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METHODS FOR FACILITATING REFERENCES IN A CHAT CONTEXT AND
DEVICES THEREOF

FIELD

[0001] This technology generally relates to web-based chat contexts and, more
particularly, to methods, non-transitory computer readable media, and apparatuses that facilitate

the inclusion of references in chat panels.
BACKGROUND

[0002] Increasingly, web developers are providing chat functionality in websites via chat
contexts that include chat panels that are displayed to a user as embedded within a web page or
via a pop-up window, for example. A chat panel can allow interaction and communication
between the user and a representative of the website host. Accordingly, such functionality is
particularly useful for websites providing user support, although many other types of websites
also implement chat contexts. In chat contexts, the speed of an exchange is often critical to an
eftective experience for users and, accordingly, it is preferable that messages are simple and

short.

[0003] As onc cxamplc, in a commcreial website context, sales representatives may usc
chat panels to communicate with potential customers to answer questions regarding products or
services in order to facilitate and increase sales. In this example, a sales representative may want
to refer a prospective customer to content hosted on other portions of the website, such as
product catalog content relating to products that might satisfy desired criteria communicated by

the prospcctive customer.

[0004] In order to refer the prospective customer to the content, the sales representative
may copy and paste Uniform Resource Locators (URLs) as hyperlinks. However, URLSs are
often very long and inconvenient for use in a chat context. While available services can process
a URL and replace the URL with a relatively short link, the process is cumbersome and would
still result in numerous hyperlinks and a relatively long message when the content is located at a
number of URLs (e.g., corresponding to a number of different products). Additionally, upon
selecting any of the hyperlinks, the prospective customer may be taken to a different web page in
a new tab or window, which is inconvenient and does not allow the customer to preview
products prior to navigating to a different web page associated with one of the products.

Accordingly, there is currently no way for the representative of a website host to identify items
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and provide preview content associated with the items to the prospective customer in an efficient

and effective manner 1in a chat context.

SUMMARY

[0005] A mcthod for facilitating references in a chat context includes receiving by a chat
management server apparatus a search request via a search panel provided in response to a user

interaction with a chat panel. A token including a special character is generated by the chat

management server apparatus based on search text in the search request or a unique identifier for
one of a plurality of items identified based on a search performed using the search text. The
token is provided by the chat management server apparatus to a source of the search request for
inclusion in the chat panel as a hyperlink. A preview panel request including the token is
received by the chat management server apparatus in response to a user interaction with the
hyperlink. Content for the items or for the one item is retrieved by the chat management server
apparatus based on the special character included in the token. The content is provided by the

chat management server apparatus to a source of the preview panel request.

[0006] A non-transitory computer rcadablc medium having storced thercon instructions
for facilitating references in a chat context comprising executable code which when executed by
a processor, causes the processor to perform steps including receiving a search request via a
search panel provided in response to a user interaction with a chat panel. A token including a
special character is generated based on search text in the search request or a unique identifier for
one of a plurality of items identified based on a search performed using the search text. The
token 1s provided to a source of the search request for inclusion in the chat panel as a hyperlink.

A preview panel request including the token is received in response to a user interaction with the

hyperlink. Content for the items or for the one item is retrieved based on the special character

included in the token. The content is provided to a source of the preview panel request.

[0007] A chat management scrver apparatus including a processor and a memory coupled
to the processor which is configured to be capable of executing programmed instructions
comprising and stored in the memory to receive a search request via a search panel provided in
response to a user interaction with a chat panel. A token including a special character is
generated based on search text in the search request or a unique identifier for one of a plurality of
items identificd based on a scarch performed using the scarch text. The token is provided to a
source of the search request for inclusion in the chat panel as a hyperlink. A preview panel

request including the token is received in response to a user interaction with the hyperlink.

SUBSTITUTE SHEET (RULE 26)
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Content for the items or for the one item is retrieved based on the special character included in

the token. The content is provided to a source of the preview panel request.

[0008] This technology provides a number of advantages including methods, non-
transitory computer readable media, and apparatuses that more effectively facilitate references in
a chat context. With this technology, website host representatives can identify content
responsive to a search request from a user and communicate a reference to the content using a
relatively short token. The token includes a special character and is introduced to a chat panel as
a hyperlink. Upon selection of the hyperlink, the content is retrieved based on the token and

included special character, and a preview panel is display to the user that includes the content.

