I Overview

in one embodiment, the systems and methods may be used in the context of a cruise selling and booking
system 110. Figure 1 illustrates the cruise selling and booking system 110 of one embodiment wherein a plurality of
customers, agents, and cruise lines interact with the cruise selling and booking system 110 via communication mediums
120. Cruise lines may interact directly with the cruise selling and booking system 110 and/or via a cruise line interface
system 130 that stores information for one or more cruise lines. The cruise selling and booking system 110, in the
illustrated embodiment, provides an interactive tool for compiling, reviewing, and processing information obtained from
the cruise lines, customers, and agents. The customer is presented with information about various cruises packages
and may book a cruise package utilizing the components of the cruise selling and booking system 110 through
interaction with an agent.

In one embodiment, systems and methods for deterhining customer needs through customer qualification may
commence with a customer interacting with an agent who has the expertise and resources to efficiently assist the
customer through the cruise selling and booking process as illustrated in Figure 2A.

Using the agent computer 240, the agent accesses the components of the cruise selling and booking system
110 to find information about the customer, to provide the customer with information about cruise sailings from the
cruise line database 234, and to book cruise packages as desired by the customer. Additionally, the agent may collect
and store information about the customer in the customer database 232 and may further access resources of the agent
database 238. In one embodiment, the agent database 238 stores information relating to the agents and their
customers allowing the agents to better manage customer communication, scheduling, and interactions.

In one embodiment, a customer may also access the cruise selling and booking system 110 without
necessarily interacting with an agent as illustrated in Figure 2B. For example, a customer may connect to the cruise
selling and booking system 110 via a web based service by utilizing a standard web browser on his own computer to
connect to the cruise selling and booking system 110 web page. In one embodiment, should the customer desire the
assistance of an agent, the cruise selling and booking system 110 may store the information entered by the customer in
the database collection 230. An agent with access to the cruise selling and booking system 110 may subsequently
retrieve the information. This feature provides improved customer/agent interactivity by saving the customers from
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repeating information previously stored in the cruise selling and booking system 110 to each agent with whom they
interact. As it is recognized that both customers and agents may access the cruise selling and booking system 110, the
term “users” will be used herein to refer to customers andfor agents.

In one embodiment, the qualification process is used to select a subset of cruise information from a large
number of available cruise sailings and to reduce the complexity of information and choices typically associated with
each cruise sailing. The refinement of cruise information is useful in that it narrows the number of cruise booking
choices that are presented to the customer. Furthermore, the qualification process may improve the percentage of
customers who book cruises and help ensure that customers are satisfied with their selection by knowing that their
choice was made from a comprehensive set of E.ruise choices and options.

In one embodiment, the cruise selling and booking system 110 recognizes the refinement of cruise information
through the customer qualification process. The cruise selling and booking system 110 may implement qualification
through a series of steps which progressively refine the selection criteria for available cruises. Functionality for
gualification using stored customer information in the cruise selling and booking system 110 and/or newly entered
customer information provides flexibility in the manner in which the qualification process is performed. The customer
information used in the qualification process may comprise customer preferences, personal information, and other
information useful in narrowing the search criteria for acceptable cruises. Additionally, the cruise selling and booking
system 110 may use the information gathered by customer qualification processes to identify cruises or packages with
special eligibility requirements which might be otherwise overlooked or unknown by either the travel agent or the
customer.

Customer qualification improves the efficiency with which the customer is serviced by providing a comprehensive
search of available cruises and narrowing the number of cruises which must be compared. The narrowing process limits
or eliminates cruises which do not match the criteria set by the customer information. Thus, the agent may quickly
provide the customer with available cruise options which may be desirable to the customer. Another aspect of the
customer qualification process ensures that the time spent by both the customer and the agent is focused on dealing
with “viable” cruise selections rather than complicated by sorting through a large number of available cruises which

may not be relevant or desirable to the customer.

1. Customer Qualification Module

In one embodiment, the cruise selling and booking component 220 includes a customer qualification module
360 (“qualification module 360") used to match a customer’s preferences with a variety of cruise package options
thereby narrowing the number of cruise packages that are presented to the user. One embodiment of a customer
qualification module 360 includes a customer information acquisition process 1510, a pre-qualification process 1520, a
qualification query process 1530, as well as additional processes 1540 as illustrated in Figure 15. For more information
on the processes, please refer to the section below entitled “Customer Qualification Processes.”

[n one embodiment, the customer qualification module 360 is implemented using one or more of a variety of

technologies such as, C++, VISUAL BASIC, JAVA, JAVA Script, Active Server Pages (“ASP”), Extensible Markup
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Language (“XML"), as well as other scripting language that may be used to dynamically retrieve, generate, process,
and/or format the data for a web document.

As used herein, the word module, whether in upper or lower case letters, refers to logic embodied in hardware
or firmware, or to a collection of software instructions, possibly having entry and exit points, written in a programming
language, such as, for example, C+ +. A software module may be compiled and linked into an executable program, or
installed in a dynamic link library, or may be written in an interpretive language such as BASIC. It will be appreciated
that software modules may be callable from other modules or from themselves, and/or may be invoked in response to
detected events or interrupts. Software instructions may be embedded in firmware, such as an EPROM. It will be
further appreciated that hardware modules may be comprised of connected logic units, such as gates and flip-flops,
andjor may be comprised of programmable units, such as programmable gate arrays or processors. The modules
described herein are preferably implemented as software modules, but may be represented in hardware or firmware.

M. Customer Qualification Processes

In one embodiment, the customer qualification module 360 includes several processes such as a customer
information acquisition process 1510, a pré-qualification process 1520, a qualification query process 1530, as well as
additional processes 1540.

A. Customer Information Acquisition Process

Figure 16 illustrates one embodiment of the customer information acquisition process 1510 used during
customer qualification to collect personal information from the customer. The collected information may then be used
to narrow the number of cruises presented to the customer to those cruises which are most appropriate. Beginning at a
start state (block 1600), the customer information acquisition process 1510 proceeds to the next state and receives a
customer identifier (block 1605). In one embodiment, this state may require the input of a customer identifier such as a
customer's name or customer 1D to be used in subsequent steps in the process. A customer identifier may be
submitted, for example, when the user logs onto the cruise selling and booking system 110. In the case of a customer
login, the login name and password entered by the customer may be keyed to reference the actual name, ID, and
customer information stored within the cruise selling and booking system 110. Proceeding to the next state (block
1610), the customer information acquisition process 1510 determines whether the supplied customer name or 1D
matches any records present in the customer database 232. If a customer database 232 match is found, the
corresponding record with the customer profile is retrieved (block 1615). If the customer record does not exist, a new
customer profile is created (block 1620) wherein the custt;mer information acquisition process 1510 queries the user
for information for at least a portion of the fields of the customer profile before proceeding to the next state. The
information in the customer profile may include general information identifying the customer, such as, for example,
name, age, address, contact information, gender, marital status, family members, group or organization affiliation, and
the like. Upon successfully retrieving (block 1615) or creating (block 1620) a customer profile, the customer
information acquisition process 1510 proceeds to an edit state (block 1625) where the customer profile may be
presented to the user for viewing andfor editing. Upon completion of the customer profile edits, the profile may be

stored in the customer database 232 (block 1630) and the customer information acquisition process 1510 awaits user
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input (block 1635) indicating whether the user desires to proceed with a customer pre-qualification process 1520 (block
1640) or wishes to exit the customer information acquisition process 1510 (block 1645).

It is recognized that the customer information acquisition process 1510 may be implemented differently in
other embodiments. For example, the customer information acquisition process 1510 may store the customer profile at
any time during the creation or editing functions of the customer information acquisition process 1510 and/or the
customer information acquisition process 1510 may skip the edit customer profile state.

B. Pre-Qualification Process )

Figure 17 illustrates one embodiment of a pre-qualification process 1520. As illustrated in Figure 17, after
the customer information has been collected, in one embodiment, the cruise selling and booking system 110 may
proceed to a start state (block 1705). Upon entering this process, the pre-qualification process 1520 (block 1710)
queries the user to determine whether the user would like to view a pre-qualification summary. f so indicated by the
user, then the pre-qualification process 1520 retrieves the pre-qualification summary, sends the pre-qualification
summary to the user (block 1715), and proceeds to the next state (block 1720). Should the user not wish to view the
pre-qualification summary, the pre-qualification process 1520 proceeds to block 1720.

In one embodiment, the pre-qualification summary information includes information which may aid the user
guiding the customer through the remainder of the pre-qualification process 1520. This information may include a
summary of brochures and advertising sent to or encountered by the customer, customer travel history relating to
previous cruises or other vacations booked or taken by the customer, and notes or reminders used to record items of
interest which may be useful in distinguishing a particular customer or his travel habits.

Further functionality may be provided by the pre-qualification process 1520 to permit access to the stored
customer information allowing additional information (which may be in the form of brochures, advertisements, or other
information) to be automatically sent to the customer as requested. In one embodiment, the customer qualification
module 360 updates the pre-qualification summary as needed to indicate the materials sent to the customer. In a like
manner, the user may collect information regarding a customer’s travel habits, history, or notes which may further be
added to the existing pre-qualification summary as needed or desired.

In block 1720, the pre-qualification process 1520 queries the user for booking preferences which are used to
further narrow the selection of cruise sailings. More specifically, the booking preferences may provide a number of
criteria for establishing the specific type of cruise the customer would like to book. The information collected may
include, for example, desired occupancy per cabin, range of dgsired travel dates, the preferred region of the world,
specific destination, trip duration, acceptablé days of the week upon which the cruise may depart, the embarkation port
or point of origin of the cruise, specific cruise package suppliers, andfor specific ships. In another embodiment, the
booking preferences are used to restrict the cruise preferences to exclude cruise sailings which include undesirable
cruise options. For example, a particular cruise line or cruise ship may be specifically excluded from the qualification
results.

After collecting the baoking preferences of the customer, the pre-qualification process 1520 proceeds to the
next state wherein additional search criteria may be obtained (block 1725) from the user to further narrow the search.

The search criteria may include other factors which aid in the cruise selection process including indications of the
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degree of flexibility the customer has with regard to the type, time, or destination of the cruise; special restrictions
which might apply to the desired cruise including handicaps or food requests; special discounts or eligibility
requirements for which the customer may be entitled, such as, for example, participation in various organizations,
membership in particular societies, or residency in certain states; as well as other criteria that may be used by the
cruise lines when booking particular cruise sailings.

After the search criteria has been received, the pre-qualification process 1520 awaits for user input (block
1730) indicating whether the user desires to-proceed with a customer qualification query process 1530 (block 1735) or
wishes to exit the qualification process (block 1740).

It is recognized that the pre-qualification process 1520 may be implemented differently in other embodiments.
For example, the pre-qualification process 1520 may store information obtained during any step of the process in the
customer database 232 and may further retrieve this information at any time to resume at the point where the user left
off.

C. Qualification Query Process

Figure 18 illustrates one embodiment of a qualification query process 1530 for identifying cruise sailings of
interest. As illustrated in Figure 18, after the pre-qualification process 1520 has been completed, in one embodiment,
the cruise selling and booking system 110 proceeds to a start state (block 1800). Proceeding to the next state, the
qualification query process 1530 retrieves the information received in the customer information acquisition process
1510 and the pre-qualification process 1520 to prepare a qualification query (block 1810). The qualification query
process 1530 may then prepare and process the qualification query (block 1820) such that the qualification query acts
as a filter to select cruises from the cruise line database 234 which may be of potential interest to the customer.

In one embodiment, the cruise selling and booking system 110 uses the information obtained from the cruise
line database 234 to identify cruises which meet the restrictions included in the qualification query information.
Additionally, the qualification query process 1530 may retrieve cruise information from other cruise booking systems
and databases. For example, in addition to using the locally maintained cruise information stored in the database
collection 230, the qualification query process 1530 may connect with a plurality of external databases, cruise lines,
and/or travel agencies to acquire additional cruise information so as to create a more comprehensive query.

Upon collecting the cruise data, the qualification query process 1530 retrieves matching cruise packages by
applying the query criteria to obtain a subset of cruises (block 1830). In one embodiment, the qualification query
process 1530 sorts the cruises using a variety of methods, such as, for example, by order of relevance, alphabetically,
by price, and so forth. The results are then sent to the user (block 1840) for display in an organized manner so as to
limit the cruise choices to those cruises found to be most likely to meet the customer’s specifications, and the
qualification query process 1530 proceeds to an end state (block 1850).

In one embodiment, the qualification query results are formatted in a list summarizing the available cruise
choices which are the most appropriate matches based on the customer’s information and preferences. The summary
list may include information regarding the cruise line, cruise ship, sail date, duration, cruise itinerary or description, and
pricing range. The summary list provides an easy-to-visualize reference from which a user may compare individual
cruise sailings. Additionally, each item in the summary list may be linked to extended information regarding particular
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aspects, features, or descriptions which when invoked, provide more in-depth information about the summary list item.
Thus, the user is able to readily search through thousands of cruise packages and quickly obtain a comprehensive, yet
consolidated, subset of cruise selections facilitating the customer cruise selection and booking process.

It is recognized that other embodiments of the qualification query process 1530 may be used. For example, in
one embodiment, the user may retrieve additional results from the current query and refine the search to include
alternative query information without having to re-enter the query in its entirety. Further, in other embodiments, only a
local database may be searched or only an external database may be searched.

Upon completion of the qualification query process 1530, the qualification query results may be selected and
compared using other features and functionalities of the cruise selling and booking system 110. The design of the
cruise selling and booking system 110, therefore, may use the information from the qualification query process 1530
with other components or modules of the cruise selling and booking system 110.

D. Additional Processes

The customer qualification module 360 may also include additional processes 1540. In one embodiment, the
customer qualification module 360 may include a summary list item process for retrieving and returning additional
detailed information on a summary item. For example, a summary list item for a cruise ship may be linked to an image
or map of the actual decks of the cruise ship for display to the user. This display provides detailed information about a
potential cruise sailing. Likewise, a summary list item for an itinerary of a cruise sailing may provide a detailed listing
of activities, events, and stopovers which are scheduled for a particular cruise sailing. Linking the summary list items
to more detailed information enables the user to quickly access additional information about the qualified cruise sailings
which may aid customers in making a decision as to which cruise best suits them.

The customer qualification module 360 may also include a price breakdown process which displays a
breakdown of the pricing information for use by the travel agent when negotiating a booking price with the customer.
The price breakdown process provides the travel agent with a tool to compare prices among the various cruises. The
price breakdown process may be advantageously used by the travel agent to negotiate booking prices with the
customer allowing the travel agent to present the customer with pricing choices for various quality and luxury options
on the cruise sailings while at the same time maximizing the travel agent's commission. Additionally, the price
breakdown process may indicate to the travel agent the lowest allowable prices for which a cruise may be booked.

In addition, the customer qualification module 360 may include an availability check process that displays the
current availability of cabins or rooms on selected cruise ships. Using this information, the user may verify the
availability of particular rooms or cabins which may be held, reserved, and/or booked. The availability check process
may also assist the user in determining how full a cruise sailing remains and provide the user with an indication of the
relative urgency of the customer's booking. For example, if a user knows that the cabins for which the customer is
interested are only 25% booked, the urgency is low; whereas if the cabins are 98% booked, the user may urge the
customer to book or at least hold a cabin.

Iv. Qualification Display
Figure 7 illustrates one embodiment of qualification display web page 710 or customer preference display

with a preferences section 720. In the exemplary qualification display 710, the preferences section 720 includes
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number of persons per cabin 721, dates of travel 722, home gateway 723, number of nights of travel 724, day of
embarkation 725, and port of embarkation 726. In addition, the preferences section 720 enables the user to view a set
of travel regions 727, itineraries 728, suppliers 729, ships 730, and/or ports 731. In addition, the user may search by
supplier contract number 732. In one embodiment, the cruise selling and booking system 110 may generate such
information from the database collection 230, however, it is recognized that in other embodiments, the information may
be entered in whole or in part as separate data or not included at all.

In the exemplary qualification display 710, the user has restricted the search to cruises allowing two persons
per cabin, sailing from October 8, 1999 to October 2, 1999 for seven nights, and departing on any day of the week.

When the agent has entered the appropriate information listed above, the agent computer 240 submits the
customer's sailing preferences to the cruise selling and booking system 110. The customer qualification module 360
receives the information and searches for cruise sailings in the cruise line database 234 that fall within the range of the
submitted criteria.

If no matching cruise sailings are found, the customer qualification module 360 may inform the agent
computer 240 that no sailings were found or may return a set of “suggested” cruise sailings that do not bmeet the
criteria but still may be of interest to the customer. Such “suggested” cruise sailings may be selected on the basis of
several factors. For example, the customer qualification module 360 may suggest cruises sailings that depart on dates
before or after those specified by the customer, cruise sailings that provide special discounts for attributes that match
the customer's profile (e.g., children cruise free), cruise sailings that match preferences that the customer has
previously requested, as well many other cruise sailings.

If matching cruise sailings are found, the customer qualification module 360 sends a set of matching cruise
sailings to the user. As described above, the customer qualification module 360 may also include a set of suggested
cruise sailings with the matching cruise sailings. Figure 7 illustrates an exemplary set of cruise sailing search results
that enables the user to view and select number of cruise sailings by marking the “check box” 742 that corresponds to
the selected cruise package. An exemplary cruise sailings search results section 740 is shown in Figure 7 wherein the
first cruise package is the Carnival Tropicale ship scheduled to depart on September 8, 2001 for a seven day cruise to
the Western Caribbean. The user has selected the Carnival Tropicale, the Princess Dawn Princess, and the Royal
Caribbean Explorer of the Seas.

It is recognized that Figure 7 illustrates one embodiment of a set of cruise sailing search results and that in
other embodiments, other sets of cruise sailing search results may be used. For example, in another embodiment, the
set of cruise sailing search results may includé information about pricing, such as Block pricing and/or FIT pricing
information, as well time stamp information indicating when the information was last updated by time and date.

In one embodiment, the customer qualification module 360 may also include guidelines for ranking the order in
which the cruise sailings are displayed andjor provide separate designations for “matching” and “suggested” cruise
sailings, such as, for example, by availability, by departure date, by average cost, and so forth.

V. Conclusion
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While certain embodiments of the invention have been described, these embodiments have been presented by
way of example only, and are not intended to limit the scope of the present invention. Accordingly, the breadth and
scope of the present invention should be defined in accordance with the following claims and their equivalents.
DETAILED DESCRIPTION OF SYSTEMS AND METHODS OF
DISPLAYING CRUISE LINE PRICING DATA

Systems and methods which represent various embodiments and example applications of the invention will
now be described with reference to the drawings. Variations to the systems and methods which represent other
embodiments will also be described. In one disclosed embodiment, the systems and methods are used to provide pricing
information and is described in the context of a cruise selling and hooking system. The inventors contemplate that the
present invention is not limited by the type of environment in which the pricing information is provided and that other
types of environments may be used, such as, for example, a real estate system, an airline travel system, a car rental
system, a car sales system, as well as any other type of system that sells and/or provides pricing information about
various products andfor services. The figures and descriptions, however, relate to embodiments of the invention
wherein the pricing information relates to cruise packages.

The present invention relates to systems and method for comparing multiple sets of pricing information. One
embodiment of the invention includes a system for displaying subsets of pricing information in table format wherein the
pricing information may be readily compared with other sets of data.

One benefit of one embodiment is that users may select among a variety of pricing options permitting users to
narrow the range of pricing information which is displayed. In some instances, a particular customer may not qualify
for certain pricing options and thus, such options may be excluded from the pricing display.

Another benefit of one embodiment is that users are presented with a price matrix of relevant pricing data.
The users may select pricing options for which the customer may qualify and are presented with corresponding pricing
information for the selected pricing options in a discrete price matrix. The price matrix displays two or more sets of
pricing data enabling the users to compare the details of the pricing data. ~ An additional benefit of one embodiment
it that the users may view various types of price matrices depending on the individual customer and/or the amount of
data.

A further benefit of one embodiment is that as the pricing options, prices, and availability change, the changes
are reflected in the user’s displays. The user is presented with up-to-date, current information.

An additional benefit of one embodiment is that the customer is able to find and book cruises in a mare
efficient manner saving the travel agent and/or the customer time. The cruise selling and booking system provides a tool
for readily accessing up-to-date, accurate cruise information without spending the large amount of time often required
when telephoning the cruise lines one-by-one to collect cruise information and to book a cruise.

