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(57) ABSTRACT

A transaction for a customer is detected and transaction
details are evaluated to obtain a federated customer profile
that may span multiple channel communications. Policy
conditions are evaluated to track and interact with the
customer in a vendor-defined manner during the transaction.
According to an embodiment, the transaction details, the
customer profile, the tracked information, and other
recorded interactions with the customer are accessible to the
vendor for analysis, via a vendor interface.
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UNIFIED CHANNEL MANAGEMENT

CROSS-REFERENCE TO RELATED
APPLICATION

[0001] This application is a continuation of U.S. patent
application Ser. No. 14/193,392, filed Feb. 28, 2014, which
application and publication is incorporated herein by refer-
ence in its entirety.

BACKGROUND

[0002] Technology and automation has been aggressively
adopted and integrated into the business practices of many
industries. Nowhere is this more apparent than the travel and
hospitality industries.

[0003] Customers can purchase airline tickets online and
check-in for their flights by using their mobile devices. They
have the ability to check-in to their hotel rooms and make
restaurant reservations through kiosks. Automated messages
can be pushed to inform customers what stall their rental
cards when their flight lands. Technology is positively
impacting a passenger’s journey and making their everyday
processes easier.

[0004] Retailers quickly learned that the ability to reach
their customers at the right time and right location can be
lucrative in marketing ancillary or partner products and
services. In fact, much of the travel and hospitality indus-
try’s growth in recent years is highly attributable to these
industries marketing those ancillary products and services
via multiple technology channels consistently reach the
consumer at the right time and place. This growing trend is
leading travel suppliers to adopt best practices from the
hospitality industry and driving them to act more like
retailers.

[0005] One major interest of the travel and hospitality
industries and the retail industry, generally, is the ability to
track and reach their customers consistently across all avail-
able communication channels, some which are currently not
accessible to those industries. For example, the airline
industry still seeks to improve the technology and ability to
reach and track consumers throughout their journey includ-
ing pre and post trip venues off airport.

[0006] Moreover, managing integrated inventory systems,
payment systems, loyalty systems, marketing systems, and
analytic systems is a difficult and an expensive endeavor for
even the largest company to handle. This is further compli-
cated with a travel supplier’s geographic and off-line con-
nectivity requirements. Leading to smaller start-up compa-
nies from even attempting to compete with the larger
companies.

SUMMARY

[0007] In various embodiments, methods and system for
unified channel management are presented.

[0008] According to an embodiment, a method for unified
channel management is provided. Specifically, in an
embodiment, a transaction is identified over a channel and a
profile for a consumer associated with a transaction is
federated over at least one other channel. Finally, an adver-
tisement is delivered during the transaction based on the
federated profile.
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BRIEF DESCRIPTION OF THE DRAWINGS

[0009] FIG. 1 is a diagram of an example architecture for
practicing unified channel management, according to an
example embodiment.

[0010] FIG. 2 is a diagram of a method for unified channel
management, according to an example embodiment.
[0011] FIG. 3 is a diagram of another method for unified
channel management, according to an example embodiment.
[0012] FIG. 4 is a diagram of a unified channel manage-
ment system, according to an example embodiment.

DETAILED DESCRIPTION

[0013] FIG. 1 is a diagram of an example architecture 100
for practicing unified channel management, according to an
example embodiment. The architecture 100 is shown sche-
matically in greatly simplified form, with only those com-
ponents relevant to understanding of this embodiment being
illustrated. The various components are illustrated and the
arrangement of the components is presented for purposes of
illustration only. It is to be noted that other arrangements
with more or less components are possible without departing
from the unified channel management presented herein and
below.

[0014] The techniques, methods, and system presented
herein and below for unified channel management can be
implemented in whole or in part in one, all, or some
combination of the components shown with the architecture
100. The techniques and methods are programmed as
executable instructions in memory and/or non-transitory
computer-readable storage media and processed on one or
more processors associated with the components (may also
be referred to as “modules”™).

[0015] In the embodiment for the architecture 100, the
methods and system are implemented as one or more
hardware and software components of travel and hospitality
systems or integrated with external travel and hospitality
systems.