[0009] Accordingly, using the tokens, the size of the communicated reference(s) can be
reduced, particularly when multiple URLs would otherwise have been required to communicate
references to content associated with multiple items responsive to a search request. Additionally,
the user does not have to navigate away from the current web page to sce the content. Moreover,
the tokens can be reused, advantageously allowing the host representative to respond relatively

quickly to certain search requests matching previously searched criteria.
BRIEF DESCRIPTION OF THE DRAWINGS

[0010] FIG. 1 1s a block diagram of a network environment which incorporates an

exemplary chat management server apparatus;

[0011] FIG. 2 15 a tflowchart of an exemplary method of generating an item preview panel

based on a token;

[0012] FI1G. 3 1s an exemplary product web page with an exemplary chat panel link;
[0013] FI1G. 4 1s an exemplary host chat panel with a search request button;

[0014] FIG. 5 1s an exemplary search panel for receiving search text;

[0015] FIG. 6 1s an exemplary search result panel displaying content for a plurality of

sclectable items identificd based on scarch text;

[0016] F1G. 7 1s the exemplary chat pancl of FIG. 4 with an item sct link corresponding

to a search token;
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[0017] F1G. 8 1s a tflowchart of an exemplary method of generating a token for inclusion

In a customer chat panel as a reference to item content:

[0018] FIG. 9 1s an exemplary customer chat panel with the item set link and an

exemplary multi-item preview panel with a navigational structure; and

[0019] FIG. 10 1s the exemplary chat panel of FIG. 9 with an item link and an exemplary

single item preview panel.
DETAILED DESCRIPTION

[0020] An exemplary network environment 10 is illustrated in FIG. 1 as including an
exemplary chat management server apparatus 12. In this example, the chat management server
apparatus 12 18 coupled to a host representative device 14 by a local area network (LAN) 16 and
a client device 18 by the LAN 16 and a wide area network (WAN) 20, although other types and
numbers of devices, components, and elements in other topologies could be used. This
technology provides a number of advantages including methods, non-transitory computer
readable media, and apparatuses that more efficiently and effectively facilitate identifying and

providing references to content matching user search criteria in a chat context.

[0021] In this example, the chat management server apparatus 12 includes a processor
22, a memory 24, and an interface device 26, which are coupled together by a bus 28 or other
communication link, although other numbers and types of components, parts, devices, systems,
and elements in other configurations and locations can be used. The processor 22 of the chat
management server apparatus 12 may execute one or more stored programmed instructions for
one or more aspects of this technology as described and illustrated by way of the embodiments

herein, although the processor 22 could execute other numbers and types of programmed

Instructions.

[0022] The memory 24 of the chat management server apparatus 12 stores these
programmed instructions for one or more aspects of this technology, as described and illustrated
herein, although some or all of the programmed instructions could be stored and/or executed
elsewhere. The memory 24 of the chat management server apparatus 12 may include one or
more tangible storage media and/or devices, such as RAM, ROM, flash memory, hard disk
drive(s), solid state memory, or any other memory storage types or devices, including

combinations thereof, which are known to those of ordinary skill in the art.
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10023] In this example, the memory 24 of the chat management server apparatus 12

includes an item content catalog 30, a search web service 32, a preview web service 34, and an
optional encoded token database 36, although the memory 24 can include other types and
numbers of systems, devices, and elements in other configurations. Additionally, while the item
content catalog 30, search web service 32, preview web service 34, and encoded token database
36 are 1llustrated 1n this example as being stored in the memory 24 of the chat management
scrver apparatus 12, onc or morc of the item content catalog 30, scarch web service 32, preview
web service 34, or encoded token database 36 could be stored elsewhere, including on another

network device not shown in the network environment 10.

[0024] The item content catalog 30 in this example includes content for items, which can
represent products or services, for example. The content can include a unique identifier for the
item and information regarding the item including a description of the item, an item price, item
options (e.g., colors), and/or any pictures or graphics associated with the item, for example,

although any other type of content can also be stored in the item content catalog.

[0025] The search web service 32 in this example is configured to receive a request
including search criteria and to identify matching item(s) in the item content catalog. The
criteria can include search text, for example, when associated with a request to generate a search
panel or a search token, for example, when associated with a request to generate a preview panel,
as described and illustrated in more detail later. In response to the request, the search web
service 32 retrieves at least a portion of the content (e.g., as used to present a preview of the item
to a user) for each of the identified item(s) from the item content catalog 30 and generates and
returns a HyperText Markup Language (HTML) fragment including the content, as described

and illustrated in more detail later.