In one embodiment, these features are integrated into a cruise selling and booking system that assists agents
and customers with finding cruises that meet the customers’ preferences. Furthermore, the cruise selling and booking
system facilitates the ability of the customers and agents to compare accurately the various cruise pricing data.

L. Overview
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In one embodiment, the systems and methods may be used in the context of a cruise selling and booking
system 110. Figure 1 illustrates the cruise selling and booking system 110 of one embodiment wherein a plurality of
customers, agents, and cruise lines interact with a cruise selling and booking system 110 via communication mediums
120 such as the Internet 125. Cruise lines may interact directly with the cruise selling and booking system 110 and/or
via a cruise line interface system 130 that stores information for one or more cruise lines. The cruisé selling and
booking system 110, in the illustrated embodiment, provides an interactive tool for compiling, reviewing, and processing
information obtained from the cruise lines, customers, and agents. The customer is provided with information about
various cruises packages and may book a cruise package utilizing components of the cruise selling and booking system
110 through interaction with an agent.

Using the agent computer 240, as illustrated in Figure 2A, the agent accesses the components of the cruise
selling and booking system 110 to find information about the customer, to provide the customer with information about
cruise sailings from the cruise line database 234, and to book cruise packages as desired by the customer. Additionally,
the agent may select various pricing options for which the customer qualifies and then view the cruise pricing
information that corresponds to the selected pricing options using one or more of the price matrices.

In one embodiment, a customer may also access the cruise selling and booking system 110 without
necessarily interacting with an agent as illustrated in Figure 2B. For example, a customer may access the cruise selling
and booking system 110 via a web based service by utilizing a standard web browser on his own computer to connect
to the cruise selling and booking system 110 web page. In one embodiment, should the customer desire the assistance
of an agent, the cruise selling and booking system 110 may store the information entered by the customer in the
database collection 230. An agent with access to the cruise selling and booking system 110 may subsequently retrieve
the information. This feature provides improved customer/agent interactivity by saving the customers from repeating
information which was previously stored in the cruise selling and booking system 110 to each agent with whom they
interact. As it is recognized that both customers and agents may access the cruise selling booking system, the term
“users” will be used herein to refer to customers andfor agents.

In one embodiment, a system and method of comparing pricing information may commence with a user
accessing the cruise selling and booking system 110 to search for cruise packages that meet a customer’s preferences.
The user may utilize the cruise selling and booking system 110 to select a set of pricing options for which the customer
may qualify. The user may then view detailed pricing information that corresponds to the set of pricing options in one or
more of the available price matrices.

Pricing options, also referred to as rate options, are the representative pricing categories that a user may
select for the customer. These pricing options may include discounts associated with package deals for air and
extended stay vacations as well as other incentive packages that a customer may select prior to booking. Other
examples include local resident discounts, senior discounts, child traveling rates, weekend getaway rates, group rates,
and so forth. Each cruise line has a variety of pricing options that set the prices for the multiple categories of cabins of
the various cruise sailings and cruise ships. Travel agents use the pricing options along with other pricing information
to find the best rate for the customers while at the same time maximizing their own commission. Due to the large
number of possible pricing options for each of the multiple cabin categories, it is often useful for the agent to limit the
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pricing information of each sailing to a smaller subset of information based on the customer’s profile and preferences.
In one embodiment, the number of pricing options that may be selected may be restricted (e.g. to four or five). In
another embodiment, the pricing options presented to the user may reflect current availability of the cabins andor cabin
categories such that if a pricing option has expired or has been used up, the pricing option is not presented to a user.

Price matrices, also referred to as cruise detail displays, display information for the categories of each cruise
sailing allowing the user to select individual categories as well as limit the display to selected categories by filtering out
excess information. The price matrices display prices for the available cabin categories of the designated sailings and
the selected pricing options. The information may include real-time data such that as the prices are changing, the prices
presented to the user reflect the changes.

In one embodiment, the price matrices may be adjusted, by reducing the number of viewed items and/or
displaying additional detailed information regarding a specific sailing. Furthermore, in one embodiment, the price
matrices include features that give the user access to more detailed information about the categories or the sailings.
This information may include, for example, locations of cabins, lounges, and entertainment on any selected ship. In one
embodiment, the user may switch between a variety of price matrices such as, for example, a price matrix with the
“best price” information, a price matrix with detailed information, a price matrix with airfare information, and so forth.

L. Price Comparison Module

In one embodiment, the cruise selling and booking system 110 includes a price comparison module 370 used
to present the user with available pricing options and to provide price matrices of real-time, detailed pricing and
availability information.

Figure 19 illustrates one embodiment of a price comparison module 370 which includes a pricing options
selection process 1910 and a price matrix process 1920. For more information on the price comparison processes,
please refer to the section below entitled “Price Comparison Processes.” In one embodiment the price comparison
module 370 may be implemented as part of the cruise selling and booking component 220 and may interact with the
server component 210 and the database collection 230.

In one embodiment, the price comparison module 370 may utilize several resources to find available pricing
options as well as pricing information. For example, the price comparison module 370 may query the database
collection 230 for customer information stored in the customer database 232, such as, for example, number of
passenger, age of passengers, home gateway city, past destinations, credit approval, and so forth. The customer
information may be used to qualify each customer for various steps in the process of purchasing a cruise. In addition,
the price comparison module 370 may also query the database collection 230 for cruise line information stored in the
cruise line database 234, such as, detailed information about the cruise lines, the cruise ships, as well as category
information and pricing information. The price comparison module 370 may also query outside sources, such as, for
example external databases, cruise lines, travel agencies, and so forth. For example, the price comparison module 370
may query a cruise line to determine which pricing options are currently available for the selected sailing. In one
embodiment, the price comparison module 370 may query another source to obtain real-time pricing and availability
data as well as the database collection 230 for static data and use both sets of data to present the user with rate

options andor price matrices. For example, the price comparison module 370 may query a cruise line or a cruise line
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interface system 130 to determine whether there are any available cabins for the selected sailing and to request real-
time pricing information for the cabins.

In one embodiment, the database collection 230 may be storgd locally and content may be updated to a
remote server on a periodic basis. In other embodiments, the information entered by the user may be transferred across
a communication medium to a centralized database. The database collection 230 may be accessed by certain function
calls enabling the agent to gather information through a standard web interface. The database calls may be
standardized to permit web page requests to remotely access cruise provider databases without errors.

In one embodiment, the price comparison module 370 is implemented to provide the user with a selection of
pricing options and a matrix of pricing information. In one embodiment, the price matrix displays various pricing
information for the categories of cabins that are available on the selected cruise ship sailing. The price comparison
module 370 may be implemented using one or more of a variety of technologies such as, C+ +, VISUAL BASIC, JAVA,
JAVA Script, Active Server Pages (“ASP”), Extensible Markup Language (“XML"), as well as other scripting languages
that may be used to dynamically retrieve, generate, process, and/or format the data for a web document.

As used herein, the word module refers to logic embodied in hardware or firmware, or to a collection of
software instructions, possibly having entry and exit points, written in a programming language, such as, for example,
C++. A software module may be compiled and linked into an executable program, or installed in a dynamic link library,
or may be written in an interpretive language such as BASIC. It will be appreciated that software modules may be
callable from other modules or from themselves, and/or may be invoked in response to detected events or interrupts.
Software instructions may be embedded in firmware, such as an EPROM. It will be further appreciated that hardware
modules may be comprised of connected logic units, such as gates and flip-flops, and/or may be comprised of
programmable units, such as programmable gate arrays or processors. The modules described herein are preferably
implemented as software modules, but may be represented in hardware or firmware.

[[[ Price Comparison Displays

Figures 9, 10, 20, and 21 illustrate embodiments of price comparison displays that includes a cruise detail
web page 810 with a “Select A Cruise” section 820 and a “Cruise Detail” section 830. Figure 9 illustrates a pricing
options display. Figure 20 illustrates a compare display for which two cruise packages have been selected.

A. Pricing Options Display

One embodiment of a pricing options display 910 is illustrated in Figure 8 wherein the user has selected to
view a set of available pricing options for the Princes Dawn Princess cruise sailing which departs on September 8,
2001. The exemplary display 8910 includes a title bar 911 designating the cruise line, the cruise ship, the departure
date, as well as a tag (“07SC3") that corresponds to the call that was assigned to the database search. The exemplary
display 910 uses a table format to display the pricing options with heading descriptions at the top of the table such
that each row includes information that corresponds to an individual pricing option. The exemplary headings are
identified as “Rate Code” 912, “Rate Name” 914, “Start Date” 916, “End Date” 916, and “Status” 918. -

The rate codes 912 identify various pricing options for the cruise sailing and in one embodiment may be
presented based upon their availability. For example, once a pricing option has expired or has been exhausted, the
pricing option may not appear in the display. The rate code 912 may be determined by the cruise selling and booking
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system 110, the cruise lines, the travel agents, and/or a combination of the above. The rate names 914 designate the
name of the pricing option and may provide additional information about each option such as for example, whether the
code may be used in conjunction with air fare or whether it only applies to cruises. The start dates 916 and end dates
916 represent times for which the pricing options are available signifying when the promotion ends and/or how long the
specific option has been in existence. The status 918 signifies whether a pricing option has expired. In one
embodiment, if the pricing option is available, the status 918 is OPEN, whereas if the pricing option has expired, the
status 918 is marked as CLOSED. In one embodiment, the pricing options display 910 filters out pricing options that
are of the CLOSED status.

In one embodiment, the pricing option display 910 may also include an expandable field 822 for displaying
additional information including rules that may apply for a specific rate code. This information may be displayed or
hidden underneath the rate code by clicking on the right arrow 924, which becomes a down arrow to represent the
expanded field. The user may also select the checkbox 926 located to the left of each rate code to include the pricing
option in a price matrix. The pricing option display 910 may also include an input field 920 at the top of the display
enabling an agent to enter manually a known rate code. Manual entry may be useful in situations where a user is
working with a special promotion that may not be part of the system, a new promotion that has not yet been added to
the system, and/or common promotions with which the user is familiar.

For example, rate code BNPTPXUSD represents the best available past passenger rate that does not include
air prices. The BNPTPXUSD option was available beginning on October 12, 1998 and ends on March 28, 2001. The
expanded field 922 includes information about BNPTPXUSD stating that the passenger must have booked a cruise
within the last two years to qualify for this rate code 912. Furthermore, the checkmark in the checkbox 926 indicates
that the rate code 912 has been selected as a pricing option for the price matrix.

It is recognized that in other embodiments, the pricing options display 910 may include different sets of data
andfor some of the data may be excluded from the display. For example, in one embodiment, the user may not be
presented with the input field 920. Furthermore, in other embodiments, the pricing options display 910 may limit the
number of pricing options that a user may select to a predetermined number, such as, for example, three or four.

B. Price Matrix Display

One embodiment of a price matrix display 2010 is illustrated in Figure 20 wherein the user has selected the
Princes Dawn Princess cruise sailing which departs on September 9, 2001. The exemplary price matrix display 2010

includes a price matrix section 2020 and a button section 2030.

-62-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
1. Price Matrix Section

The exemplary price matrix section 2020 displays the real-time pricing information for the selected pricing
options and, in one embediment, may include pricing information for pricing options that are always included, such as,
for example, a promotional price, best TRAVL price, best price, and so forth. The price matrix displays the pricing
information in table format with heading descriptions at the top of the table such that each row includes information
that corresponds to an individual pricing category. The exemplary headings are identified as “Cat” 2021, “Type” 2022,
“GG/Promo” 2023, “TRAVL Block” 2024, “BF” 2025, and so forth.

The “Cat” column 2021 represents the category code for the description of the accommodations. The
category code may be determined by the cruise selling and booking system 110, the cruise lines, the travel agents,
and/or a combination of the above. Furthermore, the category codes may be different for various cruise lines and may
vary in presentation. The “Type” column 2022 represents the type of category, such as, for example, suite, single
room, double room, outside cahin, inside cabin, and so forth. The next columns 2023, 2024, 2025 represent the various
pricing or rate options. In one embodiment, each pricing or rate option column 2023, 2024, 2025 may be further
segmented into sub-columns to present the costs for double occupancy, single occupancy, shared occupancy, third
person of a triple occupancy, fourth person for a quadruple occupancy, as well as other information, such as
availability, options, andjor upgrades. The upgrade column may be populated if an upgrade is available either by special
promation or as an opportunity for an upgrade based on group rates.

In the exemplary price matrix, the BB/Promo price 2023 includes the port charges and displays a promotional
rate price. The “TRAVL Block” 2024 displays prices that the travel agency may offer. In some instances, a travel
agency or group may purchase or hold a block of cabins at a discounted price and may pass the discount onto the
customers. The “BF” price 2025 is the best price which may be retrieved from the system and/or calculated in real time
by taking the lowest price of all of the available pricing options or one or more subsets of the available pricing options.
Pricing information for other selected pricing options may also be displayed.

The exemplary cruise ship, the Princess Dawn Princess includes several categories, 12, 6D, 6C, 6B, 6A, 5A,
and so forth. In one embodiment, the categories are sorted from most expensive to least expensive, though in other
embodiments, other sorting methods may be used. In addition, if pricing information is not available, or if there is no
availability for a particular category, the price matrix may display “N/A,” designating not applicable. In other
embodiments, the category may be removed from the price matrix, and/or the availability of a particular category may
be checked at a later time.

In one embodiment, the price matrix section 2020 includes a column of checkboxes 2026 located to the left of
each “Cat” column. The checkboxes 2026 enable the user to select from the set of categories a subset of categories to
view in a “Show Selected” matrix discussed below. Furthermore, the price matrix section 2020 includes a column of
arrows 2027 next to the checkboxes that enable the user to open a window that will display the details regarding the
category such as detailed descriptions of the categories and the associated amenities. For example, for category 12,
the additional information may state that 12 is a suite on the promenade deck. Such information may be useful as

many cruise lines use their own set of categories. The price matrix also includes a column of arrows 2028 within each
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pricing option column that enables the user to display the selected the pricing option and category in the compare
display.

2. Button Section

In one embodiment, the price matrix may also include a button section 2030 that enables a user to revise
and/or refine the pricing information. For example, the price matrix defaults to providing information for cabins based
on a two person per cabin booking. By submitting a different number and selecting the “Modify Pax” button 2031, the
user may request pricing information for other numbers of persons per cabin.

The “Show Selected” button 2032 works in conjunction with the check boxes located to the left of the price
matrix rows. The user may select one or more of the categories for display and then select the “Show Selected” button
to limit the price matrix to only the selected categories in a “Show Selected” matrix. The “Show Selected” button then
changes to a “Show All" so that the user may return to the set of all categories. In one embodiment, the default view
includes all of the categories for the selected cruise sailing, though it is recognized that other defaults may be used.

The “Best Price” button 2033 permits the user to view a Best Price matrix wherein the best prices are
displayed in a matrix. Furthermore, the “Air/Sea” button 2034 permits the user to view an Air/Sea price matrix detailing
price information that includes airfare. If the “Best Price” button is selected, the “Best Price” button then chariges toa
“Detail” button enabling the user to return to the price matrix. Furthermore, if the “Air/Sea” button 2034 is selected,
the “Air/Sea” button 2034 then changes to the “Detail” button enabling the user to return to the price matrix. For more
information on the “Best Price” matrix, please refer to the section below entitled “Best Price” matrix. For more
information on the “Air/Sea” price matrix, please refer to the section below entitled “Air/Sea Price Matrix.”

The “Deck” button 2035 displays a pop-up window illustrating the cruise ship’s key locations as well as the
specific locations of cabins on every level of the ship. To close the window, the user may select the “Close” button. In
one embodiment, the “Deck” button is inactive if the cruise ship’s information is not available.

The “Rate Options” button 2036 returns to the pricing options display 820 discussed above. These buttons
enable the user to switch between a variety of price matrices permitting accurate comparisons of pricing information.

In one embodiment, the user may select another cruise to view pricing information on a different cruise sailing.

C. Best Price Matrix

The Best Price matrix 1010 displays a subset of the available pricing information wherein only the “best
prices” are presented for various categories as illustrated in Figure 10. Similar to the price matrix display 2010, the
Best Price matrix 1010 includes a “Cat” column 1011, and “Upg” column 1012, and a “Type” column 1013. In
addition, the Best Price matrix 1010 includes columns representing the best price for various sets of options. For
example, in Figure 10, the best prices for the Promotion rate 1014, the full individual tariff (“FIT") price 1015, and the
best TRAVL price 1016 are displayed. In one embodiment, the FIT price represents the best price for the selected rate
options and pricing categories wherein the price comparison module 370 finds the prices for the selected rate options
for the categories, determines the best prices, and displays the best price. The Best Price matrix may also include a
best price description column 1017 which presents the user with information on the pricing option that was used to

find the best prices.
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in one embodiment, the best prices are by default based upon double occupancy, though the user may change
the number of persons per cabin. Furthermore, in other embodiments, other default values may be used. In one
embodiment, the Promotion column 1014 may be populated with pricing information if there is a special theme cruise
that has been planned or if there is any other promotion offered by the cruise lines. The FIT price 1015 represents the
best price for the selected rate options and pricing categories. The Best TRVL price 1016 represents the best price an
agent can offer which may be affected by negotiated deals between agencies and cruise line carriers. In many cases, it
is beneficial for the agent to see the multiple pricing options as to afford the customer an upgraded room category at a
lesser price while at the same time maximizing commission. The last category 1017 identifies the description of the
best price.

In one embodiment, the Best Price matrix 1010 may be presented to the user as the default view as it
provides the user with a concise summary of the best prices that may be offered to the user. In other embodiments,
however, other price matrices may be used as the default. For example, if the travel agency has an agreement with an
airling, the Air/Sea price matrix may be used as the default to help encourage airfare sales.

For a discussion of the buttons used with the Best Price matrix 1010 see the section above entitled “Price
Matrix Display - Button Section.”

D. Air/Sea Price Matrix

The “Air/Sea” price matrix 2110 displays pricing information that includes airfare from a gateway city as
illustrated in Figure 21. During the cruise selling and booking process 310, the user may select a gateway city 2111
from which the customer will depart. In one embodiment, the gateway city 2111 represents the starting point for
airline transportation rather than the port of departure. The user may then have the option of manually requesting price
quotes for airline travel, using the cruise selling and booking system 110 to search for airfare information, or using
another system to find airline itineraries and prices that suit the customer’s needs.

V. Price Comparison Processes

In one embodiment, the price comparison module 370 includes a pricing options selection process 1910 and a
price matrix process 1920.

A. Pricing Options Selection Process

An overview of one embodiment of a pricing options selection process 1910 is shown in Figure 22. Beginning
at a start state (block 2210), the pricing options selection process 1910 transitions to the next state (block 2220} and
receives a selected sailing. The pricing options selection process 1910 then retrieves a set of pricing options that
correspond to the selected sailing (block 2230). The set of pricing options may be retrieved from an internal source
andfor an external source. In addition, the set of pricing options may be based in part on cabin and/or pricing option
availability. Next, the pricing options selection process 1910 formats the set of pricing options and returns them to the
user (block 2240). The pricing options selection process 1910 then receives a set of selected pricing options, wherein
the selected pricing options is a subset of the set of pricing options (block 2250) and proceeds to an end state (block
2260).

It is recognized that other embodiments of a pricing options selection process 1910 may be implemented. For
example, the pricing options may be retrieved for each selected sailing after all sailings have been selected.
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B. Price Matrix Process

An overview of one embodiment of a price matrix process 1920 is shown in Figure 23. Beginning at a start
state (block 2310), the price matrix process 1920 transitions to the next state (block 2320) and receives a selected
sailing and a set of selected pricing options. In one embodiment, the price matrix process 1920 may receive the
selected sailing andfor the set of selected pricing options from the pricing options selection process 1910. Next, the
price matrix process 1920 retrieves pricing information for the selected sailing (block 2330) and filters information to
the pricing information that corresponds to the set of selected pricing options (block 2340). The pricing information
may be retrieved from an internal source and/or an external source. In addition, the pricing information may include real-
time pricing and availability data. The price matrix process 1920 formats the pricing information and sends it to the
user {block 2350) proceeding to an end state (block 2360).

It is recognized that other embodiments of a price matrix process 1920 may be implemented. For example,
the price matrix process 1920 may also filter the pricing information to include only the best prices for a set of
categories. The set of categories may be retrieved from the database collection 230 andfor may be received from the
user. Furthermore, the price matrix process 1920 may also add in airfare information and/or remove airfare information
depending on how the pricing information is stored.