[0016] Specifically, the architecture 100 permits a con-
sumer transaction at a device on one communication channel
110 to experience the same directed marketing that the
consumer experiences on other communication channels
110 while interacting with the device. This is achieved by
unifying disparate transaction processing, distribution
mechanisms, and backend systems for the devices associ-
ated with the channels 110A-110H through a unified inter-
face 120 (this can be achieved via a proxy redirection for the
channels 110 to the unified interface 120 while the consumer
transacts on the devices). The unified interface 120 has
access to a variety of backend systems 125-175 of interest to
partnering vendors or suppliers. Moreover, profiles for the
consumer can be federated and provided in a normalized
format to the vendors or suppliers through the vendor/
supplier interface 180. So, the customer (the terms “cus-
tomer” and “consumer” are used interchangeably herein)
experiences a unified view of vendor or supplier offerings
(regardless of the channel communications used by the
customer to transact), and the vendor or supplier can man-
age, analyze, and reach its customers through a common
vendor/supplier interface 180 (which may also be available
across multiple channels and devices, such as via a browser-
based interface).

[0017] As used herein, a “profile” includes a variety of
information tied to a consumer. Some of this information
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includes, by way of example only, transaction history (elec-
tronic, phone, and/or in-person), contact history (electronic,
phone, and/or in-person interactions noted by an enterprise
when occurring with the consumer), complaints noted by the
consumer (electronic, phone, and/or in-person), electronic
search history, websites or services accessed by the con-
sumer (electronic, phone, and/or in-person), preferences
recorded by the consumer for various websites or services
(electronic, phone, and/or in-person), and the like and
regardless of the backend systems 125-175 the data was
collected and stored on.

[0018] According to an embodiment, customer profiles
can be maintained as being: specific customer profiles for a
subscribing vendor or supplier, specific to selective groups
of subscribing vendors or suppliers, or federated as a single
profile across all subscribing vendors or supplies for each
customer. Still further, and if desired, a profile can be
provided for a single channel 110 or sets of channels 110 for
any given customer.

[0019] The architecture 100 is now discussed in greater
detail along with its components in view of the discussion
above. It is to be noted that the methods and system
presented herein are not just limited to travel and hospitality
solutions; that is, any industry can benefit from the unified
channel management mechanisms discussed herein

[0020] The architecture 100 includes communication
channels 110, a unified interface 120, transaction system
125, a marketing system 130, a payment system 140, an
analytics system 150, a loyalty system 160, an inventory
management system 170, a distribution system 175, and a
vendor/supplier interface 180. The channels 110 include
channels tied to communications associated with: email
110A, Web-based activity (services over the Internet) 1108,
a gaming device 110C, a Point-of-Service (POS) device
110D (Self-Service, Cashier manned, kiosk, etc.), a mobile
device 110E, call centers 110F, digital signs 110G, and
Television 110H.

[0021] The channels 110 represent transactions and/or
actions that any given consumer may engage in using a
variety of devices. For example, the consumer may engage
in email communications associated with a known (regis-
tered or used) email 110A for the consumer. The consumer
may also have browser-based access to a variety of network
services, which are associated with web applications 1108.
The web applications 1108 may, in some instances, include
cookies, stored local to a processing device of the consumer,
or stored remotely in a profile associated with the web
applications 1108. The consumer can be engaged in game
play or wagering, via gaming devices 110C. Moreover,
when the consumer interacts with a POS device 110D
(Self-Service Terminal (SST), cashier-assisted terminal,
kiosk, any transaction device capable of receiving marketing
information and transacting in a purchase for a good or a
service (note this can represent some of the devices already
described in channels 110), etc.), the consumer may enter
data (such as a loyalty card or credit card) that permits
capturing and recording profile data associated with the
consumer. The consumer may also use mobile devices 110E
(phones, laptops, tablets, wearable processing devices, etc.)
to access some web applications 1108 or to access mobile
applications associated with services (Delta®, Hertz®, Hil-
ton®, and others). The consumer can also, from time-to-
time, call a call center 110F of a particular enterprise for
purchases, support, complaints, etc. These interactions with
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call centers 110F are stored in profiles. In some case, the
consumer may interact with digital signage 110G to conduct
a transaction through any other channel 110. Still further, the
consumers may conduct transactions while viewing televi-
sion 110H based on relevant advertising offered.