[0026] The preview web service 34 in this example is configured to receive a request to
generate a preview panel that includes an item token. In response to the request, the preview
web service 34 retrieves at least a portion of the content associated with an item identified based

on the item token from the item content catalog 30 and generates and returns an HTML fragment

including the content, as described and illustrated in more detail later.

[0027] The optional encoded token database 36 in this example stores encoded token
valucs as associated with actual valucs. The actual valucs can be scarch text in the case of an
encoded search token value or a unique item identifier in the case of an encoded item token

value. As described and illustrated in more detail later, tokens can advantageously be encoded
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with this technology to facilitate the inclusion of references in a chat panel that are even shorter

than search text or item identifiers, for example.

[0028] The 1nterface device 26 in the chat management server apparatus 12 is used to
operatively couple and communicate between the chat management server apparatus 12 and the
client device 18 via LAN 16 and WAN 20 and the host representative device 14 via the LAN 16,
although other types and numbers of communication networks or systems with other types and
numbers of connections and configurations to other devices and elements can also be used. The
LAN 16 and WAN 20 can use TCP/IP over Ethernet and industry-standard protocols, including
NFS, CIFS, SOAP, XML, LDAP, and SNMP, for example, although other types and numbers of

communication networks can also be used.

[0029] The client device 18 in this example enables a user to request, receive and interact
with services and content hosted by the chat management server apparatus 12 via the LAN 16
and WAN 20, although the client device 18 could access content and utilize other types and
numbers of content or applications from other sources and could provide a wide variety of other
functions for a user. By way of example only, the client device 16 can be a mobile computing

device, smart phone, personal digital assistant, or computer, for example.

[0030] The client device 18 includes a processor 38, a memory 40, an interface device
42, an mput device 43, and a display device 44 which are coupled together by a bus 45 or other
communication link, although the client device 18 can include other numbers and types of
components, parts, devices, systems, and elements in other configurations. The processor 38 in
the client device 18 executes a program of stored instructions for one or more aspects of the
present invention as described and illustrated herein, although the processor 38 could execute

other numbers and types of programmed instructions.

[0031] The memory 40 in the client device 18 stores these programmed instructions for
onc or morc aspects of the present invention as described and illustrated herein, although some or
all of the programmed instructions could be stored and/or executed elsewhere. A variety of
different types of memory storage devices, such as a RAM, ROM, hard disk drive(s), solid state
storage device(s), and/or other storage device which is read from and/or written to by a magnetic,
optical, or other reading and/or writing system that is coupled to processor 38 can be used for the
mcmory 40 1n the clicnt device 18. In this example, the client device 18 is configured to access
web services and web content through a web browser 46 stored in the memory 40. The web

browser 46 in this example is configured to process programmed instructions (e.g., J avaScript
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code) to render chat panels and preview panels, as well as provide other functionality, as

described and illustrated in more detail later.

[0032] The interface device 42 in the client device 18 is used to operatively couple and
communicate between the client device 18 and the chat management server apparatus 12 via the

LAN 16 and the WAN 20, although other types and numbers of communication networks with

other types and numbers of connections and configurations can be used.

[0033] The input device 43 in the client device 18 can be used to input selections, such as
a request for a chat or preview panel, as well as messages to be exchanged with the user of the
host representative device 14, although the input device 43 could be used to input other types of
data and interact with other elements. The input device 43 can include keypads, touch screens,

and/or vocal input processing systems, although other types and numbers of input devices can

also be used.

[0034] The display device 44 in the client device 18 can be used to show data and
information to a user, such as the requested chat or preview panel, although the display device 44
could be used to display other types of data and interact with other elements. The display device
44 can be television screen, a mobile phone screen display, a laptop screen, a tablet screen, or a
monitor for example, although other types and numbers of displays could be used depending on

the particular type of client device 18.

[0035] The host representative device 14 includes a processor 48, a memory 50, an
interface device 52, an input device 53, and a display device 54, which are coupled together by a

bus 55 or other communication link, although the host representative device 14 can include other

numbers and types of components, parts, devices, systems, and elements in other configurations.
The processor 48 in the host representative device 14 executes a program of stored instructions
for one or more aspects of the present invention as described and illustrated herein, although the

proccssor 48 could cxccute other numbers and typces of programmed instructions.