V. Accessing the Pricing Options and the Price Matrices

In one embodiment the user may access the pricing options and the price matrices throughout the cruise
selling and booking process 310. Furthermore, in other embodiments, a user may access directly the pricing options
and/or the price matrices using the price comparison module 370.

A. Accessing the Pricing Options

In one embodiment, user may access the pricing options display after selecting specific cruise sailings from
the cruise line carriers. When the user selects a cruise sailing, the price comparison module 370 receives the user’s
selection and determines whether there are any pricing options available. This may include, for exaniple, querying a
cruise line or a cruise line interface system 130 to determine the availability of particular cabins and/or pricing options.
In one embodiment, the price comparison module 370 searches for any pricing options, while in other embodiments, the
price comparison module 370 may retrieve only those pricing options for which the user is qualified. In other
embodiments, the price comparison module 370 excludes pricing options for which the user does not qualify. If there no
available pricing options, then the user may be presented with a price matrix. Otherwise, if there are available pricing
options, the pricing options display may be presented to the user.

If there are available pricing options, the user may, in one embodiment, select up to four pricing options for
display in a price matrix. These options may include, for example, best possible fare “BF,” resident pricing discount
“PGR,"” and/or a senior pricing “PGSR1.”

B. Accessing the Price Matrices

In one embodiment, the user may access the price matrices throughout the cruise selling and booking system
110. For example, the user may select pricing options in the pricing options display and select the continue button to
view a price matrix that corresponds to the selected pricing options. In addition, the user may select the previously
selected sailing thereby bypassing the pricing options display and directly viewing a price matrix. Furthermore, within
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the Option Recap screen, the user may select the “Category Sailed” button. This selection will initiate a price matrix in
the place of the Option Recap screen and allow the user to include a new category in the specific sailing.
VI Conclusion

While certain embodiments of the invention have been described, these embodiments have been presented by
way of example only, and are not intended to limit the scope of the present invention. Accordingly, the breadth and
scope of the present invention should be defined in accordance with the following claims and their equivalents.

DETAILED DESCRIPTION OF SYSTEMS AND METHODS OF
COMPARING PRODUCT INFORMATION

Systems and methods which represent various embodiments and example applications of the invention will
now be described with reference to the drawings. Variations to the systems and methods which represent other
embodiments will also be described. In one disclosed embodiment, the systems and methods are used to compare
product information and are described in the context of a cruise selling and booking system. The inventors contemplate
that the present invention is not limited by the type of environment in which the product information is compared and
that other types of environments may be used, such as, for example, a real estate system, an airline travel system, a
car rental system, a car sales system, as well as any other type of system that sells and/or provides information about
various products andfor services. The figures and descriptions, however, relate to embodiments of the invention
wherein the product information is cruise package and pricing information,

The present invention relates to systems and methods for comparing multiple sets of information in a compare
display. One embodiment of the invention includes a system for displaying cruise package and pricing information in
side-by-side windows wherein the user may replace the contents of each of the windows with an alternate selection of
cruise package and pricing information. The compare display enables the users to compare accurately the detailed
cruise package and pricing information.

One benefit of one embodiment is that users may select among a variety of cruise package options permitting
the user to view a myriad of available cruise package and pricing information. A user may display information from
different cruise lines, cabin categories, rate options, and so forth. |

Another benefit of one embodiment is that users may compare detailed information about the cruise package
and pricing information in the compare display such that as the user scrolls through the information of one set of cruise
package and pricing information, the corresponding information of the other cruise packages is also displayed.

An additional benefit of one embodiment it that the user may replace one cruise package with another
allowing for the comparison of even more cruise packages.

An further benefit of one embodiment is that the user is able to find and book cruises in a more efficient
manner saving time. The cruise selling and booking system provides a tool for readily accessing up-to-date, accurate
cruise information without spending the large amount of time often required when telephoning the cruise lines one-by-
one to collect cruise information and to book a cruise.

In one embodiment, these features are integrated into a cruise selling and booking system that assists agents
and customers with finding cruises that meet the customers’ preferences. Furthermore, the cruise selling and booking
system 110 facilitates the ability of the customers and agents to compare accurately the various cruise packages.
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L Overview

In one embodiment, the systems and methods may be used in the context of a cruise selling and booking
system 110. Figure 1 illustrates the cruise selling and booking system 110 of one embodiment wherein a plurality of
customers, agents, and cruise lines interact with a cruise selling and booking system 110 via communication mediums
120 such as the Internet 125. Cruise lines may interact directly with the cruise selling and booking system 110 and/or
via a cruise line interface system 130. The cruise selling and booking system 110, in the illustrated embodiment,
provides an interactive tool for compiling, reviewing, and processing information obtained from the cruise lines,
customers, and agents. The customer is provided with information about various cruises packages and may book a
cruise package utilizing components of the cruise selling and booking system 110 through interaction with an agent.

Using the agent computer, as illustrated in Figure 2A, the agent accesses the components of the cruise selling
and booking system 110 to find information about the customer, to provide the customer with information about cruise
sailings from the cruise line database 234, and to book cruise packages as desired by the customer. Additionally, the
agent may view multiple sets of cruise package and pricing information in a compare display for side-by-side
comparison.

In one embodiment, a customer may also access the cruise selling and booking system 110 without
necessarily interacting with an agent as illustrated in Figure 2B. For example, a customer may access the cruise selling
and booking system 110 via a web based service by utilizing a standard web browser on his own computer to connect
to the cruise selling and booking system 110 web page. In one embodiment, should the customer desire the assistance
of an agent, the cruise selling and booking system 110 may store the information entered by the customer in the
database collection. An agent with access to the cruise selling and booking system 110 may subsequently retrieve the
information. This feature provides improved customer/agent interactivity by saving the customers from repeating
information which was previously stored in the cruise selling and booking system 110 to each agent with whom they
interact. As it is recognized that both customers and agents may access the cruise selling booking system, the term
“users” will be used herein to refer to customers and/or agents.

In one embodiment, a system and method of comparing product information may commence with a user
access the cruise selling and booking system 110 to search for cruise packages that meet a customer’s preferences.
The user may utilize the cruise selling and booking system 110 to select a set of sailings of potential interest to the
customer. Moreover, the user may then select detailed information about two or more of the sailings for comparison
assisting the user with the cruise package selection process. The comparison of product information improves the
efficiency and accuracy of the user’s decision when selecting the proper cruise package.

il Comparison Module

In one embodiment, the cruise selling and booking component 220 includes a cemparison module 380 used to
provide side-by-side comparisons of various cruise package and pricing information. Figure 24 illustrates one
embodiment of a comparison module 380 which includes a compare display process 1510. For more information on the
compare display process 1510, please refer to the section below entitled “Comparison Processes — Compare Display
Process.” The comparison module 380 may also include other processes (not shown). For example, the comparison

module may include a process that enables the cards of the compare display to scroll simultaneously by anchoring the
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cards together such that any scrolling action on one card is mirrored in the other cards. This feature enables the user to
readily compare information. For example, as the user scrolls to view the sixth day of the itinerary on one card, the
sixth day of the itinerary of the other cards is also scrolled into the user's view. In addition, for adding a new set of
data to an empty card, the comparison module may include a process that determines the location of the data in the
non-empty cards, finds the corresponding location of the new set of data, and then places the new set of data in the
empty card at the appropriate location. This enables a user to add a new card and still view the same data on all of the
cards. If a user is looking at the itinerary section of card 1 and adds card 2 and card 3, the comparison module may
present the user with card 2 and card 3 such that the itinerary section is display and the data in card 2 and card 3 is
aligned with card 1. Such features may be implemented using a variety of user interface features, such as, for example,
window coordinates, data markers, and so forth.

In one embodiment, the comparison module 380 is implemented to provide a web browser, frame-based layout
that includes three areas for cards of cruise package and pricing information. It is recognized, however, that in other
embodiments a different number of cards may be included. The cards graphically present sets of cruise package and
pricing information from a variety of cruise lines. The comparison module 380 may be implemented using one or more
of a variety of technologies such as, C+ +, VISUAL BASIC, JAVA, JAVA Script, Active Server Pages (“ASP"), Extensible
Markup Language (“XML"), as well as other scripting languages that may be used to dynamically retrieve, generate,
process, and/or format the data for a web document.

As used herein, the word module refers to logic embodied in hardware or firmware, or to a collection of
software instructions, possibly having entry and exit points, written in a programming language, such as, for example,
C++. A software module may be compiled and linked into an executable program, or installed in a dynamic link library,
or may be written in an interpretive language such as BASIC. It will be appreciated that software modules may be
callable from other modules or from themselves, and/or may be invoked in response to detected events or interrupts.
Software instructions may be embedded in firmware, such as an EPROM. It will be further appreciated that hardware
modules may be comprised of connected logic units, such as gates and flip-flops, and/or may be comprised of
programmable units, such as programmable gate arrays or processors. The modules described herein are preferably
implemented as software modules, but may be represented in hardware or firmware.

. Compare Display

Figure 11A, Figure 11B, and Figure 11C illustrate embodiments of a compare display. Figure 25 illustrates a
compare display template for which no cruise packages have been selected. Figure 11A, Figure 11B, and Figure 11C
illustrates a compare display for which two of the cruise packages have been selected.

A. Compare Display Template

One embodiment of a compare display template that may be used in the side-by-side comparison of cruise
package and pricing information is illustrated in Figure 25. The exemplary compare display template includes three
cards 2510, 2520, and 2530, wherein each pard includes two primary frames. For example, the first card 2510
includes frames 2512 and 2514; the second card 2520 includes frames 2522 and 2524; and the third card 2530
includes frames 2532 and 2534. Frames 2512, 2522, and 2532 present the title section information as well as the

agent selection buttons, “Book/Option,” “quote,” and “Clear.” In one embodiment, these frames remain static as the
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user scrolls through the other cruise package and pricing information. The comparison frames 2514, 2524, and 2534
present the primary information about the cruise package and pricing information. In particular, frame 2512 includes
agent action buttons for frame 2514 and together they make up card number one. In one embodiment, the information
in frame 2514 may change, but the action buttons persist until the user clears the card. The relationship is similar for
frames 2522 and 2524 and frames 2532 and 2534.

In one embodiment, the three cards may scroll simultaneously using alignment markers that are programmed
into the dynamically generated compare display. The six separate frames thereby represent a total of three cards that
are linked together.

The comparison frames 2514, 2524, and 2534 may include fields that are dynamically populated with data.
In one embodiment, the fields may be populated if the information is available, though some of the fields may remain
empty if the comparison module 380 is unable to provide current or accurate data. In one embodiment, empty fields
remain visible to act as place holders so that the selected cards scroll together. Furthermore, in one embodiment, the
data may be retrieved from the database collection 230 of the cruise selling and booking system 110, retrieved from
external sources, such as, for example, cruise lines, external databases, travel agencies, and so forth, andjor
dynamically generated.

While the compare display illustrated in Figure 25 shows three cards each comprising two primary frames, it
is recognized that in other embodiments, a different number of cards and/or frames may be used to implement the
compare display. For example, in one embodiment, the compare display may include five cards wherein each card
includes four frames.

B. Compare Display

The compare display 1110 of Figure 11A displays information about two cruise packages, the Carnival
Tropicale and the Princess Dawn Princess, side-by-side. The third card is available such that another set of cruise
package and pricing information may selected for display.

In order to accommodate the large amount of information included in each card, the compare display may
display a portion of the cards such that the user may utilize scroll bars to enable the user to scroll through a view of the
cruise package and pricing information. Figure 11B illustrates one embodiment of a compare display 1110 wherein the
top portion of the cards is displayed. Furthermore, in one embodiment, the cards scroll simultaneously such that if a
user scrolls up or down one card, the other card(s) scroll accordingly as well. For example, when the user changes the
display to view the itinerary section of cruise package 1, the itinerary section of cruise package 2 is also displayed.
Figure 11C illustrates one embodiment of a compare display 1110 wherein the user has scrolled to the itinerary section
such that as one card scrolled to the itinerary section, the other card scrolled simultaneously. Furthermore, if a user
selects to view cruise package 3, the itinerary section of cruise package 3 is displayed aside the other cruise packages
and scrolls simultaneously as well. In addition, some of the sections may also include individual scroll bars. Thus, when
the agent computer 240 scrolls through the itinerary section of cruise package 1, the itinerary sections of cruise
package 2 and cruise package 3 scroil simultaneously.

The illustrated cards in Figure 11A include seven primary sections: the title section 1121, the button section
1122, the cruise summary section 1123, the cruise price summary section 1124, the cabin section 1125, the itinerary

-70-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
section 1126, and the ruleé and regulations section 1127. These sections may appear for each card in the exemplary
compare display. Detailed cruise package and pricing information for each sailing that the agent chooses is shown in
each card. In one embodiment, the information may be retrieved from the database collection 230 of the cruise selling
and booking system 110, retrieved from external sources, such as, for example, cruise lines, external databases, travel
agencies, and so forth, and/or dynamically generated.

1. Title Section

The title section 1121 includes information regarding the cruise line, the selected ship, and the starting date
of travel. In one embodiment, the title section is static and remains on display as the user scrolls through the cruise
package and pricing information.

2. Button Section

The button section 1122 includes buttons that permit the user to gather specific information for the customer
and to perform tasks that assist in booking and selling of the cruise package. Three buttons appear in the exemplary
button section, the “Book/Option” button, the “Quote” button, and the “Clear” button.

a. Book/Option Button

The first button in the button section of the exemplary compare display is the “Book/Option” button. The
book function enables the user to book cruises by accepting and providing deposit and booking information to the cruise
line via the cruise selling and booking system 110. The option function enables the user to reserve a cruise for a
predetermined period of time without submitting a payment and without providing specific customer information to the
cruise line such that the cruise package may be booked at a later date. In one embodiment, the predetermined time
frame may be set by the cruise selling and booking system 110 andor the cruise lines. For example, the cruise selling
and booking system 110 may allow a hold for fourteen days, while Carnival Cruise Line may only allow holds for seven
days. In one embodiment, after the time expires, the offer that the agent presented to the customer becomes void.

When the user selects the “Book/Option” button, the user is provided with a document that presents and
requests pertinent information for booking a cruise package. The user may confirm a customer’s itinerary, passenger
sailing information, cruise details, cabin selections, and the like. The user may also select add-ons, excursions, air
transportation, prefpost cruise packages, and insurance. In addition, a worksheet may also be displayed inviting the
user to submit information used to process the customer's booking. The worksheet include specific pricing information
for each person sailing and records specific options that have been selected for each individual person. In addition, the
worksheet may provide sub totals for the various package details, tax, commission details, as well as a total amount
due and/or payment status.

The worksheet may be interactive enabling the user to enter information pertaining to any of the options by
clicking on the field and entering the information. In one embodiment, the user may populate the fields using a variety
of user interface objects, such as, for example, text fields, radio buttons, check boxes, sliding bars, and so forth. In
addition, the user may enter the information via a peripheral device or via a download process initiated by other
interface objects, such as pull-down menus. The information may then be stored in the database collection 230 of the
cruise selling and booking system 110 andjor any other database. Furthermore, the customer information may be

transmitted directly to the cruise lines using a variety of methods, such as, for example, database download, facsimile
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transmissions, real time queries, agent phone calls, and so forth. Additionally, in one embodiment, the customer
booking information is linked to back office software to aid in the process of record keeping and payment tracking.

b. Quote Button

The next button in the button section of the exemplary compare display is the “Quote” button. A user may
utilize the quote button to provide a quote for the customer, such as, for example, if a customer is not ready to book or
hold a cruise, if the cruise line does not permit access to real time pricing/availability information, or the
pricing/availability information has not been updated. In one embodiment, the quote button may be used to store
information for other agents so that the task of manually entering information for an individual customer is only done
once.

When the quote button is selected, the user is taken to a window enabling the user to enter information
pertaining to the customer’s desired cruise package, to save the entered information by selecting the add button in the
window, and to return to the compare display. Alternatively, the user may cancel the quote and return to compare
display without saving any of the entered information.

For example, a user may utilize the quote button when working with a customer who wants to sail with a
smaller cruise line for which the cruise selling and booking system 110 may not have current information. The user may
save the customer's information and contact the cruise line directly to determine the price for the cruise packages. The
user may then determine prices, commission, taxes, and totals, and may enter such information into the window and
store the information in the cruise selling and booking system 110.

c. Clear Button

The third button in the button section of the exemplary compare display is the “Clear” button. The clear
button removes a previously selected card from the side-by-side comparison. When the user selects the clear button,
the information from the card, including the top and the bottom frames is removed, and the other cards on display
remain in their current locations prior to the removal process. When the user selects another set of cruise package and
pricing information, the set is displayed in the vacated slot. In other embodiments, the cards may shift to one side such
that the open card is always the left most card or the right most card.

In one embodiment, the customer may have a lot of flexibility regarding both pricing and dates of travel. The
clear button enables an agent to compare a wide variety of cruise packages and pricing schemes thereby reducing the
time required to find cruises that a customer may want to book. Cruise package and pricing information may be added
and removed from the compare display at the selection of a button. When the user realizes that the cruise is no longer
of interest to the customer, he can remove the selection by selecting the clear button creating room for another set of
cruise package and pricing information in the compare display.

3. Cruise Summary Section

The cruise summary section 1123 presents information regarding the type of pricing information selected
(e.g., “cruise only” package or “cruise/air” package). In addition, the cruise summary section identifies the rate option
that the agent used to make the pricing selection as well as the number of nights that the particular ship will be at sea.
The cruise summary section may also include the number of passengers and the category of accommodations that was
selected.

-72-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
4 Cruise Price Summary Section

The cruise price summary section 1124 provides various information on the pricing scheme for the selected
cruise category and sailing. This information may include price details such as the per person price, port charges,
government fees, transportation fees, transportation taxes, miscellaneous charges, insurance amount, deposit amount,
and final payment amount. The cruise price summary section may also include information regarding the final payment
due date, cabin selection, as well as dining preferences.

5. Cabin Section

The cabin section 1125 provides information on the selected cabin, if any. The exemplary cabin section 1125
includes a “Cabin” button that permits the user to select and/or reserve a cabin. When the “Cabin” button is selected, a
cabin assignment worksheet is displayed to the user. This worksheet includes all of the potential cabin locations that
correspond to the category selected by the customer and may include cabins for other categories as well. In one
embodiment, the potential cabin locations may be limited based upon cabin availability at the time of the query. The
cabin availability may be determined by the cruise selling and booking system 110 via an internal inquiry to the
database collection 230 or via an external inquiry to a third party database, cruise line, travel agency, and so forth.
Depending on the selected category, the user may be presented with a few cabin choices or a wide variety of choices.
Furthermore, the user may be presented with the option to view a detailed map that includes all of the cabin locations
with corresponding numbers. This map assists the user with his cabin selection as each cruise ship is unique in its
cabin categories and locations. After the user has selected a cabin, the user may return to the cabin assignment
worksheet.

From the cabin assignment worksheet, the user may reserve a specific cabin location and number for a
predetermined amount of time to allow for the completion of any unfinished business prior to completing the cruise
booking for the customer. The predetermined amount of time may be set by the cruise selling and booking system 110
andor the individual cruise lines. The cabin hold feature is offered by many of the cruise lines for a fixed amount of
time.

In one embodiment, the user may know the ship on which the customer would like to travel but may be unsure
of the available cabin categories. The cabin hold feature enables the user to view the different categories and their
cabin locations. The user sees visual representations of the cruise ship and may provide valuable information to the
customer. In addition, once the customer decides which cabin he would like to reserve, the user may reserve the cabin
while processing other information. For example, if a customer decides to travel under a category five room, then the
user can hold a specific category five cabin for ten minutes while gathering the customer’s remaining booking
information.

Additionally, the cabin section 1125 may also include a “Dining” button that permits the user to select dining
preferences for the customer. The “Dining” button, when selected, presents the user with various dining preferences.
Some of the more common dining preferences offered by the cruise lines are first or second seating, large or small
tables, age of table occupants, and smoking preference. In one embodiment, if a cruise line does not provide dining
preferences, the feature appears as “not available.”

6. Itinerary Section
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The itinerary section 1126 includes specific itinerary information that corresponds to the selected cruise
sailing and may include a table of data for each day of the cruise designating the day of the week, the date, and the
port. The information may also include the docking and sailing times thereby permitting the customers to plan off-shore
excursions subsequent to their cruise. In one embodiment, the itinerary section is independently scrollable within the
compare display and offers the user the ability to view the itinerary information without disrupting the simultaneous
scrolling feature of the comparison. In other embodiments, the itinerary section of the cards may also permit
simultaneous scrolling.