[0022] The unified interface 120 is referenced during a
consumer transaction by subscribing vendors of the services
of the unified interface 120 authorizing a redirection from
their existing interfaces associated with the channels 110 to
the unified interface 120. This can also be done transpar-
ently, such as via a proxy configuration where communica-
tions from the channels 110 and to the channels 100 are
directed to the unified interface 120.

[0023] The unified interface 120 can receive a variety of
information (transaction details) for any given customer
transaction occurring from the channels. The transaction
details can include, by way of example only, customer
identifying information (loyalty number, registered email,
registered phone number, address, name, etc.), session iden-
tifier for the transaction initiated by the consumer over one
of the channels 110, device identifier for the device being
used or being used on behalf of the consumer, device
location, enterprise identifier associated with the device,
enterprise identifier associated with the transaction, state of
the transaction (start, product selection, payment, receipt,
etc.), security level associated with the transaction and/or
consumer, and/or perhaps, other configured data.

[0024] The transaction details permit the unified interface
120 to perform a variety of actions. (It is noted that multiple
sub-transactions can be required during a single transaction
for a consumer by the unified interface 120.) There may also
be multiple interactions back and forth between an Appli-
cation Programming Interface (API) that permits communi-
cations to be delivered and processed between an interface
operating on a channel device used by or used on behalf of
the consumer and the unified interface 120.

[0025] For example, at a start of a transaction, the trans-
action details are redirected to the unified interface 120. The
customer identifying information is extracted to access the
loyalty system 160 and acquire a then-existing profile for the
consumer. Policy conditions can be serviced from the con-
sumer’s loyalty profile and/or policies tied to an identity of
the channel device being used, an identity of an enterprise
tied to the interface being used for the transaction (e.g.,
travel, food, etc.), policies tied to the physical location of the
channel device, policy conditions tied to a time of day, day
of the week, and/or the calendar day, policy conditions tied
to licensing agreements with the vendors/suppliers, and
others. The policy conditions are dynamically evaluated to
select an appropriate system 125-175 and actions to perform
against those selected systems 125-175, such as, by way of
example only, delivering a targeted and relevant (context
and/or location relevant) advertisement (available from the
marketing system 130) from a selected vendor with a
vendor-permitted offer during the transaction being per-
formed by the consumer at the channel device, the format of
the presented advertisement customizable by the selected
vendor, via the vendor/supplier interface 180.

[0026] Assuming, the consumer clicks or accepts the
advertisement from the channel device, the unified interface
120 can reserve the associated product or service and/or
cause delivery of the product or service via interactions with
the inventory management system 170 and the distribution
system 175. Payment processing for the good or service is
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initiated via the transaction system 125 and/or the payment
system 140 (can be externally serviced through one or more
transaction/payment gateways). In an embodiment, the
transaction system 125 and the payment system 140 are
subsumed into one logical system. Moreover, during the
whole of the transaction, metrics are gathered and housed by
the unified interface 120 via the analytics system (the other
systems assisting in facilitating transaction processing for
the transaction can also record metrics in the analytics
system 150—such as the transaction system 125, the pay-
ment system 140, etc.). It is noted that underlying the
metrics and data relied on by each of the systems 125-175
(to varying degrees) can reside in one or more data ware-
houses (not shown in the FIG. 1).

[0027] The transaction system 125 can include a variety of
internally and externally managed transaction engines that
are integrated and appear to be a single transaction system
125. The transaction system 125 receives selective transac-
tion details from the unified interface 120 for any given
consumer transaction. The components of the transaction
system 125 permit such things as identification of payment
methods (loyalty card, credit card, debit card, coupon dis-
count, gift card, bank account, etc.), computation of total
price for the transaction (tax and/or any discounts applied),
selection of a payment system 140, identification of a
servicing vendor for any goods or services tied to the
transaction, and the like.

[0028] The marketing system 130 can include a variety of
managed sub systems that are managed and integrated as
one logical marketing system 130. Each sub system capable
of being defined via automated (API calls from processing
applications) or manual (vendor/supplier interface 180)
interfaces. Each sub system, via the automated or manual
interface, capable of initiating marketing activity and track-
ing results. Still further, some of the actions associated with
the sub systems can rely on information and services avail-
able in the analytics system 150, the loyalty system 160, and
the inventory management system 170. In some cases, a
specific marketing campaign can be a vendor defined survey
that can be served to the consumer on the channel device or
via a different channel (defined by the vendor using the
automated or manual interfaces).