[0036] The memory 50 in the host representative device 14 storces these programmed
instructions for one or more aspects of the present invention as described and illustrated herein,
although some or all of the programmed instructions could be stored and/or executed elsewhere.
A variety of different types of memory storage devices, such as a RAM, ROM, hard disk

drive(s), solid state storage device(s), and/or other storage device which is read from and/or
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written to by a magnetic, optical, or other reading and/or writing system that is coupled to

processor 38 can be used for the memory 40 in the host representative device 14.

[0037] In this example, the host representative device 14 is operated by a representative
of a host of the website associated with the item content, although the host representative device
14 could be operated by other users, in order to engage in a chat with a user of the client device
18. Accordingly, the memory 50 in this example includes a web browser 56 through which the
user of the host representative device can access web services and web content. The web
browser 56 in this example is configured to process programmed instructions (e.g., J avaScript
code) to render chat panels, search panels, and search result panels, as well as provide other

functionality, as described and illustrated in more detail later.

[0038] The interface device 52 in the host representative device 14 is used to operatively
couple and communicate between the host representative device 14 and the chat management
server apparatus 12 via the LAN 16, although other types and numbers of communication

networks with other types and numbers of connections and configurations can be used.

[0039] The input device 53 in the host representative device 18 can be used to input
selections, such as a request for a search panel, as well as messages to be exchanged with the
user of the client device 18, although the input device 53 could be used to input other types of
data and interact with other elements. The input device 53 can include keypads, touch screens,

and/or vocal input processing systems, although other types and numbers of input devices can

also be used.

[0040] The display device 54 in the host representative device 18 can be used to show

data and information to a user, such as the requested search panel, although the display device 54
could be used to display other types of data and interact with other elements. The display device

>4 can be television screen, a mobile phone screen display, a laptop screen, a tablet screen, or a
monttor for cxamplc, although other types and numbers of displays could be used dcpending on

the particular type of host representative device 18.

10041 Although embodiments of the chat management server apparatus 12, host
representative device 14, and client device 18 are described and illustrated herein, each of these
devices can be implemented on any suitable computer system or computing device. It is to be
understood that the devices and systems of the embodiments described herein are for exemplary

purposes, as many variations of the specific hardware and software used to implement the
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embodiments are possible, as will be appreciated by those skilled in the relevant art(s).

Furthermore, each of the systems of the embodiments may be conveniently implemented using
one or more general purpose computer systems, microprocessors, digital signal processors, and
micro-controllers, programmed according to the teachings of the embodiments, as described and

tllustrated herein, and as will be appreciated by those ordinary skill in the art.

[0042] In addition, two or more computing systems or devices can be substituted for any
one of the devices in any embodiment. Accordingly, principles and advantages of distributed
processing, such as redundancy and replication also can be implemented, as desired, to increase
the robustness and performance of the devices and systems of the embodiments. The
embodiments may also be implemented on computer system(s) that extend across any suitable
network using any suitable interface mechanisms and communications technologies, including
by way of example only telecommunications in any suitable form (e.g., voice and modem),
wireless communications media, wireless communications networks, cellular communications
networks, G3 communications networks, Public Switched Telephone Network (PSTNs), Packet

Data Networks (PDNs), the Internet, intranets, and combinations thereof.

[0043] The examples may also be embodied as a non-transitory computer readable
medium having instructions stored thereon for one or more aspects of the present technology as
described and illustrated by way of the examples herein, as described herein, which when
executed by a processor, cause the processor to carry out the steps necessary to implement the

methods of the examples, as described and illustrated herein.

[0044] An exemplary method for facilitating references in a chat context will now be
described with reference to FIGS. 1-10. Referring specifically to FIG. 2, an exemplary method
of generating a token for inclusion in a chat panel as a reference to item content will now be
described. In this example, in step 200, the chat management server apparatus 12 provides chat
panel definitions in response to a request received from the client device 18. Referring more
specifically to FIG. 3, an exemplary product web page 300 with an exemplary chat panel link
302 1s tllustrated. In this example, a user of the client device 18 use the iput/display device 43
to select the chat panel link 302 thereby initiating a chat session and requesting a customer chat

pancl from the chat management scrver apparatus 12, although the chat scssion can be initiated

in other manners.