1. Rules and Restrictions Section

The rules and restrictions section 1127 includes specific rules and restrictions to which the customer must
agree to prior to booking the cruse. In one embodiment, the rules include general rules, such as, for example, the total
deposits/payments, what age constitutes an adult, and credit card acceptance. This section also includes independently
scrollable windows as to not disrupt the simultaneous scrolling feature of the comparison. In other embodiments, the
rules and restrictions section of the cards may also permit simultaneous scrolling.

While one embodiment of a compare display is illustrated in Figure 11A, it is recognized that in other
embodiments, different sets and types of data may be used. Furthermore, additional data may be added and/or some of
the illustrated data may be excluded. Furthermore, in other embodiments, the compare display may be used in different
environments. For example, the compare display may be used to compare product information, car rental information,
hotel information, airline information, real estate information, computer information, and so forth.

iv. Comparison Processes

In one embodiment, the information that is displayed on the page is transferred to the first available opening in
the side-by-side comparison. In the current model, the cards are filled from left to right and once three cards are
populated, the user must cancel one of the cards as selecting a fourth will not automatically remove a previous
selection. It is recognized t.hat in other embodiments, if the user makes a selection when there are no available cards, .
the comparison module 380 may replace one of the existing sets of information with the newly selected information
using a variety of techniques, such as, removing the last added card, the first added card, the card in the first card, and
so forth.

In one embodiment, the comparison module 380 assiéts users in displaying detailed information of up to N
different cruise packages at one time where N is a fixed integer. In some embodiments, the fixed integer, N, may be
determined in part by the size of the display. The exemplary compare display 1110 of Figure 11A allows the user to
display up to three different cruise package summaries at one time, such that N = 3. The comparison module 380 may
then retrieve detailed information about the selected cruise packages and display the information in the compare
display. After the cards have been filled, the user may change his selections by clearing one or more of the cards and
selecting other cruise packages for display. The comparison module 380 may then retrieve the detailed information
about the selected cruise packages and display the information in the cleared cards.

A Compare Display Process

An overview of one embodiment of a compare display process 2410 is shown in Figure 26. Beginning at a
start state (block 2610), the compare display process 2410 transitions to the next state {block 2620) and receives a
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cruise package selection. The compare display process 2410 may then determine whether there is an available card
(block 2630). If no card is available, the compare display process 2410 may return an error message (block 2640) and
transition to an end state (block 2680). In other embodiments, the compare display process 2410 may automatically
clear one of the cards or query the user for information on which card to clear. If there is an available card, the
compare display process 2410 retrieves the corresponding data for the selected cruise package (block 2650). It is
recognized that the cruise package and pricing information may include information from internal databases, such as,
for example, the database collection, as well as external sources, such as, of example, cruise lines, external databases,
travel agencies, and so forth. In addition, the compare display process 2410 may also perform calculations on the
information, such as, for example, calculating deposit information, travel insurance costs, and so forth. Next, the
compare display process 2410 may format the information for display in the compare display (block 2660). The
compare display process 2410 then sends the formatted data to the user for diéplay in the available card (block 2670)
and proceeds to the end state (block 2680). In other embodiments, the compare display process 2410 may send
unprocessed and unformatted data to the user such that the data is formatted and/or processed by the user’s computer.

B. User Selection Process

An overview of one embodiment of a user selection process is shown in Figure 27. Beginning at a start state
(block 2710) the user selection process transitions to the next state (block 2720) where, for each of the empty cards,
the user may select a cruise package for display (block 2720). If the user decides to change his selection (block 2730),
the user may then clear one of the cards (block 2740) and then select another cruise package (block 2750). The user
selection process may then return to block 2730 allowing the user to again change his selection. If the user decides not
to make any changes, the user selection process may then transition to an end state (block 2760).
V. Conclusion

While certain embodiments of the invention have been described, these embodiments have been presented by
way of example only, and are not intended to limit the scope of the present invention. Accordingly, the breadth and
scope of the present invention should be defined in accordance with the following claims and their equivalents.
SYSTEMS AND METHODS OF MAINTAINING CLIENT RELATIONSHIPS

Systems and methods which represent various embodiments and example applications of the invention will

now be described with reference to the drawings. Variations to the systems and methods which represent other
embodiments will also be described. In one disclosed embodiment, the systems and methods are used to maintain
customer/agent relationships and are described in the context of a cruise selling and booking system. The inventors
contemplate that the present invention is not limited by the type of environment in which the client relationships are
maintained, and that other types of environments may be used, such as, for example, a real estate system, an airline
travel system, a car rental system, a car sales system, and so forth. The figures and descriptions, however, relate to
embodiments of the invention wherein the relationship is between a customer and a cruise booking agent.

The present invention relates to systems and methods for maintaining customer/agent relationships. One
embodiment of the invention includes a system and method for maintaining these relationships based upon a series of
rules and permissions that define the association and duration of the customer/agent relationships thereby establishing
the notion of agent ownership of customers for a specified time period. More specifically, these rules and permissions
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may create and maintain an agent of record relationship in which a customer is matched to an agent based on various

activities and transactions that typically occur during the cruise selling and booking process. These activities may
include customer/agent interactions, such as, for example, conversations, price lookups, reservations, bookings, and
payments.

In one embodiment, the agent of record relationship may exist for a period of time dependent on the nature
and duration of the customer/agent interaction. In one aspect, the duration of time which the agent of record
relationship exists may prevent the agent’s customer from being solicited by other agents who may not have devoted
similar amounts of time to working with the customer. In other embodiments, other agents may be able to work with
another agent’s customer, but are precluded from receiving commission for such work.

One benefit of one embodiment is that the agent of record relationship personalizes the customer experience
and reduces the amount of time the customer spends with multiple agents. This relationship benefits the customer by
preventing the reiteration of information already presented because the custofner is directed to the agent with whom he
is already familiar.

Another benefit of one embodiment is that the agent of record relationship further provides the agent with
incentive to follow up with customer, throughout the booking process and beyond the benefit of commission, by
establishing long term benefits should the agent book a cruise for the customer. Also, the agent of record relationship
provides an incentive to move the customer through the booking process in a timely manner as the customer is made
available to a general pool of agents should the agent of record not maintain sufficient interaction with the customer.

An additional benefit of one embodiment is that the travel agent is able to manage agent/customer
relationships in a more efficient manner saving the travel agent and the customer’s time.

In one embodiment, these features are integrated into a cruise selling and booking system that automatically
manages the administrative tasks used to determine the customers to which an agent has exclusive access.
Furthermore, the cruise selling and booking system includes a series of functions to help the agent maintain ownership
of customers by ensuring timely customer follow-up and booking of cruises. It is recognized, however, that.in other
embodiments, the agent of record relationships may be integrated into other types of systems.

1. Overview

In one embodiment, the systems and methods may be used in the context of a cruise selling and booking
system 110. Figure 1 illustrates the cruise selling and booking system 110 of one embodiment wherein a plurality of
customers, agents, and cruise lines interact with a cruise selling and booking system 110 via communication mediums
120 such as the Internet 125. Cruise lines may interact directly with the cruise selling and booking system 110 and/or
via a cruise line interface system 130 that stores information for one or more cruise lines. The cruise selfling and
booking system 110, in the illustrated embodiment, provides an interactive tool for compiling, reviewing, and processing
information obtained from the cruise lines, customers, and agents. The customer is provided with information about
various cruises packages and may book a cruise package utilizing components of the cruise selling and booking system
110 through interaction with an agent.

Using the agent computer 240, as illustrated in Figure 2A, the agent accesses the components of the cruise
selling and booking system 110 to find information about the customer, to provide the customer with information about
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cruise sailings from the cruise line database 234, and to book cruise packages as desired by the customer. Additionally,
the agent may collect and store information about the customer in the customer database 232 and may further access
resources of the agent database 238. In one embodiment, the agent database 238 stores information relating to the
agents and their customers allowing the agents to better manage customer communication, scheduling, and
interactions.

In one embodiment, a customer may also access the cruise selling and booking system 110 without
necessarily interacting with an agent as illustrated in Figure 2B. For example, a customer may connect to the cruise
selling and booking system 110 via a web based service by utilizing a standard web browser on his own computer to
connect to the cruise selling and booking system 110 web page. [n one embodiment, should the customer desire the
assistance of an agent, the cruise selling and booking system 110 may store the information entered by the customer in
the database collection 230. An agent with access to the cruise selling and booking system 110 may subsequently
retrieve the information. This feature provides improved customer/agent interactivity by saving the customers from
repeating information previously stored in the cruise selling and booking system 110 to each agent with whom they
interact.

In one embodiment, a system and method of maintaining customer relationships may commence with a
customer interacting with an agent who has the expertise and resources to efficiently assist the customer through the
cruise booking process. Because of the amount of time and energy the agent must spend with the customer to book
the cruise, the customer/agent relationship becomes an important aspect to ensuring that a high percentage of
customers book cruises.

In one embodiment, the cruise selling and booking system 110 recognizes the customer/agent relationship
through agent ownership. Agent ownership represents a pairing of customers with agents for a period of time giving
an agent preferred access to a customer and his information. The cruise selling and booking system 110 may manage
and track agent ownership by using rules of ownership to define the methods and permissible interactions in which the
agent may maintain ownership of a customer, the duration or period of time that an agent has exclusive rights to a
customer, and the potential booking commission derived from that customer. In addition, the cruise selling and
bookings system may use the agent of record to track the agent to which a customer has been assigned. The cruise
selling and booking system 110 may also use tools to release the customer from an agent ownership relationship when
the ownership has expired allowing other agents to access the customer and form new ownership relations.

The agent of record relationship improves the efficiency with which a customer is serviced by directing the
customer to the agent with whom he has had previous experience. Furthermore, the cruise selling and booking system
110 may use the agent of record relationship to determine commissions for each booked cruise allowing agents to be
properly compensated for the time they spend with a customer in booking a cruise.

L. Agent Ownership Module

In one embodiment, the cruise selling and booking component 220 includes an agent ownership module 350
used to track and manage the agent of record relationships. Figure 28 illustrates one embodiment of an agent
ownership module 350 which includes several processes such as an agent of record creation process 2810, an agent of

record identification process 2820, an agent of record protection process 2830, an agent of record change process

-77-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875
2840, and an agent of record override process 2850. For more information on the agent of record processes, please
refer to the section below entitled “Agent Ownership Processes.” The agent ownership module 350 may also include
other processes {not shown).

~ In one embodiment, the agent ownership module 350 may be implemented using one or more of a variety of
technologies such as, C+ +, VISUAL BASIC, JAVA, JAVA Script, Active Server Pages (“ASP”), Extensible Markup
Language (“XML"), as well as other scripting languages that may be used to dynamically retrieve, generate, process,
and/or format the data for a web document.

As used herein, the word module, whether in upper or lower case letters, refers to logic embodied in hardware
or firmware, or to a collection of software in‘structions, possibly having entry and exit points, written in a programming
language, such as, for example, C+ +. A software module may be compiled and linked into an executable program, or
installed in a dynamic link library, or may be written in an interpretive language such as BASIC. It will be appreciated
that software modules may be callable from other modules or from themselves, and/or may be invoked in response to
detected events or interrupts. Software instructions may be embedded in firmware, such as an EPROM. It will be
further appreciated that hardware modules may be comprised of connected logic units, such as gates and flip-flops,
and/or may be comprised of programmable units, such as programmable gate arrays or processors. The modules
described herein are preferably implemented as software modules, but may be represented in hardware or firmware.

. Agent Ownership Processes

In one embodiment, the agent ownership module 350 includes several processes such as an agent of record
creation process 2810, an agent of record identification process 2820, agent of record protection process 2830, an
agent of record change process 2840, and an agent of record override process 2850.

A. Creating an Agent of Record

Figure 29 illustrates one embodiment of an agent of record creation process 2810 that creates an association
between an agent and a new customer, such as, for example, when a new customer contacts a travel agency for the
purposes of booking a cruise. Beginning at a start state (block 2910), the agent of record creation process 2810
proceeds to the next state and receives and agent's ID (block 2920). To send an identifier, the agent may sign on to the
cruise selling and booking system 110 using a login or he may submit his ID if he is already signed on. Typically, the
first interaction between the new customer and agent involves the agent collecting personal information about the
customer. The personal information may include name, address, contact information, desired cruise destination, cruise
dates, and the like. The information collected by the agent during the interaction with the customer is sent to the
cruise selling and booking system 110. The agent of record creation process 2810 receives the collected information
(block 2930). This information includes a unique customer ID which may be automatically generated by the system,
manually entered by the agent, based on the customer’s personal information (e.g., full name, social security number), a
combination of the above, and so forth. The agent of record creation process 2810 may then create a customer record
using the personal information (block 2940) and store the information in the customer database 232 (block 2950)
which may be subsequently retrieved and edited by the agent, the agent’s manager, and so forth. The agent of record
creation process 2810 may also create an agent of record relationship {block 2960) in which the agent collecting the
information about the customer is designated as the agent of record for the customer for a certain amount of time. The
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agent of record creation process 2810 may then store the association in the customer database 232 (block 2970) and
proceed to an end state (block 2980).

It is recognized that the agent of record creation process 2810 may be implemented differently in other
embodiments. For example, the agent of record creation process 2810 may wait to store the customer information
until the agent of record has been created and/or the agent of record creation process 2810 may store the association
in the agent database 238 or another database.

B. Identifying an Agent of Record

After an agent of record association has been created, in one embodiment, the agent ownership module 350
may automatically determine the agent to whom a customer may be directed when he contacts the travel agency during
subsequent interactions.

Figure 30 illustrates one embodiment of an agent of record identification process 2820 that returns the agent
of record, if any, for a customer. Beginning at a start state (block 3010), the agent of record identification process
2820 (“identification process”) proceeds to the next state and receives a customer ID (block 3020). Proceeding to the
next state, the identification process 2820 searches the customer database 232 for the customer ID and retrieves the
corresponding customer record (block 3030). Next, the identification process 2820 determines whether the customer
record exists (block 3040). If the customer record does not exist, the identification process 2820 proceeds to block
3050. If the customer record does exist, the identification process 2820 determines whether an agent of record has
been assigned (block 3060). If an.agent of record has not been assigned, the identification process 2820 proceeds to
block 3050. If an agent of record has been assigned, the identification process 2820 determines whether the agent of
record has expired (block 3070). If the agent of record has expired, the identification process 2820 proceeds to block
3050. At block 3050, the identification process 2820 returns a designator signifying that any available agent may
work with the customer and proceeds to an end state (block 3080). If the agent of record has not expired, the
identification process 2820 returns a designator indicating the agent of record {block 3080) and proceeds to an end
state (block 3090).

It is recognized that the agent of record identification process 2820 may be implemented differently in other
embodiments. For example, the agent of record identification process 2820 rﬁay return “NULL" or a set of different
messages if the customer record does not exist, the agent of record has not been assigned, and/or the agent of record
has expired.

C. Protecting an Agent of Record

In one embodiment, when a customer is assigned an agent of record, the agent is protected from competing
agents which might otherwise attempt to book a cruise for the customer and acquire the booking commission without
the original agent’s permission or knowledge. The agent ownership module 350 may protect the agent of record by
preventing access to customer records by a non-agent of record for a period of time as designated by the rules of agent
ownership.

Figure 31 illustrates one embodiment of an agent of record protection process 2830 (”protectioh process
2830"). Beginning at a start state (block 3110), the protection process 2830 proceeds to the next state and receives

the agent ID (block 3120). Proceeding to the next state, the protection process 2830 receives a customer ID (block
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3130). Proceeding to the next state, the protection process 2830 determines the customer’s agent of record (block
3140). One embodiment of determining the customer’s agent of record process is illustrated in Figure 30 and described
above, though it is recognized that other embodiments may be used. The protection process 2830 then determines
whether the agent ID matches the agent of record or if the customer is available (block 3150). If not, the protection
process 2830 denies the agent access to the customer’s information and may return a message, such as, for example,
“You are not authorized to access this record” (block 3160) and proceeds to an end state (block 3180). If the agent 1D
matches or the customer is available, the protection process 2830 returns the customer’s record (block 3170) and
proceeds to the end state (block 3180).

It is recognized that other embodiments of a protection process 2830 may be used. For example, the
protection process 2830 may protect the agent of record by allowing a non-owning agent access to the customer
record and may in one émbcdiment assign commission to the agent of record, and so forth.

D. Changing the Agent of Record

In one embodiment, the agent ownership module 350 may include a change agent of record process which
allows the agent of record to be changed. For example, the agent may be reassigned and/or the expiration date may be
altered.

Figure 32 illustrates one embodiment of an agent of record change process 2840 {“change process 28407).
Beginning at a start state (block 3205) the change process 2840 proceeds to the next state and receives the agent ID
(block 3210). Next, the change process 2840 receives the customer ID (block 3215) and determines the agent of
record (block 3220). One embodiment of determining the agent of record is illustrated in Figure 30 and described above,
however, it is recognized that other embodiments may be used. Proceeding to the next state, the change process 2840
determines whether the agent of record matches the agent ID or is set to any available agent (block 3225). If not, the
change process 2840 returns an error message (block 3230), such as, for example, “You are not authorized to access
this record” and proceeds to an end state (block 3260). If the agent of record does correspond to the agent ID or the
customer is available, the change process 2840 receives an agent activity (block 3235). Next, the change process
2840 determines the time period associated with the agent activity (block 3240). The change process 2840 may
determine the time period, such as, for example, by looking up the activity in a table of rules and retrieving the time
period that corresponds to the activity. Using the time period, the change process 2840 may then calculate the
expiration date (block 3245). For example, if the time period is ten days, then the change process 2840 may take the
current date and add ten days to the current.date, and may use the calculated as the expiration date. Next, the change
process 2840 sets the expiration date to the calculated date and the agent of the record to the agent (block 3250). It
is recognized that in other embodiments, if the agent of record already matches the agent 1D, the agent ID does not
need to be reset. Proceeding to the next state, the change process 2840 stores the agent of record (block 3255). In
one embodiment, the agent of record may be stored in the customer database 232, in the agent database 238, and/or in
other databases. In addition, the agent record may be stored as a field in the customer of record. After storing the
agent of record, the change process 2840 proceeds to an end state (block 3260).

E. Overriding the Agent of Record
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In one embodiment, the agent ownership module 350 may include an override feature which permits the agent
of record assignment to be reassigned by a user with the proper authorization such as that of a manager. Should the
non-owning agent desire to acquire ownership of a customer, the agent ownership module 350 may permit a manager
to authorize a reassignment of ownership by changing the agent of record for a temporary period of time or
permanently.

In one situation, the reassignment in ownership may be temporary in nature and used to assign a sales
commission to an agent who was not the initial agent of record but spent enough time and energy with a customer to
merit receiving the commission for the booking. Such situations may arise, for example, when the original agent of
record is not present for a prolonged period of time, on vacation, andfor unavailable to service the customer. In this
embodiment, temporary ownership reassignment acknowledges the efforts made by the non-owning agent in booking
the cruise for the customer. The agent of record subsequently reverts to the original agent of record after the
temporary period of time preserving the customer pool of the original agent of record.

In another situation, the reassignment in ownership may be permanent in nature and used to designate a new
permanent agent of record. In such a situation, agent ownership does not revert to the original agent of record, and a
new permanent agent of record may be designated for a previously booked customer such that the original agent of
record will no longer work with the customer. Such management features may be available to accommodate changes
in responsibilities and employment status of existing agents and to ensure that customers are adequately serviced by
the travel agency.

Figure 33 illustrates one embodiment of an agent of record override process 2850 (“override process 2850”).
Beginning at a start state (block 3310), the override process 2850 proceeds to the next state and receives an agent |D
{block 3320) and receives a customer iD (block 3330). Proceeding to the next state, the override process 2850
receives an expiration date (block 3340). Next, the override process 2850 retrieves the agent of record (block 3350).
In one embodiment, the agent of record may be retrieved from the agent database 238, the customer database 232,
and/or another database. It is recognized that in other embodiments, the agent of record may be stored in the customer
record, such as, for example, as a field in the customer record, and so forth. Proceeding to the next state, the override
process 2850 sets the agent of record to the agent ID and sets the expiration date to the received expiration date (block
3360). Next, the override process 2850 stores the agent of record (block 3370). As mentioned above, the agent of
record may be stored in the agent database 238, the customer database 232, and/or another database. After the agent
of record has been stored, the override process 2850 proceeds to an end state (block 3380).