[0029] In an embodiment, the marketing system 130
includes at least one sub system that directs target adver-
tisements to a consumer during a transaction based on
context of: what the consumer is doing (consumer activity
on the channel device (searches by the consumer, questions
being asked by the consumer of an associate operating the
channel device, etc.), an itinerary known for a consumer
(when the consumer is known to be traveling), and/or a
resolved geographical location for a location of the channel
device being operated by the consumer. So, the context can
be situational based and/or location based. This permits
relevant marketing to the consumer within a context (situ-
ational and/or location) that is most likely to benefit the
consumer and generate a sale by a partnering vendor of the
unified interface 120. For example consider a consumer
having a mobile phone (mobile device 110E) that is known
to be traveling (such as based on an airline check-in) to a
known location (destination of the air travel available from
the airline reservation and flight number of check-in). When
that consumer arrives at a departure gate for his/her flight,
the marketing system 125 can receive an event (raised by
location based devices or specific transactions occurring
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(i.e., the airport staff scanning the consumer’s boarding
pass)), which indicates to the marketing system 125 that the
consumer post security or at the gate ready to board the
aircraft. The marketing system 125, via the unified interface
120, can then push advertisements for purchasing vendor
services and products that are relevant to the consumer’s
flight, destination, or supporting services, such as alcohol or
food purchase, Internet access, movie or entertainment
download, car or rail transportation, accommodations, or
city tour, etc. The consumer then selects a particular good or
service and the unified interface 120 processes it through the
various systems 125-175 (transparent to the consumer on the
mobile device 110E). As a result of the purchase, the unified
interface 120 delivers an electronic receipt of the transaction
via a Quick Response (QR) code or bar code to the interface
of the mobile device 110E. That electronic receipt can be
scanned by the airline staff to confirm payment of the good
or service. It may also be that a link is delivered, which
permits a download of an entertainment selection to the
mobile device 110E (or a code used for Internet access). In
some cases, the consumer may need to take no action
because the unified interface 120 transmits the confirmation
of what was purchased to devices that are controlled by the
airline staff or supplier along with a profile data for the
consumer, such that the airline staff or supplier can deliver
the appropriate good or service to the consumer. This is but
one of many possible scenarios where the marketing system
125 is capable of delivering situational and/or location
relevant marketing to the consumer when it would benefit
that consumer and a vendor associated with a good or
service.

[0030] The payment system 140 includes a variety of
externally accessible payment gateways, supporting online
and offline processing. Each payment gateway driven by the
policy conditions discussed above for any given transaction.
In some cases, the payment system 140 is activated by the
transaction system 125 for purposes of confirming payment
of a transaction from a consumer. In fact, the transaction
system 125 in handling a transaction can select or identify
for the payment system 140 the payment gateway that is to
be used to complete the payment processing.

[0031] The analytics system 150 has access to the data
warehouses for retrieval of data to perform mining and
reporting. The mining activity may be related to marketing
campaigns initiated by the marketing system 125. Moreover,
the analytics system 150 may access one or more sub, and
perhaps, external analytics systems 150 via API calls pro-
vided and defined by vendors or suppliers via automated
(application processing using API calls to interface) or
manual (vendor/supplier interface 180). This provides a
holistic view of the consumer’s transactions, spending hab-
its, and value.

[0032] The loyalty system 160 can include a variety of sub
loyalty systems defined by the vendors or suppliers via the
automated (API calls from processing applications) or
manual (vendor/supplier interface 180) interfaces. More-
over, in an embodiment, the loyalty system 160 includes a
hierarchy of sub systems that includes a root hierarchy that
ties or links a customer to all loyalty sub systems. Each level
of the hierarchy below the root can represent one or more
groupings of the sub systems. In this way, a profile of a
customer for classes, groups, or industries can be defined.
The level of access to the hierarchy that a subscribing vendor
or supplier has can be dictated by policy conditions as well,
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such as subscription level of the vendor or supplier, and the
like. Each customer loyalty record (can be many at various
levels of the hierarchy as well as varying degrees of feder-
ated records at higher levels of the hierarchy) is associated
with a customer profile (the details of which were previously
discussed above). Moreover, some fields of each record can
link to the analytics system 150 for dynamic calculation or
resolution when a particular profile of a customer is served
for a transaction (such as last activity noted and channel
activity occurred on or a total number of activities for a
particular product or service during a given time period).
[0033] The inventory management system 170 can include
a variety of sub inventory management systems defined by
each of the vendors or suppliers using the vendor/supplier
interface 180. Some of these sub systems may also be
external and accessed via API calls defined by the vendors
or suppliers.