[0045] In response, the chat management server apparatus 12 sends a definition of a

customer chat panel to the client device 18 and a host chat panel to the host representative device
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14. The definitions can define the chat panels using HTML, for example, which, when

interpreted by the web browsers 46 and 56 cause the client device 18 and host representative
device 14 to display the customer and host chat panels, respectively, in a pop-up window or an
overlay, for example, although any other type of display for the chat panels can also be used.

The chat panels facilitate communication of messages between the users of the chent device 18

and host representative device 14.

[0046] Referring more specifically to FIG. 4, an exemplary host chat panel 400 1s
illustrated. In this example, a definition of the host chat panel 400 1s provided by the chat
management server 12 to the host representative device 14 in response to recelving an 1nitiation
of the chat session in step 200 from the client device 18. The definition sent by the chat
management server 12 to the client device 18 in step 200 can define a customer chat panel
similar to the host chat panel 400 but without the search request button 402, for example,
although the chat panels can be similar or different in other ways and other methods of
distributing and generating the chat panels can also be used. An exemplary customer chat panel

will be described and illustrated in more detail later with reference to F1GS. 9-10.

[0047] In this example, the user of the client device 18 1s a prospective customer of the
host of the product web page 300 that is looking for assistance completing an outfit prior to
purchasing, although the web page 300 can be any other type of web page and the user of the
client device 14 can be any other type of user. Accordingly, the customer user of the client
device 18 initiates the chat session in order to communicate with a representative of the host of
the website, that 1s currently using the host representative device 14, to obtain the requested

assistance 1n an efficient manner,

[0048] Referring back to FIG. 2, in step 202, the chat management server apparatus 12
determines when a search request has been received from the host representative device 14. The
search request can be for content that a user of the host representative device 14 would like to
refer the customer to in order to attempt to assist the customer and facilitate a purchase, for
example. If the chat management server apparatus 12 determines that a search request has not
been received, then the No branch 1s taken back to step 202 and the chat management server

apparatus 12 cffcctively waits for a scarch rcquest to be received.

[0049] Referring back to FIG. 4, the scarch requcst button 402 of the host chat pancl 400
can be used to inttiate a search request, although any other type of interface for initiating a search

request can also be used. In this example, the customer user of the client device 18 is looking for
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white shoes to pair with a specified dress. Accordingly, the host representative using the

input/display device 53 of the host representative device 14 begins to type a message in an input
field 404, having the text “No problem, here is a set of options for you:” in this example. Next,
the host representative using the input/display device 53 of the host representative device 14

selects the search request button 402 in order to initiate a search for items responsive to the

customer’s request.

[0050] Reterring back to step 202 of FIG. 2, upon selection of the search request button
402, or if the chat management server apparatus 12 otherwise determines that a search request
has been received, then the Yes branch is taken to step 204. In step 204, the chat management
server apparatus 12 generates, and provides to the host representative device 14, a definition of a
search panel, receives search text, and retrieves item content based on the search text. The
definition can define a search panel using HTML, for example, which, when interpreted by the
web browser 56 can cause the host representative device 14 to display a search panel in a pop-up
window or an overlay, for example, although the search panel can be displayed in other manners.
The search panel is configured to receive search text, and optionally other search criteria, from

the host representative using the host representative device 14.

[0051] Reterring more specifically to FIG. 5, an exemplary search panel 500 for
recetving search text via a text input box 502 is illustrated, although in other examples the search
panel 500 can include mputs for other search criteria. In this example, the search text “faith
court shoes white” is input by the host representative using the input/display device 53 of the
host representative device 14. Upon selection of a search button 504 by the host representative,

the search criteria are sent to the chat management server apparatus 12. In this example, the

search criteria, including the search text, is sent to the search web service 32 of the chat
management server apparatus 12, which is configured to process the criteria as described and

tllustrated in more detail later. Other methods of receiving search criteria can also be used.

[0052] In response to receiving the search text, the search web service 32 of the chat
management server apparatus 12 1dentifies and retrieves item content responsive to the request in
step 204. The item content can be retrieved from the item content catalog 30, which in this
cxample icludes content associated with a plurality of items for salc by the website host,
although any other type of content associated with any other type of item can also be used. The
content can include an item description, an item depiction, an item price, or any other

information associated with each of the items. Optionally, the content includes at least
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