It is recognized that the agent of record override process 2850 may be implemented differently in other
embodiments. For example, the agent of record override process 2850 may only set the agent ID and/or the expiration
date.

V. Activities

As previously discussed, a number of activities may be performed by the agents to affect the duration of
agent ownership. The number, duration, and type of activities incorporated in the cruise selling and booking system 110
provide a structured set of resources through which the agent can help the customer research potential cruise options

and make a decision as to which cruise package to book. Each of the activities performed by the agent may increase
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the amount of time the agent maintains ownership of the customer, and each of the activities is tracked by the cruise
selling and booking system 110. In one embodiment, the duration of agent ownership designated for each activity is
based, in part, on the time required for the agent to perform the activity as well as the perceived importance of the
activity in ultimately ensuring the customer books a cruise. Thus, those activities which are determined to more likely
result in customer cruise bookings may be associated with longer customer ownership durations.

Figure 34 illustrates example agent ownership activities 3410 that may be used by the cruise selling and
booking system 110. A duration of agent ownership may be assigned to each activity and applied to agents as they
interact with potential customers. The exemplary activities include customer profiles 3420, brochures 3430, calls
3440, quotes 3450, leads 3460, options 3470, and bookings 3480.

The customer profile activity 3420 is performed by the agent when he acquires personal information from the
customer which may include, for example, name, address contact information, desired cruise destination, household
membership, cruise dates, and so forth. The customer profile may be stored in the customer database 232 and may be
accessed, viewed, and updated as needed. This profile allows the agent to retain important personal information about
the customer, thus improving the agent’s ability to relate to the customer.

The brochure activity 3430 is performed by the agent when sending a customer additional information about
one or more cruise lines in the form of a flyer, mailer, brochure, advertisement, or the like. This information may be
presented in a hardcopy form that is sent to the customer through conventional methods such as using the postal
service or electronically transmitting it to the customer using computer-based methods including email, web pages,
facsimile, and other methods of directing the customer to the source of information. The cruise selling and booking
system 110 facilitates the brochure activity 3430 by enabling the agent to view and use a customer’s personal contact
information stored in the customer profile and to ensure that the brochure information is received by the customer.
Additionally, the cruise selling and booking system 110 may present the agent with a listing of the available brochure
information related to individual cruise lines and further display a listing of those brochures which have already be
requested/received by the customer.

A call activity 3440 is used by the cruise selling and booking system 110 to track and record calls made
among the agent and customers. The call activity 3440 function of the cruise selling and booking system 110 may
provide the agent with the name and contact information of the customer and a field in which the reason or purpose for
the call may be recorded. The call activity 3440 may include numerous methods of customer interaction, such as, for
example, phone calls, in-person consultations, and/or email messages. In each case, the interaction may be documented
by the cruise selling and booking system 110 and may extend the agent ownership duration by a requisite period of
time.

A quote activity 3450 is registered in the cruise selling and booking system 110 when the agent creates
and/or retrieves a quote for the customer. The quote may be obtained electronically through the cruise selling and
booking system 110 itself or may be acquired by other methods such as contacting the cruise line directly or looking up
pricing information in a hardcopy listing. As with the call activity 3450, the cruise selling and booking system 110 may
credit the agent with an assigned duration of ownership so as to allow the agent to pursue the customer further for the
purposes of booking a cruise.
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A lead activity 3460 is created when the agent begins the process of determining actual cruises which meet
the customers preferences. In one embodiment, the cruise selling and booking system 110 provides functionality to
guide the agent through the lead activity creation by providing a number of selectable criteria which include, cabin
occupancy, sailing date preferences, cruise destination, cruise duration, cruise line selection, cruise ship selection, and
other criteria which narrow the choices for cruises to a more manageable subset. The subset of cruises may then be
viewed by the agent to provide the customer wi;h detailed information about the specific cruises and to help the
customer make a decision as to which cruise to book.

An option activity 3470 is created when the agent reserves space on a particular cruise line, ship, and sailing
for the customer. The creation of an option activity 3470 indicates that the customer has expressed significant
interest in one or more cruises and would like to hold space on the cruise ship to ensure that he will have a cabin
available to book. In one embodiment, option activities 3470 hold or reserve space on the cruise line without financial
obligation by the customer and have a variable length of expiration depending on the selected cruise line and particular
sailing offered. Option activities 3470 typically remain open for a week or more and often represent one of the final
customer activities prior to booking a cruise. In one embodiment, the cruise selling and booking system 110 allocates
an extended duration of agent ownership so as to ensure that the agent who has generated the option activity will have
sufficient time to work with the customer in order to book the cruise.

A booking activity 3480 occurs when the agent reserves a cabin on a particular cruise sailing and the
customer provides a deposit or payment, in part or whole, so as to ensure that the reserved room cannot be acquired by
other interested customers. The booking activity 3480 of the illustrated embodiment results in the permanent
assignment of ownership of the customer to the agent who performed the booking activity 3480. In subseﬁuent
interactions, the customer will be assigned the same agent of record and no lapses in duration of activities will change
the agent ownership status of the customer. It is recognized that in other embodiments, another duration of time may
be associated with the booking activity 3480 such that the assignment of ownership is temporary rather than
permanent.

The above-described activities are meant to illustrate the various types of activities that may be used by the
cruise selling and booking system 110. It is recognized however, that in other embodiments, other types of activities

may be included.

V. Agent of Record Rules

Agent ownership may provide an additional incentive to the agent of record to book a cruise for a new
customer by maintaining the agent of record association for a finite period of time. The period of time for which the
agent remains the agent of record for the customer may depend upon the number andfor type of activities and
interactions the agent has with the customer. In one embodiment, the agent may lose the status of agent of record for
the customer should a period of time elapse without sufficient follow up activities, interactions, or customer bookings.
This time lapse results in the agent of record expiring and the customer returning to an unassigned state (e.g., no agent
of record) wherein other agents may establish a relationship with the customer. When a new agent (or the original agent
} interacts with the customer in subsequent activities, an agent of record change creates a new agent of record for the
customer in a similar manner as described above.
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Table 1 illustrates example time periods for which an agent of record remains the agent of record. For
example, if Agent A makes a phone call to Customer X on June 1, 2000, Agent A will remain the agent of record until
June 10, 2000, at which point Customer X will be returned to the pool of available customers unless Agent A performs
another activity that affects the expiration date. For example, if Agent A then gives Customer X a quote on June 5,
2000, the agent of record is extended such that it will not expire until June 15, 2000. Next, if Agent A books

Customer X on a cruise, Agent A becomes Customer X's permanent agent of record.

%

Customer Profile Midnight of the Next Day
Brochure 10 Days

Phone Call 10 Days

Quotes 10 Days

Leads Midnight of the Next Day
Options 10 Days
Booking No Expiration

TABLE 1

Furthermore, Table 1 illustrates one set of possible activities and time periods and that other activities and/or
time periods may be used. Furthermore, in one embodiment, the cruise selling and booking system 110 may include a
rule module (not shown) which allows a user to enter in agent activities and set the time period associated with the
activities. For example, a manager may use the rule module to state that if an agent creates a lead, the length of the
agent record will last for fifteen days rather than ten as illustrated in Table 1. In addition, other information may be
included in the rules. For example, the rules may be based on different types of incentive programs, time periods, cruise
line data, and so forth. For example, if an agent creates a quote within the first fifteen days of December 2000, the
agent of record length may be for twenty days whereas it is otherwise ten days. In another example, an option for one
cruise line may expire after fifteen days, whereas an option for another cruise line may expire after eighteen days. In
addition, the time period may be based on business days or may be based on calendar days. Thus, it is clear that a
variety of rules, activities, time periods, and so forth may be used and that the invention is not limited to the examples
provided herein.
VI Customer States

In one embodiment, should the duration of ownership lapse without additional activities or bookings taking
place, the customer profile and personal information are retained by the cruise selling and booking system 110, and the
agent ownership status including the agent of record assignment are removed from the customer profile. The customer
profile is further added to a pool of availablé customers and may be solicited to by other agents until a new activity or

booking transaction for the customer takes place.
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If the agent performs additional activities within the remaining duration of agent ownership, however, an
extension of the duration of the agent ownership status is processed by the cruise selling and booking system 110.
Activities which may be added to the customer profile include, for example, opening options, reservations, bookings, and
other tasks which further indicate that the customer is moving forward towards booking a cruise with the agent. The
cruise selling and booking system 110 grants the agent additional agent ownership time to preserve the agent's right to
commission for booking the cruise should the customer make a decision in a timely manner. The extension of duration
further provides the agent with incentive to pursue the customer in a timely manner so as to prevent other agents from
having access to a customer which has expressed an interest in booking a cruise.

Subsequent to the addition of activities to the customer profile, an agent may further extend the duration of
agent ownership by the addition of new activities within the duration in which the agent maintains his status as agent
of record for the customer. In the instance where a customer booking occurs within the duration of agent ownership,
the agent may be granted permanent ownership of the customer. The cruise selling and booking system 110 recognizes
the activity of the agent booking the customer on the cruise, assigns the agent of record the appropriate commission
consideration, and updates the customer profile to reflect the permanent status of the booking agent as the agent of
record.

The permanent assignment of agent of record status provides a significant incentive to the agent to book
customers on cruises. With each new customer booking, the agent builds a pool of customers to which he has exclusive
booking rights. Should these customers book a cruise in the future, the permanent assignment of agent of record
status ensures the current agent will receive the commission for the booking. Over time, the agent’s customer pool of
permanent ownership increases resulting in a more steady source of commission for the agent.

Customers with no active ownership due to lapse of the duration of ownership may be acquired by other
agents who perform additional activities for the customer. The agent who performs the activities becomes the new
agent of record and is subject to the same rules and ownership durations as the previous agent. Should the activity
duration again lapse, the customer is returned to the available customer pool with an unassigned ownership status and
the process repeats until the customer is successfully booked on a cruise and permanent ownership status is assigned.

In one embodiment, agent ownership directs the eligibility for sales commission resulting from customer
booking. For example, a customer may have been previously assigned an agent of record through one of the above
mentioned activities including calls, quotes, brochures, options, leads, or bookings. During the duration of agent
ownership for the customer, which may be temporary or permanent, in one embodiment, another non-owning agent may
interact with the customer and perform various activities including booking a cruise. The customer interaction with the
non-owning agent however may not result in a transfer of ownership of the customer. Additionally, non-booking
activities which the customer performs with the non-owning agent may not affect the duration of ownership of the
current agent of record.

In one embodiment, should the customer decide to book a cruise with the assistance of the non-owning agent,
the sales commission for the cruise booking is directed to the designated agent of record as recognized by the cruise
selling and booking system 110. Thus, the cruise selling and booking system 110 ensures that bookings for customers
with previously assigned agents of record result in directing the sales commission to the agent of record without regard
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for the agent which actually processed the booking. Thus, the agent ownership/agent of record features of the cruise

“selling and booking system 110 protect an agent's customers from other competing agents while they are properly

owned.

Figure 35 illustrates sample customer/agent states in which a customer may exist based on the duration of
time for which an agent maintains ownership of a customer. The state transitions are based in part on activities
between the customer and agent that may set and/or extend the ownership duration. These activities may include, for
example, the activities listed in Table 1.

Beginning at a start state (state 3510), the customer proceeds to a customer profile state (state 3520), when
a new customer begins interacting with an agent. In the customer profile state, the customer’s agent of record is set to
“any.” During the course of interaction, the agent may create a customer profile as discussed above. If the agent
collects customer profile information, the customer transition to an activity state (state 3540) wherein the customer’s
agent of record is set to the agent's identification and the expiration date is set.

In one embodiment, using the rules of Table 1, the duration of agent ownership for a customer profile activity
lasts until midnight the next day after the customer profile is created. The condition of agent ownership may be
temporary in nature for the purpose of encouraging the agent to follow up with the customer in a timely manner and
increase the booking rate for cruises. The cruise selling and booking system 110 maintains a record of the agent
ownership status of the customer, designates the agent which has created the profile of the customer as the agent of
record, and calculates the remaining time (duration) of ownership.

From the customer profile state (state 3520), the customer may transition in three ways. The ownership may
lapse after the time period from the creation of the customer profile until midnight the next day; an agent may make an
additional activity; and/or an agent may make a booking. If the time period lapses, then the customer transitions into an
available state (state 3530), wherein the customer is available for any agent who wishes to try and obtain ownership of
the customer by performing an activity. In one embodiment, the customer remains in the available state (state 3530)
until an agent performs some activity or performs a booking, though in one embodiment, the customer may be removed
from the available state (state 3530) if no one has made any activity or progress with the customer for a designated
period of time.

A customer may also transition from the customer profile state (state 3520) to an activity state (state 3540)
if the owning agent performs some type of activity, such as, for example, a brochure, a phone call, a quote, a lead, or an
option. If the owning agent performs one or more of these activities, the customer then transitions to the activity state
(state 3540) and remains in the activity state (state 3540) until the time expires, additional activity is performed
resetting the expiration date, or a booking is performed.

The customer may also transition from the customer profile state (state 3520) to a booking state (state
3550) if the owning agent books the customer on a cruise. In one embodiment, using the rules of Table 1, the booking
state (state 3550) is a final state. Once an agent has booked a customer on a cruise, the agent becomes the
customer’s permanent agent of record.

From the activity state (state 3540), the original agent may book the customer on a cruise and therefore

transition to the booking state (state 3550). The agent may also perform additional activity and transition back into
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the activity state (state 3540) but with a new expiration date, or the agent may allow the ownership to lapse and
therefore the customer would transition to the available state (state 3530). Once a customer has reached the available
state (state 3540), the customer is available to receive any activity from any agent. If the customer receives an
activity, the customer transitions to the activity state (state 3540) for the duration of the time period. In addition, from
the available state (state 3530) , an agent may book a customer on a cruise in which the customer then transitions to
the final booking state (state 3550).

It is recognized that various states may be used in addition to or instead of the states discussed herein.

V. Agent Ownership Displays

The cruise selling and booking system 110 may include displays that illustrate agent ownership, such as, for
example, a main menu display and a customer search results display.

A. Main Menu Display

In one embodiment, upon successful login, the agent is directed to a main menu web page 510, as illustrated
in Figure 5, which includes buttons or links for accessing the various features of the cruise selling and booking system
110. For example, the exemplary main menu display allows the agent to access features such as selling and booking
520, back office 530, inventory management 540, product management 550, and administrative features 560. The
main menu 510 serves as a starting point for each of the features described above. In one embodiment, the agent may
return to the main menu 510 throughout the cruise selling and booking system process.

The main menu 510 may also provide the agent with an activity listing 570 which may include categories for
bookings 571, brochures 572, leads 573, options 574, and quotes 575. In Figure 5, each of the categories has an
associated numerical value that indicates the number of currently active customers which fall into the activity listing
category. The purpose of the activity listing 570 is to provide the agent with a quick summary of information for those
customers he should contact. Each activity listing 570 enables the agent to access a listing of the customers who fall
within the activities groups described above. In the illustrated embodiment, the agent may select any of the activity
listings 570 which will then direct him to a separate screen showing the details of the selected activity listing.

Additionally, the main menu may include a “to do” list 580 which includes subcategories such as phone calls
581 and tasks 582. The “to do” list 580 provides a reminder for activities for which the agent should initiate and
follow up. In a similar manner to the activity listing 570 above, the agent may select any of the items in the “to do” list
580 in order to access a listing of customers who fall within the subcategories as well as information for contacting
the customers.

B. Customer Search Results Display

One embodiment of agent ownership wherein the cruise selling and booking system 110 may include
functionality for searching for and displaying names of customers. As illustrated in Figure 13, the cruise selling and
booking system 110 may include a search web page 610. In the exemplary search web page 610, the agent may
search for customers based on data entered in fields which correspond to the information stored in the customer
database 232.

The search web page 610 may be organized in a set of query fields 620 that may be used by the agent to

narrow the search criteria for identifying customers and may include fields identifying the customer name, contact
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information, or travel information useful in searching for and identifying customers. The search web page 610 may also
includes a search results section 630 which displays the names and identifying information of customers matching the
selected search criteria. Each search result displays a brief summary of identifying information, such as name 632,
nickname 633, and main address 634, and may be further selected to provide more detailed additional information in
subsequent screens. As shown in Figure 13, the agent of record 635 for each customer may be additionally identified in
the search results section 630. By displaying the agent of record 635 for a customer, the agent performing the search
may determine the availability of a particular customer for soliciting cruise sailings and identify customers which he
currently owns.

In one embodiment, the cruise selling and booking system 110 may limit the amount of information a non-
owning agent may obtain about a customer. For example, an agent performing a search may not be able to obtain
additional information about a customer beyond that shown in the search results section 630 unless the agent of record
status associated with the customer matches that of the agent currently logged onto the cruise selling and booking
system 110. This feature is useful in preventing non-owning agents from obtaining additional customer information
which might be used to contact customers owned by other agents. Thus, the cruise selling and booking system 110
limits the accessibility of detailed customer information to the designated agent of record during the time that a
customer has an established agent ownership relationship.

V. Conclusion

While certain embodiments of the invention have been described, these embodiments have been presented by

way of example only, and are not intended to limit the scope of the present invention. Accordingly, the breadth and

scope of the present invention should be defined in accordance with the following claims and their equivalents.
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WHAT IS CLAIMED IS:

1. A method for selling and booking cruise packages utilizing a web browser program to electronically

communicate with a cruise service web server via a data communications network, the method comprising:

utilizing the web browser program to log onto the cruise service web server over the data
communications network;

submitting to the cruise service web server customer profile information relating to a customer;

submitting to the cruise service web server customer sailing preference information relating to the
customer;

receiving a set of cruise sailings in a first electronic document from the cruise service web server
that relate to the customer sailing preference information;

selecting a plurality of cruise sailings from the set of cruise sailings;

submitting the plurality of cruise sailings to the cruise service web site;

receiving detailed cruise information in a second electronic document form the cruise service web
server relating to the plurality of cruise sailings;

interactively comparing the detailed cruise information;

submitting a booking request for one of the plurality of cruise sailings to the cruise service web site;
and

receiving a booking confirmation from the cruise service web site.

2. A cruise booking system implemented in a web server environment wherein a plurality of remote
users use web browser programs to electronically communicate with the cruise booking system via a data
communications network that provides information for a plurality of cruise sailings and facilitates booking of cruises,
the cruise booking system comprising:

a customer database configured to electronically store customer data;

a cruise line database configured to electronically store cruise line data;

a customer management program module configured to track and manage information relating to a
plurality of customers in the customer database;

a cruise information program module configured to search for and provide information about
requested cruise sailings in the cruise line database; and

a cruise booking program module configured to book reservations for a selected cruise sailing.
3. The cruise booking system of Claim 2 further comprising:

an agent database configured to electronically store agent data;

an agent management program module configured to track and manage a plurality of agents and
their relationships with the plurality of customers.

4. The cruise booking system of Claim 3 wherein the agent management program module is further
configured to determine whether an agent has ownership over a specified customer.

5. The cruise booking system of Claim 3 wherein the agent management program module is further
configured to determine which agent, if any, has ownership over a customer.
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6. The cruise booking system of Claim 3 wherein the agent management program module is further
configured to determine commission for the plurality of agents based at least upon the relationship between the
plurality of agents and the plurality of customers.
7. The cruise booking system of Claim 2 further comprising:
a rate options program module configured to retrieve and display rates options for a selected cruise
sailing.
8. The cruise booking system of Claim 2 further comprising:
a pricing display program module configured to construct an electronic price matrix of information
from the cruise line information database illustrating rates for cabin categories of a cruise sailing.
9. The cruise booking system of Claim 2 further comprising:
a compare display program module configured to construct a side-by-side, multi-window electronic

display of at least two cruise packages where the at least two cruise packages may be compared at the same

time.
10. The cruise booking system of Claim 2 further comprising:
a payment program module configured to receive and process payment requests.
11. The cruise booking system of Claim 10 wherein the payment program module is further configured

to send payment information to an external banking system.

12. The cruise booking system of Claim 2, wherein the cruise information program module is further
configured to determine available fares by querying a computerized reservation system to determine the availability of
the requested cruise sailings.