[0034] The distribution system 175 can include a variety
of sub distribution systems defined by each of the vendors or
suppliers using the vendor/supplier interface 180. The dis-
tribution system 175 permits scheduling and/or planning of
needed resources for delivering goods or services to con-
sumers performing transactions via the channels 110.
[0035] The vendor/supplier interface 180 presents an
interface for vendors and suppliers that subscribe to the
architecture for accessing the systems 125-175. In some
cases, the interface is used to provide access and define API
calls that the unified interface 120 is to use to access
vendor/supplier-specific systems 125-175. This provides
integration with what vendors and suppliers are already
using. The interface 180 also permits vendor/supplier-spe-
cific policy conditions, marketing actions, payment options,
and notifications.

[0036] The architecture 100 permits vendors/suppliers to
maintain a consistent experience for the customers that they
service across multiple disparate channels 110, and the
architecture 100 permits delivery of situational and/or loca-
tion relevant targeted advertisements to the consumers over
those channels 110. Transactions can also be monitored and
processed on behalf of the vendors or suppliers. Still further,
any subscribing vendor or supplier to the architecture can
reach customers in channels 110 that they previously may
not have been able to reach and have access in those
channels 110 to customer profiles for taking marketing
actions (including situational and location-based context
marketing actions).

[0037] It is noted that a variety of operating scenarios are
possible and the above-noted unified channel management
examples were presented to illustrate the power of one
technique of the invention and was not intended to limit
other operating scenarios achievable with the techniques
presented herein.

[0038] Some of the above-noted aspects of the invention
and other aspects are now presented and discussed with
reference to the FIGS. 2-4.

[0039] FIG. 2 is a diagram of a method 200 for unified
channel management, according to an example embodiment.
The software module(s) that implements the method 200 is
referred to as a “channel transaction manager.” The channel
transaction manager is implemented as executable instruc-
tions programmed and residing within memory and/or a
non-transitory computer-readable (processor-readable) stor-
age medium and executed by one or more processors of a
device. The processors of the device that executes the
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channel transaction manager are specifically configured and
programmed to process the channel transaction manager.
The channel transaction manager has access to one or more
networks during its processing. The networks can be wired,
wireless, or a combination of wired and wireless.

[0040] In an embodiment, the channel transaction man-
ager is the unified interface 120 of the FIG. 1.

[0041] According to an embodiment, the device that
executes the software module(s) representing the channel
transaction manager is a proxy server. In an embodiment, the
proxy server is a transparent proxy. In an embodiment, the
proxy server is a forward proxy.

[0042] At 210, the channel transaction manager identifies
a transaction occurring over a communication channel (any
of the communication channels 110 from the FIG. 1).

[0043] According to an embodiment, at 211, the channel
transaction manager receives transaction details from a POS
device (POS 110D of the FIG. 1) that a consumer is
accessing during the transaction. The transaction details can
include a variety of information, such as consumer identi-
fying information (loyalty account number, payment card
number, vendor tied to the loyalty account number, regis-
tered email address, registered phone number, name,
address, and the like). It is noted that the transaction details
can include a variety of other useful information, such as one
or more of: POS device identifier, time of day, day of week,
calendar day, vendor identification supply goods or services
relevant to the transaction, pricing information for the goods
or services, available discounts, transaction communication
session identifier, versioning information for the POS inter-
face being accessed by the consumer for the transaction, and
other information. The consumer identifying information
permits the channel transaction manager to locate profiling
data (can also be referred to as a “profile” herein) for the
consumer. As stated above with reference to the discussion
of the FIG. 1, the consumer can have multiple hierarchical
profiles that span vendors and/or channels and each profile
can include data discussed in the FIG. 1.

[0044] Inan embodiment of 211, the trigger from the POS
device (POS 110D) can occur from a beacon device or other
form of transmitter that can initiate the interaction with a
consumer. This can occur through or in cooperation with any
channel 110.

[0045] It is also to be noted that a consumer can remain
anonymous during transaction processing. This can be done
when there is no available consumer identifying information
or where the consumer by prior instructions wishes to
remain anonymous. Moreover, a profile for an anonymous
consumer can still be developed and derived based on
evaluation of policy conditions associated with, perhaps, the
time of day, day of week, calendar day, transaction type,
goods or service purchased, POS device, channel used, and
the like.

[0046] At 220, the channel transaction manager federates
or aggregates a profile for a consumer associated with the
transaction. Again, that consumer may be an “anonymous
consumer” in some embodiments. For example, the loyalty
system 160 of the FIG. 1 is queried using consumer iden-
tifying information (or an anonymous consumer identifier)
to return one or more profiles to be associated with the
consumer (the loyalty system 160 can include a variety of
sub loyalty systems (some of which may be vendor-specific)
as discussed in the FIG. 1).
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[0047] According to an embodiment, at 221, the channel
transaction manager normalizes sub profiles associated with
the consumer for the at least one other channel into an
aggregated profile representing the federated profile. This
can include multiple channels, each of which can be dispa-
rate from the others. By normalizing, it is meant the channel
transaction manager transforms the sub profiles into a proper
processing and evaluation format that the channel transac-
tion manager can generically handle, since some of the sub
profiles may have been derived from disparate sub loyalty
systems.

[0048] In an embodiment, at 222, the channel transaction
manager aggregates multiple profiles associated with the
consumer as the federated profile. Each profile is associated
with a different vendor loyalty account of the consumer. The
processing associated with such an aggregation was dis-
cussed herein and above.

[0049] At 230, the channel transaction manager delivers
an advertisement during the transaction based on evaluation
of the federated profile. In an embodiment, the advertise-
ment is delivered from a marketing system 130 based on a
relevant situational context of the consumer transaction
and/or a location resolved for the consumer during the
transaction (advertisement context and location-based). It is
noted that the selection and delivery of the advertisement
can also be based on other conditions defined outside the
federated profile. These conditions are configurable param-
eters and dynamic in nature and can come for a variety of
sources, such as an enterprise distributing the channel trans-
action manager as a service, a vendor associated with the
POS device being used for the transaction, vendors associ-
ated with available advertisements, channel service provid-
ers, resolved location for the consumer, an itinerary known
for the consumer, and/or other sources. The mechanism for
selection can be configured based on conditions defined for
the sources and at least a portion of the federated profile.
[0050] For example, and an embodiment at 231, the chan-
nel transaction manager determines the advertisement in
response to evaluation of at least one policy condition
associated with one or more of: the federated profile, an
identity of the consumer (can be an anonymous identity in
some situations), an identifier for the channel being used for
the transaction, a physical location of a POS device being
used for the transaction (location-based context), and an
itinerary for the consumer during travel, and conditions
defined in one or more vendor agreements associated with
the advertisement.

[0051] According to an embodiment, at 232, the channel
transaction manager obtains the advertisement from market-
ing system that is at least partially defined by a vendor
associated with the advertisement. For example, a sub
marketing system of the marketing system 130 defined by
the vendor using the vendor/supplier interface 180 of the
FIG. 1. The sub marketing system can be provided in an
automated fashion as well via the interface 180, such as by
defining or supplying schema definitions and API calls used
in accessing and managing the sub marketing system. It is
also noted that the marketing system 180 may provide
generic marketing schemas, operations, and APIs accessible
for the vendor to establish and maintain via the interface
180.

[0052] In an embodiment, at 240, the channel transaction
manager facilitates the processing of the transaction over the
channel being used for the transaction. This can entail
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accessing a variety of systems, such as the transaction
system 125 and/or the payment system 140 (perhaps through
gateways to employ external payment mechanisms), the
marketing system 130 (perhaps to apply a discount or an
offer related to the transaction), the analytics system 150
(perhaps to record metrics, initiate automatic notifications
based on the metrics, initiate reports based on the metrics,
etc.), the loyalty system 160 (perhaps to credit or debit one
or more loyalty accounts of the consumer), the inventory
management system 170 (perhaps to debit inventory, initiate
an inventory replenishment order based on the purchase of
the good or service, and the like), and the distribution system
175 (perhaps to initiate delivery of a good or service for the
transaction, order and/or schedule the good or service, and
the like).