13. The cruise booking system of Claim 2, wherein the cruise information program module is further
configured to receive information about a plurality of cruise lines, to convert the information into a common format, and
to electronically display the converted information in the common format.

14. The cruise booking system of Claim 2, wherein the cruise information program module is further
configured to retrieve cruise pricing data from a computerized reservation system.

15, The cruise booking system of Claim 2, wherein the cruise information program module is further
configured to retrieve cruise pricing data from a contract database.

16. The cruise booking system of Claim 2, wherein the cruise booking program module is further
configured to reserve a cruise cabin by contacting a computerized reservation system to verify the availability of the
cruise cabin and to book the cruise cabin.

17. A method for booking cruises utilizing a cruise web server environment to electronically
communicate with a plurality of remote users using web browser programs, the method comprising:

receiving a range of search criteria from a remote user’s web browser;

obtaining cruise package information that relates to the range of search criteria;
sending cruise package information to the remote user’s web browser program;
receiving a selected cruise package from the remote user's web browser program; and
bhooking the selected cruise package.
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18. In a network comprising a user node having a browser program coupled to the network, the user
node providing requests for information on the network, a network node comprising:

a cruise booking node responsive to a request from the user node to return cruise package
information that relates to a range of search criteria and a request from the user node to book a selected
cruise package from the user node.

19. A system for booking cruises, the system comprising:

an electronic data structure of cruise package information wherein the cruise package information
includes information from a plurality of cruise lines;

a first program module configured to receive requests for cruise package information;

a second program module configured to obtain cruise package information from the data structure
based at least upon a search request;

a third program module confighred to prepare cruise package information for electronic display;

a fourth program module configured to output cruise package information for electronic display; and

a fifth program module configured to book a cruise package based at least upon a booking request.
20. In a computer system that implements a web site that is accessible to a community of travel agents

using web browser programs to communicate via a data communications network, a method of assisting the community
of travel agents in selling cruises to a plurality of customers, the method comprising:

receiving an customer identifier from a travel agent’s web browser program, wherein the customer
identifier represents a customer;

using the customer identifier to retrieve from an electronic customer database corresponding
customer information;

receiving customer preferences from the travel agent’s web browser program, wherein the customer
preferences include at least one of the customer’s preferred dates of travel, preferred cruise destination, or
preferred cruise line supplier;

using least one of the customer preferences or the customer information to retrieve from an
electronic cruise sailing database a set of potential cruise packages;

transmitting the set of potential cruise packages to the travel agent’s web browser program,
wherein the set of potential cruise packages are viewable in a first electronic web document;

receiving an electronic identifier representing a selected cruise package from the travel agent’s web
browser program, wherein the selected cruise package is chosen from the set of potential cruise packages;
and

booking the customer on the selected cruise package.

21. The method of Claim 20 further comprising:

receiving an agent identifier from the travel agent’s web browser program, wherein the identifier
represents the travel agent; and

determining and recording within an electronic travel agent database compensation for the travel
agent for the booking.
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22. The method of Claim 20, wherein transmitting the set of potential cruise packages to the travel
agent for presentation to the customer further comprises:
receiving a set of selected pricing categories from the travel agent's web browser program;
using the selected pricing categories to query the electronic cruise sailing database for a set of
cruise packages pricing information related to the selected pricing categories; and
transmitting the set of cruise package pricing information to the travel agent’s web browser
program in a set of pricing matrices viewable in a second electronic web document, wherein the set of pricing
matrices are organized by cruise sailing and pricing categories.

23. The method of Claim 20, wherein transmitting the set of potential cruise packages to the travel

agent’s web browser for presentation to the customer further comprises:
transmitting a side-by-side comparison viewable in a third electronic web document, wherein the
travel agent may select at least two of the set of potential cruise packages to be presented in the side-by-side
comparison display for direct comparison viewable in a fourth electronic web document.

24, In a computer system that implements a web site that is accessible to a community of customers
using web browser programs to communicate via a data communications network, a method of assisting the community
of customers in selecting and booking cruises, the methed comprising:

receiving a customer identifier from a customer’s web browser program;

using the customer identifier to retrieve from an electronic customer database corresponding
customer information;

receiving customer preferences from the customer’s web browser program, wherein the customer
preferences include at least one of the customer’s preferred dates of travel, preferred cruise destination, or
preferred cruise line supplier;

using least one of the customer preferences or the customer information to retrieve from an
electronic cruise sailing database a set of potential cruise packages;

transmitting the set of potential cruise packages for display in a web document to the customer’s
weh browser program; |

receiving an electronic identifier representing a selected cruise package from the customer’s web
browser program, wherein the selected cruise package is chosen from the set of potential cruise packages;
and

booking the customer on the selected cruise package.

25. The method of Claim 24, wherein transmitting the set of potential cruise packages to the
customer’s web browser program further comprises:

transmitting a side-by-side comparison display for display in the web document, wherein the
customer may select at least two of the set of potential cruise packages to be presented in the side-by-side

comparison display for direct comparison.
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26. A system for selling cruises to a customer implemented in a web server environment wherein a
plurality of remote users utilize web browser programs to electronically communicate with the system via a data
communications network, the system comprising:

a cruise search software module configured to receive a set of customer preferences from a remote
user's web browser program, to search for a set of cruise packages based on at least the set of customer
“preferences, and to transmit the set of cruise packages to the user’s web browser program; and

a reservation software module configured to receive a reservation request from the user's web
browser program, wherein the reservation request is selected from the set of cruise packages, and to reserve
a cruise package corresponding to the reservation request.

27. The system of Claim 26 further comprising:

a customer management software module configured to receive a customer identifier related to the
set of customer preferences and to maintain a record of the set of customer set of preferences organized by
at least the customer identifier.

28. The system of Claim 26 further comprising:

a server software module configured to transmit data between the user’s web browser program and
the system and wherein the server software module is in communication with at least the preferences
software module, the cruise search software module, the cruise comparison software module, the reservation

software module, and the cruise booking software module .

29. The system of Claim 26 further wherein the user is a travel‘agent.
30. The system of Claim 26 further wherein the user is a customer.
31. A computer-implemented system which implements a computer program wherein remote users

search for cruise package information and book cruises over an electronic communications network, the system
comprising:
a customer management software system configured to manage customer bookings and track
customer preferences;
an agent management software system configured to track travel agent interaction with customer
accounts and determine and maintain records of compensation fof the respective travel agents for successful
customer bookings; and
a cruise line management software system configured to maintain information on a plurality of
cruise sailings wherein the information on the plurality of cruise sailings is used by the customer management
software system to manage customer bookings and track customer preferences.
32. The system of Claim 31 further comprising:
a booking software system configured to maintain information on customer bookings.

33. In a computer system that implements web browser programs that are capable of accessing a
remote cruise booking web site, a method of assisting a community of travel agents utilizing the web browser programs
to select and book cruises via electronic communication with the remote cruise booking web site, the method
comprising: ‘

-93-



10

15

20

25

30

35

WO 01/40978 PCT/US00/32875

submitting an electronic customer identifier to the remote cruise booking web site, wherein the
customer identifier represents a customer;

determining customer preferences wherein the customer preferences represent preferred cruise
sailing information;

submitting an electronic representation of the customer preferences to the remote cruise booking
web site;

receiving a set of potential cruise packages formatted for display in a first electronic web document
from the remote cruise booking web site;

submitting an electronic cruise package identifier representing a selected cruise package to the
remote cruise booking web site, wherein the selected cruise package is chosen from the set of potential cruise
packages; and

submitting a booking request to the remote cruise booking web site.
34. The method of Claim 33 further comprising:

receiving a set of pricing categories formatted for display in a second electronic web document from
the remote cruise booking web site;

selecting at least one of the set of pricing categories;

submitting at least one electronic pricing category identifier representing the at least one of the set
of pricing categories;

receiving a set of cruise package pricing information related to the at least one of the set of pricing
categories formatted for display in a third electronic web document ; and

using the set of cruise package pricing information to assist the customer in selecting the
appropriate cruise package.

35. In a computer system that implements a web browser program that is capable of accessing a
remote cruise booking web site via an electronic communications network, a method of assisting customers in selecting
and booking cruises, the method comprising:

submitting a customer identifier to the remote cruise booking web site;

determining customer preferences wherein the customer preferences represent preferred cruise
sailing information;

submitting customer preferences to the remote cruise booking web site;

receiving a set of potential cruise packages from the cruise booking web site for display in a first
web document;

submitting a selected cruise package electronic identifier to the remote cruise booking web site,
wherein the selected cruise package is chosen from the set of potential cruise packages; and

submitting a booking request to the remote cruise booking web site.

36. A system for selling cruises to a customer implemented as part of a cruise web server environment
wherein a plurality of remote users communicate with the system via a data communications network utilizing web
browser programs, the system comprising:
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a preferences programming module configured to receive a set of customer preferences from a
remote user's web browser program;

a cruise search programming module configured to search for cruises based on at least the set of
customer preferences and to return a set of cruise packages to the remote user’s web browser program;

a cruise comparison programming module configured to format and transmit the set of cruise
packages to the remote user’ web browser program;

a reservation programming module configured to receive a reservation request from the remote
user’s web browser program wherein the reservation request is selected from the set of cruise packages; and

a cruise booking programming module configured to reserve a cruise package corresponding to the
reservation request.

37. A method for selling and booking cruise packages utilizing a web browser program to electronically

communicate with a cruise service web server via a data communications network, the method comprising:

means for utilizing the web browser program to log onto the cruise service web server over the data
communications network;

means for submitting to the cruise service web server customer profile information relating to a
customer;

means for submitting to the cruise service web server customer sailing preference information
relating to the customer;

means for receiving a set of cruise sailings for display in a first electronic document that relate to
the customer sailing preference information;

means for selecting a plurality of cruise sailings from the set of cruise sailings;

means for submitting the plurality of cruise sailings to the cruise service web server;

means for receiving detailed cruise information for display in a second electronic document relating
to the plurality of cruise sailings;

means for interactively comparing the detailed cruise information;

means for submitting a booking request for one of the plurality of cruise sailings to the cruise
service web server; and

means for receiving a booking confirmation from the cruise service web server.

38. A method for booking cruises utilizing a cruise web server environment to electronically

communicate with a plurality of remote users using web browser programs, the method comprising:

means for receiving a range of search criteria from the remote user’s web browser program;
means for obtaining cruise package information that relates to the range of search criteria;
means for sending cruise package information to the remote user's web browser;

means for receiving a selected cruise package from the remote user’s web browser program; and

means for booking the selected cruise package.
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39. A method for selecting cruise sailings among a plurality of cruise packages utilizing a cruise web
server environment to electronically communicate via a data communications network with a plurality of remote users
using web browser programs, the method comprising:

providing an electronic cruise sailing database wherein the electronic cruise sailing database includes
detailed information about a plurality of cruise sailings for a plurality of cruise lines;

receiving a set of customer preferences from a remote user's web browser;

searching the electronic cruise sailing database for a subset of the cruise sailings that correspond to
the set of customer preferences; and

returning the subset of the cruise sailings to the remote user’s web browser for display as an
electronic document.

40. The method of Claim 0, further comprising:

formatting the subset of the cruise sailings in a table format.

41, The method of Claim 0, wherein searching the electronic cruise sailing database includes formulating
a query to search for exact matches.

42, The method of Claim 0, wherein searching the electronic cruise sailing database includes formulating
a query to search for close matches.

43. The method of Claim 0, wherein searching the electronic cruise sailing database includes formulating
a query to search for exact matches and close matches.

44, A cruise qualification system for managing and suggesting cruise sailing data implemented in a web
server environment wherein a plurality of remote users using web browser programs electronically communicate with
the cruise qualification system via a data communications network, the cruise gualification system comprising:

an electronic cruise sailing database of cruise sailing data wherein the cruise sailing data includes
data for at least two cruise lines;

a customer query program module configured to send and receive queries to a user, wherein the
queries include cruise preference data; and

a cruise sailing search program module configured to search the electronic cruise sailing database
for cruise sailing data that correspends to the cruise preference data.

45, The cruise qualification system of Claim 44, further comprising a cruise data presentation program
module configured to present the cruise sailing data that corresponds to the preference data, where in the cruise sailing
data is presented in the form of an electronic document.

46. The cruise qualification system of Claim 44, wherein the cruise sailing data that corresponds to the
cruise preference data includes exact matches.

47. The cruise qualification system of Claim 44, wherein the cruise sailing data that corresponds to the
cruise preference data includes close matches.

48. The cruise qualification system of Claim 44, wherein the cruise sailing data that corresponds to the

cruise preference data includes exact matches and close matches.
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49, The cruise qualification system of Claim 44, further comprising an electronic customer database of
customer data, wherein the cruise preference data includes at least a portion of the customer data.

50. The cruise qualification system of Claim 44, wherein the cruise sailing search program module is
further configured to search electronic the cruise sailing database for data that corresponds to a customer’s stored
data.

51. A method for searching a cruise sailing and booking system for cruise sailing data using a web
browser program to electronically communicate with a remote cruise web server via a data communications network,
the method comprising:

submitting cruise preference data to the remote cruise web server, wherein the cruise preference
data designates at least one of preferred sailing dates, preferred sailing length, preferred destination, and
preferred sailing port; and

receiving from the remote cruise web server a set of cruise sailing data that matches or closely
matches at least a portion of the cruise preference data, wherein the set of cruise sailing data is retrieved
from an electronic cruise sailing database of cruise sailing data for a plurality of cruise lines.

52. The method of Claim 51, further comprising selecting at least one of the set of cruise sailing data
for additional detailed information.

53. The method of Claim 51, wherein the cruise sailing data includes at least one of itinerary
information, cabin availability, and pricing information.

54, The method of Claim 51, wherein the set of cruise sailing data is retrieved based in part on
customer information in the cruise preference data. ,

b5. A method for selecting cruise package information utilizing a cruise web server environment to
electronically communicate via a data communications network with a plurality of remote users using web browser
programs, the method comprising:

receiving a range of search criteria from a remote user’s web browser program;

obtaining cruise package information for a plurality of cruise lines that relates to the range of search
criteria from an electronic database of cruise line data; and

outputting the cruise package information to the remote user’s web browser for display in an
electronic document.
b6. In a network comprising a user node having a browser program coupled to the network, the user

node providing request for information on the network, a network node comprising:

a cruise booking node responsive to a request to obtain cruise package information from the user
node that relates to a range of search criteria received from said user node, wherein the cruise package
information includes information from at least two cruise lines.
b7. The network mode of Claim 56, further comprising a cruise line database configured to store the

cruise package and pricing information for the at least two cruise lines.
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58. A cruise selling system for selecting cruise package information implemented in a web server system
wherein a plurality of remote users communicate via a data communications network with the cruise selling system
using web ‘browser programs, the cruise selling system comprising:

an electronic database of cruise pricing information wherein the cruise pricing information comprises
information from different cruise lines;

a software module programmed to receive a range of search criteria; ’

a software module programmed to obtain cruise price information from the electronic database
related to the range of search criteria; and

a software module programmed to output cruise package information.

59. A system for finding cruise package information that corresponds to a user's preferences
implemented in conjunction with a web browser program wherein the web browser program communicates with a
remote cruise web server system via a data communications network, the system comprising:

a user preference programming module configured to send a set of user preferences to the remote
cruise web server system; and

a display programming module configured to receive a display of cruise package and pricing
information corresponding to the set of user preferences.

60. The system of Claim 59, wherein the cruise package and pricing information also corresponds in
part to customer profile information stored in an electronic customer database of the remote cruise web server system.

61. The system of Claim 59, wherein the set of user preferences includes at least one of number of
passengers per cabin, travel date, travel region, cruise line, cruise ship, and departure date.

62. The system of Claim 59, wherein the system communicates with the remote cruise web server
system using standard web based protocols.

63. A method for selecting cruise sailings among a plurality of cruise packages utilizing a cruise web
server environment to electronically communicate via a data communications network with a plurality of remote users
using web browser programs, the method comprising:

means for providing an electronic cruise sailing database wherein the electronic cruise sailing
database includes detailed information about a plurality of cruise sailings for a plurality of cruise lines;

means for receiving a set of customer preferences from a remote user’s web browser;

means for searching the electronic cruise sailing database for a subset of the cruise sailings that
correspond to the set of customer preferences; and

means returning the subset of the cruise sailings to the remote user’s web browser for display as an
electronic document.

64. A method for searching a cruise sailing and booking system for cruise sailing data using a web
browser program to electronically communicate with a remote cruise web server via a data communications network,

the method comprising:
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means for submitting cruise preference data to the remote cruise web server, wherein the cruise
preference data designates at least one of preferred sailing dates, preferred sailing length, preferred
destination, and preferred sailing port; and
means for receiving from the remote cruise web server a set of cruise sailing data that matches or
closely matches at least a portion of the cruise preference data, wherein the set of cruise sailing data is
retrieved from an electronic cruise sailing database of cruise sailing data for a plurality of cruise lines.

65. A method of presenting cruise pricing information for display by a plurality of web browser
programs, wherein the method utilizes a cruise web server environment to electronically communicate via a data
communications network with a plurality of remote users using the web browser programs and the cruise pricing
information includes real-time pricing and availability data, the method comprising:

receiving a selected cruise sailing from a remote user’s web browser program;

identifying rate options stored in an electronic cruise line database that correspond to the selected
cruise sailing;

sending the rate options to the remote user’s web browser program;

receiving a set of selected rate options from the remote user's web browser program;

identifying cabin pricing categories stored in the electronic cruise line database that correspond to
the selected cruise sailing and the set of selected rate options;

obtaining cruise price information from the electronic cruise line database that corresponds to the
cabin pricing categories; and

preparing cruise price information for display in a price summary as part of an electronic document

by the remote user's web browser.

66. The method of Claim 65, wherein the price summary is formatted as a matrix of cruise price
information.
67. A method of filtering cruise pricing information for display to a remote user’s web browser program

utilizing a cruise web server environment to electronically communicate with a the remote user's web browser program
via a data communications network, the method comprising:
receiving a selected cruise sailing from the remote user’s web browser program;
identifying rate options stored in an electronic database that correspond to the selected cruise
sailing;
sending the rate options to the remote user's web browser program for display as an electronic
document; '
receiving a set of selected rate options from the remote user’s web browser program; and
using the set of selected rate options to retrieve pricing information from the electronic database
that corresponds to the selected cruise sailing and to formulate a query that filters the pricing information

based at least upon the selected rate options.
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68. A method of requesting cruise price information using a web browser program to electronically
communicate with a remote cruise web server system via a data communications network, wherein the cruise price
information includes real-time pricing and availability data, the method comprising:

sending a first request for information on a cruise sailing to the remote cruise web server system;
and

receiving a price matrix display of cruise price information corresponding to the cruise sailing from
the remote cruise web server system, wherein the price matrix dishlay is displayed in the web browser
program as an electronic document.

69. A method of requesting cruise price information using a web browser program to electronically
communicate with a remote cruise web server system via a data communications network, the method comprising:

sending a first request for information on a cruise sailing to the remote cruise web server system;

receiving a set of rate options corresponding to the cruise sailing from the remote cruise web server
system;

sending a selection of rate options from the set of rate options; and

receiving a price matrix display of cruise price information corresponding to the cruise sailing from
the remote cruise web server system, wherein the cruise price information corresponds to the selection of rate
options and the price matrix display is displayed in the web browser program as an electronic document.

70. A method of filtering cruise price information using a web browser program to electronically
communicate with a remote cruise web server system via a data communications network, the method comprising:

sending a first request for information on a cruise sailing to the remote cruise web server system;

receiving a set of rate options corresponding to the cruise sailing from the remote cruise web server
system, wherein the set of rate options are formatted for display as an electronic document by the web
browser program;

selecting a selection of rate options from the set of rate options; and

sending the selection of rate options to the remote cruise web server system.

71. A method of using a computer to enable a remote user to compare cruise package pricing
information from a cruise booking web server system, wherein the remote user electronically communicates with the
cruise booking web server system using a web browser program via a data communications network and at least a
portion of the cruise package pricing information includes real-time pricing and availability data, the method comprising:

receiving a request for cruise price information for at least two cruises from the remote user's web
browser program;

preparing the cruise price information for display in an electronic document that includes a price
summary'matrix; and

sending the price summary matrix to the remote user’s web browser program.

72. The method of Claim 71, wherein the electronic document is a web page document.

73. In a network comprising a user node having a browser program coupled to the network, the user
node providing requests for information on the network, a network node comprising:
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a cruise booking node responsive to a request for cruise price information for at least two cruises
from the user node wherein the cruise booking nede provides the user node with a price summary of the cruise
price information.