[0053] In an embodiment, at 250, the channel transaction
manager captures metrics for the transaction and the con-
sumer during the transaction. The metrics can be housed via
the analytics system 150 and/or directly or indirectly
through a data warehouse, which may then trigger auto-
mated actions in the analytics system 150. It is also noted
that the metrics can be captured for any entity or resource
associated with the transaction; for example, the supplier of
a good or service relevant to the transaction, a supplier of the
POS device involved in the transaction. The analytics sys-
tem 150 is capable of rolling up metrics for classes of
transactions, industries, customers, or any vendor-defined
roll-up acquired through the interface 180.

[0054] One now appreciates how a vendor can achieve
multi-channel consistency (similar format, similar interface,
similar advertisement and transactional items, etc.) with its
customers to market (situational and location-based context)
and manage its customer relationships through the process-
ing capabilities of the channel transaction manager. This
provides consistency and provides vendors with access to
channel communications that they may never have had
access to in the past because of vendor expense and/or
vendor technology deficiencies and provides an opportunity
to provide the consumer with marketing that is of benefit to
the consumer at a relevant time and place when that mar-
keting is received by the consumer, which makes a sale by
avendor more likely to occur and which satisfies a consumer
and makes that consumer a return and loyal consumer to the
vendor.

[0055] FIG. 3 is a diagram of another method 300 for
unified channel management, according to an example
embodiment. The software module(s) that implements the
method 300 is referred to as a “vendor interface manager.”
The vendor interface manager is implemented as executable
instructions programmed and residing within memory and/
or a non-transitory computer-readable (processor-readable)
storage medium and executed by one or more processors of
a device. The processors of the device that executes the
vendor interface manager are specifically configured and
programmed to process the vendor interface manager. The
vendor interface manager has access to one or more net-
works during its processing. The networks can be wired,
wireless, or a combination of wired and wireless.

[0056] Inan embodiment, vendor interface manager is the
vendor/supplier interface 180 of the FIG. 1.

[0057] The vendor interface manager includes processing
directed to automated actions and semi-automated actions
acquired through a vendor-facing interface.
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[0058] In an embodiment, the vendor interface manager’s
vendor-facing interface is a browser-based interface acces-
sible via a network connection and resides on a server that
processes the vendor interface manager. In an embodiment,
some or all portions of the vendor-facing interface can
process on a POS device as an application that interacts with
other aspects of the vendor interface manager on a server. In
an embodiment, the vendor interface manager includes some
processing available to vendors through automated applica-
tions as API calls.

[0059] At 310, vendor interface manager obtains a first set
of actions to perform on a first channel. Again, the first
channel can be any of the channels 110 depicted in the FIG.
1. In an embodiment, the first set of actions includes a set of
1 action. In an embodiment, the first set of actions includes
a plurality of actions.

[0060] In an embodiment, at 311, the vendor interface
manager automatically interfaces at least some of the first set
of actions to at least one external system associated with a
vendor. This was discussed above with respect to the FIG. 1.
This can be achieved via automated API calls between
systems 125-175 and corresponding external subsystems
related thereto. Input parameters and output data provided
and returned in the API calls can be defined via schema
definitions.

[0061] According to an embodiment, at 312, the vendor
interface manager interacts with a vendor using a Graphical
User Interface (GUI) to define the first actions, such as a
browser-based vendor-facing interface. This provides auto-
mated common access to the vendor from a variety of
platforms and devices having access to the Internet.
[0062] At 320, the vendor interface manager links the first
set of actions to at least one second channel. That is, the
actions are made available for operation on one or more
second and disparate channels from that which was associ-
ated with the first channel. This may entail normalizing the
first set of actions into a generic processing format and then
translating from the generic processing format to format
expected by each of the one or more second and disparate
channels.

[0063] In an embodiment, at 321, the vendor interface
manager provides the linking when the vendor lacks auto-
mated access to the one or more second channels. This is a
situation where the vendor lacks the ability to reach a
consumer on the second channels and uses the vendor
interface manager to achieve channel integration with each
channel that the consumer is detected as using.