74. The network node of Clai_m 73, wherein the cruise booking node is configured to use rate options to
filter the cruise price information of the price summary.

75. The network node of Claim 73, wherein the cruise booking node is configured to use selected
categories to filter the cruise price information of the price summary.

76. The method of Claim 73, wherein the price summary includes a plurality of selectable price matrices.

77. The network node of Claim 73, further comprising a cruise line database configured to store cruise
package and pricing information for at least two different cruise lines, wherein the cruise line database is in
communication with the cruise booking node.

78. A system for displaying cruise price information implemented in a web server environment wherein a
plurality of remote users communicate with the system via a data communications network using web browser
programs, the system comprising:

an electronically stored data structure of cruise price information wherein the cruise price
information includes information from different cruise lines;

a program module configured to receive requests for cruise information from a remote user’s web
browser program;

a program module configured to obtain cruise price information from the electronically stored data
structure based at least upon a price summary request;

a program module configured to prepare cruise price information for a display as a price summary in
an electronic document; and

a program module for outputting the prepared cruise price information to the remote user's web
browser program.

79. The system of Claim 78, wherein the price summary is in table format.

80. A method for analyzing cruise package pricing category information utilizing a cruise web server
environment to electronically communicate via a data communications network with a plurality of remote users using
web browser programs, the method comprising:

receiving a set of rate options from a remote user’s web browser program;

obtaining cruise package information relating to the set of rate options from an electronic database
of cruise pricing information; and

outputting the cruise package information in a pricing table for display by the remote user's web
browser program.

81. In a network comprising a user node having a browser program coupled to the network, the user

node providing requests for information on the network, a network node comprising:
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a cruise booking node responsive to a request from the user node, wherein the cruise booking node
queries an electronic database of cruise information for cruise package information that relates to a set of
rate options received from said user node and forwards the cruise package information to the user node.

82. The network node of Claim 81, wherein the electronic database is a cruise line database configured
to store rate options for at least two different cruise lines.

83. A system for analyzing cruise package information implemented in a web server environment
wherein a plurality of remote users utilize web browser programs to electronically communicate with the system via a
data communications network, the system comprising:

an electronically stored data structure of cruise price information wherein the cruise price
information includes information from different cruise lines;

a program module configured to receive a set of rate options from a remote user’s web browser
program;

a program module configured to obtain real-time cruise price information from the electronically
stored data structure, wherein the obtained real-time cruise price information relates to the set of rate
options; and

a program module for outputting cruise package information in a price summary for display by the
remote user’s web browser program.

84. The system of Claim 83, wherein the price summary is in table format.

8b5. A system for comparing cruise package pricing options implemented in a web server environment
wherein a plurality of remote users utilize web browser programs to electronically communicate with the system via a
data communications network, the system comprising:

a cruise sailing selection software component configured to receive a request for cruise pricing
information for a selected sailing from a remote user’s web browser program;

a pricing options software component configured to search for a set of pricing options that
correspond to the selected sailing in an electronic database of cruise information, to send the set of pricing
options to the remote user's web browser program, and to receive a set of selected pricing options from the
remote user’s web browser program;

a pricing category software component configured to search for cruise pricing information in the
electronic database of cruise information, wherein the cruise pricing information relates to the set of selected
pricing options; and

a display software component configured to process and format the cruise pricing information for
display in a pricing matrix by the remote user's web browser program, wherein the pricing matrix is organized
at least in part by the pricing categories.

86. A system for comparing cruise package pricing options implemented in conjunction wifh a web
browser program, wherein the web browser program electronically communicates with a remote cruise web server via a

data communications network, the system comprising:
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a cruise sailing selection software component configured to send requests for real-time cruise
pricing information to the remote cruise web server, wherein the real-time cruise pricing information is
organized into pricing categories;

a pricing options selection software component configured to send requests to the remote cruise
web server for filtering the cruise pricing information based at least upon a set of selected pricing options; and

a display software component configured to receive the requested filtered, real-time cruise pricing
information from the remote cruise web server and to display the filtered, real-time cruise pricing information
using the web browser program in a pricing matrix, wherein the pricing matrix is organized at least in part by
the pricing categories.

87. The system of Claim 86, wherein the pricing options selection software component is further
configured to receive a set of pricing options from the remote cruise web server, wherein the set of selected pricing
options are selected from the set of pricing options.

88. A method of presenting cruise pricing information user’s web browser program utilizing a cruise web
server environment to electronically communicate with a the remote user's web browser program via a data
communications network, the method comprising:

means for receiving a selected cruise sailing from a remote user’s web browser program;

means for identifying rate options stored in an electronic database that correspond to the selected
cruise sailing;

means for sending the rate options to the remote user’s web browser program for display as an
electronic document;

means for receiving a set of selected rate options from the remote user’s web browser program;

means for identifying cabin pricing categories stored in the electronic database that correspond to
the selected cruise sailing and the set of selected rate options;

means for obtaining cruise price information from the electronic database that corresponds to the
cabin pricing categories; and

means for preparing cruise price information for display by the remote user’s web browser program
in price summary.

89. A method of requesting cruise price information using a web browser program to electronically
communicate with a remote cruise web server system via a data communications network, the method comprising:

means for sending a first request for information on a cruise sailing to the remote cruise web server
system;

means for receiving a set of rate options corresponding to the cruise sailing from the remote cruise
web server system, wherein the set of rate options are formatted for display as an electronic document by the
web browser program;

means for sending a selection of rate options from the set of rate options to the remote cruise web

server; and
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means for receiving a price matrix display of cruise price information corresponding to the cruise
sailing from the remote cruise web server system, wherein the cruise price information corresponds to the
selection of rate options.

90. A method of providing cruise package and pricing information for comparison utilizing a cruise web
server environment to electronically communicate via a data communications network with a plurality of remote users
using web browser programs, the method comprising:

receiving a selection of at least two cruise packages from a remote user's web browser program;

obtaining cruise package and pricing information that corresponds to the at least two cruise
packages from an electronic database of cruise data;

preparing the cruise package and pricing information for display in an electronic web document; and

sending the prepared cruise package pricing information to the remote user’s web browser program.

91. The method of Claim 0, wherein the at least two cruise packages correspond to at least two cruise
lines.

92 A method of using a computer to compare cruise package and pricing information utilizing a cruise
web server environment to electronically communicate via a data communications network with a plurality of remote
users using web browser programs, the method comprising:

receiving a request for cruise package and pricing information for at least two cruise different cruise
lines from a remote user’s web browser program;

retrieving cruise package and pricing information that corresponds to the request from a database
of electronically stored cruise line data; and

outputting the cruise package and pricing information for display as an electronic document by the
remote user's web browser program.

93. The method of Claim 92 further comprising preparing the cruise package and pricing information for
the at least two different cruise lines for side-by-side display.

94. A method of requesting cruise package and pricing information for comparison using a web browser
program to electronically communicate with a remote cruise web server system via a data communications network,
the method comprising:

sending a request to the remote cruise web server system for cruise package and pricing information
for at least two different cruise lines; and

receiving cruise package and pricing information from the remote cruise web server system that
corresponds to the request, wherein the cruise package and pricing information was retrieved from an
electronic database of cruise line data and the cruise package and pricing information is formatted for side-by-
side display by the web browser program.

95. A method of using a computer to book a cruise package using a web browser program to
electronically communicate with a remote cruise web server system via a data communications network, the method

comprising:
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sending a request to the remote cruise web server system for cruise package and pricing information
for at least two cruise different cruise ships; and
receiving from the remote cruise web server system the cruise package and pricing information for
the at least two different cruise ships, wherein the cruise package and pricing information is displayed in a
side-by-side display using the web browser program.
96. The method of Claim 95 further comprising preparing the cruise package and pricing information for
the at least two different cruise ships for side-by-side display.
97. In a network comprising a user node having a browser program coupled to the network, the user
node providing requests for information on the network, a network node comprising:
a cruise booking node responsive to a request to retrieve cruise package and pricing information for
at least two different cruise lines from the user node, wherein the cruise booking node retrieves cruise
package and pricing information from an electronic database for display in an electronic document and sends

the cruise package and pricing information to the user node.

98. The network node of Claim 97, wherein the cruise package and pricing information is prepared for
side-by-side display.
99. The network node of Claim 97, wherein the electronic database is a cruise line database configured

to store cruise package and pricing information for at least two different cruise lines wherein the cruise line database is
in communication with the cruise booking node.

100. A system for comparing cruise packages implemented in a web server environment, wherein a
plurality of remote users using web browser programs electronically communicate with the system via a data
communications network, the system comprising:

an electronically stored data structure of cruise package and pricing information wherein the cruise
package and pricing information includes information from different cruise lines;

a program module configured to receive a display request from a remote user's web browser
program;

a program module configured to obtain cruise package and pricing information from the
electronically stored data structure based at least upon the display request;

a program module configured to prepare the obtained cruise package and pricing information for
display in an electronic web document; and

a program module configured to output to the remote user's web browser program the prepared
cruise package and pricing information for display in the electronic web document.

101.  The system of Claim 100, wherein the display is a side-by-side display.

102. A method of organizing cruise package and pricing information for display utilizing a cruise selling
and booking web server system to electronically communicate via a data communications network with a plurality of
remote users using web browser programs, the method comprising:

receiving a first identifier corresponding to a first cruise package from a remote user's web browser
program;
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retrieving a first set of cruise package and pricing information from an electronic database, wherein
the first set of cruise package and pricing information corresponds to the first identifier;
receiving a second identifier corresponding to a second cruise package from the remote user’s web
browser program;
retrieving a second set of cruise package and pricing information from the electronic database,
wherein the second set of cruise package and pricing information corresponds to the second identifier;
formatting at least a portion of the first set of cruise package and pricing information and at least a
portion of the second set of cruise package and pricing information for display in a side-by-side comparison
section of an electronic document, wherein the side-by-side comparison section includes at least a first
window and a second window; and A
returning to the remote user’s web browser program the formatted at least a portion of the first set
of cruise package and pricing information and at least a portion of the second set of cruise package and
pricing information.

103.  The method of Claim 102, wherein the electronic database includes a cruise information database.

104.  The method of Claim 102, wherein the electronic database includes a cruise pricing database.

105.  The method of Claim 102, wherein the electronic database includes a cruise information database
and a cruise pricing database.

106.  The method of Claim 102, wherein the electronic database includes an internal database and an
external database.

107.  The method of Claim 102, wherein retrieving a first set of cruise package and pricing information
further includes querying a first cruise line system that corresponds to the first cruise package.

108.  The method of Claim 102, wherein formatting at least a portion of the first set of cruise package
and pricing information and at least a portion of the second set of cruise package and pricing information for display
includes preparing the at least a portion of the first set of cruise package for display in the first window and preparing
the at least a portion of the second set of cruise package for display in the second window.

109.  The method of Claim 102, wherein the first window and the second window are configured to be
displayed side-by-side.

110.  The method of Claim 102, wherein the first window and the second window are configured to scroll
at the same time.

111.  The method of Claim 108, wherein the first window and the second window are configured to be
displayed side-by-side.

112.  The method of Claim 108, wherein the first window and the second window are configured to scroll
at the same time.

113. A method of using a computer to compare cruise package information using a web browser program
to electronically communicate with a remote cruise web server system via a data communications network, the method

comprising:
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sending a request for a first set of cruise package and pricing information to the remote cruise web
server system;

sending a request for a second set of cruise package and pricing information to the remote cruise
web server system;

receiving from the remote cruise web server system the first set of cruise package and pricing
information in a first window of a display, wherein the display is included in a web document accessible by
the web browser program; and

receiving from the remote cruise web server system the second set of cruise package and pricing
information in a second window of the display.

114.  The method of Claim 113, wherein the first window and the second window are displayed side-by-
side.

115.  The method of Claim 113 further comprising:

sending a request to clear one of the first window or the second window to the remote cruise web
server system; and

viewing the display using the web browser program wherein the selected one of the first window or
the second window is cleared.

116.  The method of Claim 114 further comprising:

sending a request for a third set of cruise package and pricing information to the remote cruise web
server system; and

receiving from the remote cruise web server system the third set of cruise package and pricing
information in the selected one of the first window or the second window.

117. A method of providing cruise package information for display utilizing a cruise web server
environment to electronically communicate via a data communications network with a plurality of remote users using
web browser programs, the method comprising:

receiving a request for cruise package and pricing information from a remote user’s web browser
program;

determining whether a card is available;

if there is no card available, returning an error message to the remote user’s web browser program;
and

if card is available, retrieving the requested cruise package and pricing information from an
electronic database of cruise data and returning to the remote user's web browser program the cruise
package and pricing information for electronic display in an available card.

118.  The method of Claim 117, further comprising:

processing the cruise package and pricing information.

119. A system for comparing cruise package information implemented in conjunction with a web browser
program, wherein the web browser program communicates with a remote cruise web server system via a data
communications network, the system comprising:
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a selection software component configured to send requests to the remote cruise web server
system for cruise package and pricing information for at least two cruise packages; and
a display software component configured to display in the web browser program the requested
cruise package and pricing information for the at least two cruise packages in a side-by-side display as part of
an electronic document.

120.  The system of Claim 119, wherein the selection software component is further configured to send
requests to the remote cruise web server system for clearing at least a portion of the display.

121. A method of providing cruise package and pricing information for comparison utilizing a cruise web
server environment to electronically communicate via a data communications network with a plurality of remote users
using web browser programs, the method comprising:

means for receiving a selection of at least two cruise packages from a remote user’s web browser
program;

obtaining cruise package and pricing information that corresponds to the at least two cruise
packages from an electronic database of cruise data;

means for preparing the cruise package and pricing information for display in an electronic web
document; and

means for sending the prepared cruise package pricing information to the remote user's web
browser program.

122. A method of using a computer to book a cruise package using a web browser program to
electronically communicate with a remote cruise web server system via a data communications network, the method
comprising:

means for sending a request to the remote cruise web server system for cruise package and pricing
information for at least two cruise different cruise ships; and

means for receiving from the remote cruise web server system the cruise package and pricing
information for the at least two different cruise ships, wherein the cruise package and pricing information is
displayed in a side-by-side display using the web browser program.

123. A system for tracking agent interaction with customers implemented in a web server environment
wherein a plurality of remote users .utilizing web browser programs electronically communicate with the system via a
data communications network, the system comprising:

an electronic customer database cbnfigured to store information about a plurality of customers;

an electronic agent database configured to store information about a plurality of agents;

an electronic rules database configured to store rules that define temporal relationships between the
plurality of customers and the plurality of agents; and

an agent ownership program module in communication with the customer database, the agent
database, and the rules database, wherein the agent ownership program module is configured to control agent
access to information about the plurality of customers in the customer database based at least upon the
temporal relationships between the plurality of customers and the plurality of agents.
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124.  The system of Claim 123, wherein the rules are based at least upon the agent’s activity with the
customer.

125.  The system of Claim 123, wherein the rules define time periods associated with agent activities.

126.  The system of Claim 123, wherein the rules are based at least upon the agent’s cruise selling and
booking activity with the customer.

127.  The system of Claim 125, wherein the agent activities include at least one of creating a customer
profile, sending the customer a brochure, calling the customer, calculating a quote, creating a lead, creating an option,
and booking a cruise package.

128. A method for managing agent ownership of customers utilizing a cruise web server environment to
electronically communicate via a data communications network with a plurality of remote users using web browser
programs, the method comprising:

receiving and agent identifier that represents an agent from a remote user’s web browser program;

receiving a customer identifier that represents a customer from the remote user's web browser
program; _

verifying that the customer is available for interaction with the agent by querying an electronic
database of agent and customer information;

receiving an agent activity from the remote user’s web browser program;

determining a time window for agent activity based at least upon at least one agent ownership rule,
wherein the at least one agent ownership rule is stored in the electronic database;

creating an agent of record association between the agent and the customer wherein the agent is
designated as the customer’s agent of record for the allotted amount of time; and

storing the agent of record association in the electronic database.

129.  The method of Claim 128, wherein the agent activity includes activity related to selling and booking
cruise packages.

130.  The method of Claim 128, wherein the agent activity includes at least one of creating a customer
profile, sending the customer a brochure, calling the customer, calculating a quote, creating a lead, creating an option,
and booking a cruise package.

131. A method of verifying agent owhership of a customer utilizing a cruise web server environment to
electronically communicate via a data communications network with a plurality of remote users using web browser
programs, the method comprising:

receiving an agent identifier representing an agent from a remote user’s web browser program;

receiving a customer identifier representing a customer from the remote user's web browser
program;

retrieving a customer record from an electronic customer database, wherein the customer record
corresponds to the customer and the customer record includes an agent of record;

determining whether the agent of record corresponds to the agent represented by the agent
identifier; and
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returning a message to the remote user’s web browser program signifying whether the agent of
record corresponds to the agent represented by the agent identifier.

132.  The method of Claim 131 further comprising determining whether the agent of record has expired.

133.  The method of Claim 131, wherein the customer record includes an agent of record expiration date.

134.  The method of Claim 133 further comprising determining whether the agent of record expiration
date matches or is before the current date.

135.  The method of Claim 131, wherein determining whether the agent of record corresponds to the
agent represented by the agent identifier includes determining whether the agent of record corresponds to any available
agent.

136.  The method of Claim 131, wherein the message includes the customer record.

137. A method for changing an agent of record association between an agent and a customer utilizing a
cruise web server environment to electronically communicate via a data communications network with a plurality of
remote users using web browser programs, the method comprising:

receiving an agent identifier representing an agent from a remote user’s web browser;

receiving a customer identifier representing a customer from the remote user’s web browser;

receiving an activity that represents a communication between the agent and the customer from the
remote user’s web browser;

retrieving a customer record from an electronic database, wherein the customer record corresponds
to the customer and the customer record includes an agent of record association;

setting the agent of record association to correspond to the agent represented by the agent
identifier; and

storing the agent of record association in the electronic database.

138.  The method of Claim 137, wherein the activity that represents a communication between the agent
and the customer includes activity related to selling and booking cruise packages.

139.  The method of Claim 137, wherein the activity that represents a communication between the agent
and the customer includes at least one of creating a customer profile, sending the customer a brochure, calling the
customer, calculating a quote, creating a lead, creating an option, and booking a cruise package.

140.  The method of Claim 137, wherein the customer record includes an agent of record expiration date.

141.  The method of Claim 139 further comprising determining the agent of record expiration date for the
agent of record association.

142.  The method of Claim 141, wherein determining the agent of record expiration date includes
searching a rules database configured to store rules that define lengths of time associated with agent activities and
using the rules to calculate the agent of record expiration date.

143.  The method of Claim 137, wherein the electronic database is a customer database.

144.  The method of Claim 137, wherein the electronic database is an agent database.

145,  The method of Claim 137, wherein the electronic database is an activity database.

146.  The method of Claim 137 further comprising:
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receiving a user identifier from the remote user’s web browser program; and
verifying that the user identifier corresponds to a user who has agent of record override privileges by
querying the electronic database for agent of record averride privileges.

147. A method for tracking and maintaining relationships among clients and agents, wherein the method
uses a web browser program to electronically communicate with a remote cruise web server system via a data
communications network, the method comprising:

submitting an agent identifier that corresponds to an agent to the remote cruise web server system;

submitting a customer identifier that corresponds to a customer to the remote cruise web server
system; and

receiving agent ownership information from the remote cruise web server system, wherein the agent
ownership information corresponds to the customer and the customer’s assigned agent signifying whether the
agent may proceed with working with the customer.

148.  The method of Claim 147, wherein the remote cruise web server system is implemented in
conjunction with a cruise selling and booking system.

149.  The method of Claim 147 further comprising receiving customer information from the remote cruise
web server system, wherein the customer information corresponds to the customer if the customer does not have an
assigned agent.

150.  The method of Claim 147 further comprising receiving customer information from the remote cruise
web server system, wherein the customer information corresponds to the customer if the customer’s assigned agent
corresponds to the agent.

151. A method for using an agent ownership system to update an existing relationship between clients
and agents, wherein the method uses a web browser program to electronically communicate with a remote cruise web
server system via a data communications network, the method comprising:

submitting an agent identifier that corresponds to an agent to the remote cruise web server system;

submitting a client identifier to the remote cruise web server system that corresponds to a client
with whom the agent has an existing relationship;

submitting an agent activity to the remote cruise web server system; and

receiving a time period for which the relationship is valid from the remote cruise web server system.

152.  The method of Claim 151, wherein the agent activity relates to selling and booking cruise packages.

153.  The method of Claim 151, wherein the agent activity include at least one of creating a client profile,
sending the customer a brochure, calling the client, calculating a quote, creating a lead, creating an option, and booking
a cruise package.

154.  The method of Claim 151, wherein the time period is calculated based at least upon rules that define
temporal relationships between clients and agents, wherein the rules are stored in an electronic database included in the
remote cruise web server system.

155.  The method of Claim 152, wherein the rules are based at least upon the agent’s activity with the
client.
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156.  The method of Claim 152, wherein the rules define time periods associated with agent activities.
157. A method of identifying an agent of record utilizing a cruise web server environment to electronically
communicate via a data communications network with a plurality of remote users using web browser programs, the
method comprising:
receiving a customer identifier representing a customer from a remote user’s web browser;
retrieving a customer record from an electronic customer database, wherein the customer record
corresponds to the customer identifier;
determining whether an agent of record has been assigned to the customer record;
returning an agent of record designator to the remote user’s web browser if the agent of record has
been assigned; and
returning an available agent designator to the remote user’s web browser if the agent of record has
not been assigned.
158.  The method of Claim 157 further comprising determining whether a customer record exists by
querying the electronic database.
159.  The method of Claim 157 further comprising determining whether the agent of record has expired.
160.  The method of Claim 157, wherein the customer record includes an agent of record field.
161.  The method of Claim 157, wherein the customer record includes an expiration date field.
162. A method for overriding an agent of record association between a first agent and a customer
utilizing a cruise web server environment to electronically communicate via a data communications network with a
plurality of remote users using web browser programs, the method comprising:
receiving an agent identifier representing a second agent from a remote user's web browser
program;
receiving a customer identifier representing a customer from the remote user's web browser
program;
retrieving agent of record data corresponding to the customer identifier from an electronic database;
setting the agent of record data to the agent identifier;
receiving an expiration date from the remote user’s web browser progiam;
retrieving agent of record data from the electronic database, wherein the agent of record data
corresponds to the customer identifier;
setting the agent of record data to correspond to the agent identifier and the expiration date; and
_ storing the agent of record data in the electronic database.
163.  The method of Claim 162 further comprising:
receiving a user identifier from the remote user’s web browser; and
verifying that the user identifier corresponds to a user who has agent of record override privileges.
164.  The method of Claim 162, wherein the electronic database is a customer database.

165.  The method of Claim 162, wherein the electronic database is an agent database.
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166. A method of creating an agent of record association between an agent and a customer utilizing a
cruise web server environment to electronically communicate via a data communications network with a plurality of
remote users using web browser programs, the method comprising:

receiving an agent identifier representing an agent from a remote user's web browser program;
receiving customer information about a customer from the remote user’s web browser program;
creating a customer record;

creating an agent of record association between the customer and the agent; and

storing the customer record in an electronic database.

167.  The method of Claim 166, wherein the customer record includes an agent of record field.

168.  The method of Claim 167, wherein creating an agent of record association includes setting the
agent of record field to the agent identifier.

169.  The method of Claim 166 further comprising setting an agent of record expiration date based at
least upon a customer profile creation activity. ‘

170.  The method of Claim 167, wherein storing the customer record in a electronic database includes
storing the agent identifier in the agent of record field of the customer record.

171.  The method of Claim 166, wherein the electronic database includes an agent database.

172. . The method of Claim 166, wherein the electronic database includes a customer database.

173.  The method of Claim 166, wherein the electronic database includes an agent database and a
customer database '

174.  The method of Claim 166, wherein the customer information includes at least one of, name, address
contact information, desired cruise destination, household membership, and cruise dates.

175. A system for tracking agent interaction with customers implemented in conjunction with a web
browser program, wherein the web browser program electronically communicates with a remote cruise web server
system via a data communications network, the system comprising:

an agent identifier program module configured to submit to the remote cruise web server system an
agent identifier that corresponds to an agent;

a client identifier program module configured submit to the remote cruise web server system a
client identifier that corresponds to a client with whom the agent has an existing relationship;

an agent activity program module configured to submit to the remote cruise web server system an
agent activity wherein the agent activity corresponds to the agent identifier and the client identifier; and

a time program module configured to receive a time period for which the relationship is valid from
the remote cruise web server system.

176. A method for managing agent ownership of customers utilizing a cruise web server environment to
electronically communicate via a data communications network with a plurality of remote users using web browser
programs, the method comprising:

means for receiving and agent identifier that represents an agent from a remote user’s web browser
program; |
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means for receiving a customer identifier that represents a customer from the remote user’s web
browser program;

means for verifying that the customer is available for interaction with the agent by querying an
electronic database of agent and customer information;

means for receiving an agent activity from the remote user’s web browser program;

means for determining a time window for agent activity based at least upon at least one agent
ownership rule, wherein the at least one agent ownership rule is stored in the electronic database;

means for creating an agent of record association between the agent and the customer wherein the
agent is designated as the customer’s agent of record for the allotted amount of time; and

means for storing the agent of record association in the electronic database.

177. A method for tracking and méintaining relationships among clients and agents, wherein the method
uses a web browser program to electronically communicate with a remote cruise web server system via a data
communications network, the method comprising:

means for submitting an agent identifier that corresponds to an agent to the remote cruise web
server system;

means for submitting a customer identifier that corresponds to a customer to the remote cruise web
server system; and

means for receiving agent ownership information from the remote cruise web server system,
wherein the agent ownership information corresponds to the customer and the customer’s assigned agent

signifying whether the agent may proceed with working with the customer.
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' FIND CRUISES
STEP 2: QUALIFY FOR CUSTOMER

{ 7

PROVIDE INFORMATION
STEP3: CRUISE DETAIL ON SELECTED CRUISE

PACKAGES

STEP A: LOGIN

STEP 1. SEARCH

l 460

STEP 4: BOOKING BOOK CRUISE

‘ /470

PROCESS PAYMENT
VIA BACK OFFICE

STEP 5: PAYMENTS

450

END
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File Edit View Go Favorite Help
= = ® B Q & A8
Back Forw... Stop Refresh Home Search Favorite Print Font Mail
Address |http: //222.222.222.222 /qualify lv]
: st st S ise St St
Cruise Control Y search malify P g * A ooking epSpoymen(s)
(moain menu) (seorch) (to do ) Qualify Customer
Last: Fist[Pril_____ ] Phone:[(555)555— 1111__|
T8A TBAOne gucliﬁcoﬁon —— — %\727
ax per egion g~ inerary
cabin B .- OShare (Al (AN)
72— [ AT
722 R
ol T — 2upplier Hip
ggg:oy (Al (A1)
= o0
U A | o L) v \ i
Doy of SaSu M T W Th F Port 29
Embarkation | @ (Al 730
725 ; ——37
726 —lempers Pl
¢ 732
770 7 2
Qualify Supplier Contract Number { ]
(' Cruise Search )
Search Results (Check Availability )
742\ﬁ Line Ship Sail Date [Nts itinerary Bik
£ carnival Toropicale 09/08/2001] 7 | 7-Day Western Caribbean | N
from Fort Lauderdale
| Commodore |Enchanted Istes|09/08/2001] 7 | 7-Night Mexico, Jamaica | N
ond the Cayman Isles
ID Norwegian |Norway 09/08/2001] 7 | 7—Day Caribbean N
740 = f
B l@ Princess Sea Princess |09/08/2001} 7 7 vﬁ;g;;tecu" of Alaska N
4! Royal Explorer of the }09/08/2001] 7 | 7—Night Miami to Miomi N
Caribbean |Seas
)} Carnival Paradise 09/08/2001} 7 | 7-Day Western Caribbean| N
Miami to Ocho Rios

FIG.
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Fite Edit Yiew Go Ffovorite Help
Lo— N —e 3 A
Bock Forw... Stop Refresh Home Seorch Fovorite Print Font Mol
Address |ht£p: //222.222.222.222 [pricing |:l
Cruise Control  “leger "2 qaity " P3RS “Hrosins * 7D poments )
{mon menu) (seorch) (o do ) quotity ) Pricing & Avoobility
Remember to sell our specidt 7
Phil_Test (555) 555-1111
Select A Cruise | Best Price Motrix 2] (MSTY) (e
Carnival Cornival Jropicale — 09/08/2001 (07WC8)
Tropicale— 09/08/2001 -
7=-Night Western Coribbeon from &)
Fort Louderdole
- GG /Promo
Princess Best FIT| Best TRVL L
Dawn Princess~ 09/08/2001 Cot]UpgiTypel fur ns Best Price Description
4 Dbl Dbl Dbt
7-Night Gulf of Alaske Yoyoge
of the Glaciers Ol»12 ISUITE|»[ 99999.00] 5500.00| | 4500.00
Royal Coribbeon - &»s0 OUT [»|99999.00} 3400.00| {2900.00
Explorer of the Seos— 99/08/2001 D »6C ouT |*}99999.000 N/A N/A
7-Night Miomi to Miomi Olvss ouT [+] 99999.00] 2998.00 | |2200.00
D »6A OUT |»}99999.00 2789.00 N/A
|} OJ»52 OUT {+]99999,00] 2998.00 ] | 1500.00 |
K4 N
ET74|A l Cornivol Tropicole — (08/26/2001) l [Princeu Down Princess—(09,/08/2001) l Lt627
672 (Book/Option ) (Quote ) (CClear ) Book/Option ) (Quote ) (Cleor 22
Cruise Only Cruise Only
673 Rote Option: BCA(PNSP44) Rote Option:Best TRVL(PNSP44) L\ 622
#Nightn:l7l #Puxlzl Cot |5A #Nighh:l?l #chlzl Cot ISD
Cruise Price Summary (per pox) Cruise Price Summary (per pox)
Pax 1&2 800.00 |[{Pox 1&2 2650.00
Pox 3&4 2 260.00 | ||Pox 3&4 1700.00
Port Charge 139.00 | ||Port Chorge 200.00
Goverment Fee 0.00 j{|Coverment Fee 10.00
Tronsportotion Fee 0.000.00 [} Transportotion Fee 20.00
Tronsportation Toxes 0.00 ||{Tronsportation Toxes 1.00
E74~ Migc. Charges 1.75 || |Misc. Chorges 19.00 g
Sub—total w/o Insuronce 940.75 || |Sub—total w/o Insuronce 2900.00
TRWL insurance 59.99 ||JTRWL Insuronce 129.99
ESTIMATED DEPOSIT 250.00 || |ESTIMATED DEPOSIT 500.00
finol Payment "6497/,52 Finol Poyment 0‘5,/08/0‘I
\ 4 1:59 PM
670
\~_< (Cabin ) Cobin # (Cabin) Cabin #
Cabin Hold: Cobin Hold:
Deck: Deck:
675X Tor: T - 625
Bed: Bed:
(Dining ) (Dining )
Rinerory Itinerary X
Doy | Dote | Port Ariv|al||Doy| Dote | Port Asiv [
sun | 09/08 | Fort Louderdole Sun | 09/08 | Anchoroge
Mon | 09/08 | Everglades 086: 30| Moo {09/09 | Coftegs Fjord 06: 30
Tue | 09/10 | Keywest 08:0 Tue {08/10 | Glocier Boy 10:30
6764 Wwed | 09/11 | At Seo 11 Wea {oa/11 | skogwoy o8 30[ ] - 626
The | 09/12 | Cormen 09:0 Thy [09/12 | Asneou 06: 30
Fri | 09/13 | Conme 08:0 i ]09/13 | Ketchiton 08; 30
Sot | 09/14 | At Seo b5 1| 5ot [09/34 | insice Possage ~1
<] » <] 1 1» J
Rules & Restrictions Rules & Restrictions
Deposit & Payment: & 11 Deposit & Poyment: | 4]
Dote ond Amount TBD Dote ond Amount TBD
Age: Age:
677 Adult: N/A — || Adut: N/A | |-627
Child: 5 yrs+ Child: N/A
Infont: Not Allowed infont: N/A
51 Credit Cords Accepted: VISA [w]]| Credit Cords Accepted: AMEX a <1

F1G, g‘/l
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Fie Edit  View Co Ffovorite  Help v ~
= = @ QU o 4 A
Bock Forw.. Stop Refresh Home Seorch fovorite Print  Font Mo#
Address Ih((p: //222.222.222.222 fpricing E
Cruise Control  *luws 72 qun P3R4,y S gpments )
mon menu) (search) (o do) Cavoity ¥

Remember (o sell our speciol 7

PhA Test (555) 5551111 (Brochure )
p = i i o Show
Sefect A Cruise Best Price Motrix ( fpg’s)') Selectea @
Cornival Cornivel Tropicole — 09/08/2001 (07wC8)
Tropicole~ 09/08 /2001 _
7-Night Western Caribbean from ]
Fort Laouderdale
- €G/Promo
Princess Best fiT] Best TRVL ) L
Dawn Princess— 09/08/2001 Cot{UpgiType] ret o Best Price Description
A Obl Dbl Obl
7~Night Culf of Alosko Yoyoge
L - of the Claciers Ol 2 SUITE »{ 99999.00] 5500.00| |4500.00
Y% . : . .
Royst Corbbean »6D OUT 1+199999.001 3400.00] {2900.00
Explorer of the Seos— 09,/08/2001 Of»sc OUT |+199999.00] N/A N/A
7~Night Miomi o Miomi - O ss ouT |+ 99999.00 2998.00| {2200.00
Cj» 64 QUT [+}99999.00{ 2769.00 N/A
|| O)f»sA OUT |+199999.00] 2998.00| {1500.00 ]
[ 5773[A] ] Carnivol Tropicale ~ (08/26,/2001) | lPrincess Down Princess-(09/08/200‘l)| 2627
672 (Baok/Option ) (Quote ) (Clear ) 622
Cruise Only Cruise Only
673 Rote Option: BCA(PNSP44) Rote Option:Best TRVL(PNSP44) 622
#nights] 7[ " gPox[ 2] Cot [5A #ighte] 7] feax] 2] cat [60
Cruise Price Summory (per pox) Cruise Price Summary (per pox)
Pox 1842 800.00 |||Pox 182 2650.00
Pox 3&4 280.00 |||Pox 3&4 1700.00
Port Chorge 139.00 | {|Port Chorge 200.00
Goverment Fee 0.00 [ |{Goverment Fee 10.00
Transportotion Fee 0.000.00 ||{Transportation Fee 20.00
Tronsportotion Toxes 0.00 |} )Tronsportation Toxes 1.00
G745 Misc. Chorges 1.75 }||Misc. Charges 19.00 624
Sub—total w/o Insuronce 940.75 {}|Sub—total w/o Insurance 2900.00
TRWL Insuronce 59.99 H]TRWL tnsuronce 129.99
ESTIMATED DEPOSIT 250.00 || JESTIMATED DEPOSIT 500.00
Finol Payment 8/2/01 Weinat Poyment 05/08/01
670 { 11:59'PM 11:59 PM
AN | | [€=) Cabin § CCabin) Cabin §
L_ﬁ Cabin Hold: Cobin Hold:
Deck: Deck:
1 |
L6575k — — 7625

F/G.

G5
/
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File Edit View Go Foyorite Help v -~
= = © Qo 9D Aa
Back Forw.. Stop Refresh Home Search Fovorite Print  Font  Mod
Address \htp: //222.222.222.222 [pricing v}
Cruise Control sup"aeolch S‘sz‘ﬁ" Smf Stq’4bookhg Supsw)mmh
(on mem) (Feoreh) (To &5y~ (auoity ) Pricing & Avollability
Remember to sell our speciddl 7
Phit_Test {555) 555~111 Brod
Sefect A Cruise [*] Best Price Motrix C‘ﬁ;’o ( oy 4) €=))
Cornivel Cornival_Tropicale — 09/08/2001 (07WC8)
Tropicole- 09/08 /2001 N
7-Night Western Coribbeon from 8
Fort Louderdofe
p CG/Promo
Princess tfueaslt et Best FIT| Best TRL . L
Down Princess— 09,/08/2001 Cat| Upg}Type ""‘DM 5 T Best Price Description
7-Night Gulf of Aloska Voyoge
of the Clociers D »12 SUITE}»§ 99999.001 5500.00| {4500.00
L] 999, .00 900.00
Royel Corfbbeon » 60 OUT |+ 99999.00 3400. 2
Explorer of the Seas— 09,/08/2001] | [J]»6C ouT [+l 99999.00{ N/A N/A
7-Night Miomi to Miomi - Olres ouT [+| 99999.00] 2998.00| [2200.00
Oivea OUT |+199999.00] 2789.00 N/A
] DOppsa OUT |~]99999.00] 2998.00| {1500.00 |
L] id
A Cabin Hold: Cabin Hold: | TTa )
Y Deck: Deck: ™~
675 Loc: Loc: 625
Bed: Bed:
(Dining) (Dining )
iinerary Itinerory
Doy| Dote | Port Ariv]ailiDoy| Dote | Port Ariv |a]
Sun | 09/08 | Fort Louderdale Sun | 09/08 | Anchorage
Mon | 09/09 | Everglodes 08: 30| Mon 09/09 | Cottege Fiord 0. 30
5/6‘_< Tue | 09/10 | Keywest 08:0 Tue |09/% | Gocier Boy 10: 30
Wed | 09/99 | At Seo =1} wea Jo9/11 | Skagwoy 08: 301 | 626
T | 09/12 | Comen 09:0 ™ [09/12 | dneou 06: 30
Fri 09/13 { Corumet 08: 0 _J Fri 109/13 [ Ketchian 08; 301
St | 09/14 | At Sea w111 5ot [09/34 | nsice Passage v
4] I B 4 I >
Rules & Restrictions Rules & Restrictions 3
Deposit & Poyment: 1411 [ Deposit & Poyment: 14
Dote and Amount TBD Date ond Amount TBD
617X Age: Age: \
Adult: N/A - Adult: N/A J 627
Child: 5 yrs+ Chitd: N/A
Infont: Not Allowed Infont: N/A
0 Credit Cards Accepted: VISA [w1}] Credit Cords Accepted: AMEX v o

F/G.
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File Edit View Go Favorite  Help

—_—= ® B B Q /m & A&S

Bock Forw... Stop Refresh Home Search Faovorite Print Font Mail

Address [http: //222.222.222.222 /booking [wi
. Ste st st ise St st
CI’UISG COntl’O| P1search epzquolily ”ng\iuos"e ﬁoking ep5poyments)
(main_menu) (search) (o do ) Option
Princess Grand Princess — Reduced Prices in May !
Phil Test NOTE:Please verify pricing with Cruise Line before booking. =10
Line Items Add C/L Pricing
(555) 555—1111 ( )( J( )
- Cruise Pax1 Pax2 Totol {Commission
Cobin Fee | 1,120.00| 1,120.00| 2,240.00]  358.40
Government Fees 3.00 3.00 6.00
7272 Port Charges 129.00 129.00 258.00
TOTAL 1,252.00 1,252.00 2,504.00 358.40
7‘2@ AIR_& WISC Phil_Test | Jonel Test 1220
Excursions . L_j
Pre~Paid )
Air Fares 350.00 350.00 700.00 70.00
Additional Air

72 74<{Pre—Post Add—On
' Other Add—On
Miscellaneous

Manuoal Booking Tour Conductor
Worksheet Coupon
TOTAL 350.00 350.00 700.00 70.00
TAXES & FEES
((Notes ) Taxes

Air Deviotion
7275& Cancellation Fees
Tronsfer

TOTAL

Ll

FIG. 72
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INFORMATION ACQUISITION
PROCESS

PRE~QUALIFICATION
PROCESS

QUALIFICATION QUERY
PROCESS

(>
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ADDITIONAL
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.

RECEIVE CUSTOMER/AGENT LOGIN
SUPPLY CUSTOMER IDENTIFIER

/fm

RETRIEVE CUSTOMER
CREATE NEW CUSTOMER
PROFILE PROFILE

+ [
f25
EDIT CUSTOMER
PROFILE

T

STORE CUSTOMER
PROFILE

1
7555
CONTINUE WIT
QUALIFICATION

YES

1%
AN
PROCEED TO CUSTOMER

PRE—QUALIFICATION
PROCESS

(FIG. 8)
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START

't DISPLAY
£r5 YES ~PRE—QUALIFICATION
N SUMMARY
RETRIEVE /VIEW 2
PRE— QUALIFICATION NO |7
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