[0064] At 330, the vendor interface manager processes the
first set of actions for transactions occurring on the first
channel and each of the second channels. So, for example,
advertisement formats and types of advertisements that a
vendor supplies a consumer over the web 1106 are consis-
tent when that consumer uses digital signage 110G, a
television 110H, a gaming device 110C, etc. for transactions.
[0065] According to an embodiment, at 340, the vendor
interface manager delivers vendor-defined analytics to a
vendor for the transactions. For example, the vendor
accesses a vendor-facing interface associated with the ven-
dor interface manager and provides instructions for gener-
ating notifications and reports based on vendor-defined
analysis operations for the transactions. It is noted that
generic notifications and reports can also be selected by the
vendor via the vendor-facing interface as published through
the analytics system 150.
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[0066] In an embodiment, at 350, the vendor interface
manager services vendor-defined inventory management for
the transactions. So, for example, the vendor uses the
vendor-facing interface to define its inventory data schema,
API operations, and policy conditions. This vendor-supplied
detail can be processed in an automated manner by the
inventory-management system 170 to service inventory for
the vendor. Again, the inventory management can be generi-
cally available and, perhaps, customized to the needs of the
vendor (via vendor-supplied selections through the vendor-
facing interface). That is, the actual inventory management
can remain vendor controlled and accessed through the
vendor-facing interface, can be partially controlled through
the vendor-facing interface, or entirely controlled through
the vendor-facing interface.

[0067] According to an embodiment, at 360, the vendor
interface manager manages a vendor-defined loyalty system
for the transactions. This scenario was discussed herein and
above.

[0068] FIG. 4 is a diagram of a unified channel manage-
ment system 400, according to an example embodiment.
Various components of the unified channel management
system 400 are programmed and reside within memory
and/or a non-transitory computer-readable medium and
execute on one or more processors of one or more devices.
The unified channel management system 400 has access and
can communicate over one or more networks; and the
networks can be wired, wireless, or a combination of wired
and wireless.

[0069] The unified channel management system 400
includes a server 401 having a transaction module 402 and
an vendor interface module 403 programmed within
memory and/or a non-transitory computer-readable storage
media as executable instructions for executing on one or
more processors of the server 401. In an embodiment, the
unified channel management system 400 also includes a
vendor subscription module 403 programmed within
memory and/or a non-transitory computer-readable storage
media as executable instructions for executing on one or
more processors of the server 401. Each of these compo-
nents of the system 400 is now discussed in turn.

[0070] The server 401 includes one or more processors,
memory, storage, and access to multiple networks (wired,
wireless, or a combination of wired and wireless).

[0071] In an environment, the server 401 is multiple
devices logically assembled as cloud processing environ-
ment (cloud).

[0072] The transaction module 402 is operable to execute
as executable instructions, residing in a non-transitory com-
puter-readable storage medium, on the server 401. Further,
the transaction module 402 is operable (configured) to
process or facilitate in the processing of multi-channel
transactions occurring on POS devices. This was discussed
above with reference to the FIGS. 1-3. Additionally, the
transaction module 402 is operable to deliver consistent
vendor-supplied advertisements during the multi-channel
transactions to consumers of vendors. Again, this was dis-
cussed above with reference to the FIGS. 1-3.

[0073] In an embodiment, the transaction module 402 is
the unified interface 120 described above with reference to
the FIG. 1.

[0074] In an embodiment, the transaction module 402 is
the transaction channel manager described above with ref-
erence to the FIG. 2.
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[0075] According to an embodiment, the transaction mod-
ule 402 is further operable (configured) to federate profiles
for consumers across multiple channels. The federated pro-
files evaluated to at least partially determine the vendor-
supplied advertisements (discussed above with reference to
the FIGS. 1-2).

[0076] The vendor interface module 403 is operable to, at
least partially, execute as executable instructions, residing in
a non-transitory computer-readable storage medium, on the
server 401. In an embodiment, at least some of the execut-
able instructions for the vendor interface module 403
execute on a POS device.

[0077] The vendor interface module 403 is further oper-
able to receive vendor-defined actions where at least one of
those actions is relevant to determining the vendor-supplied
advertisements during the multi-channel transactions (dis-
cussed above in the FIGS. 1 and 3).

[0078] In an embodiment, the vendor interface module
403 is the vendor/supplier interface 180 of the FIG. 1.
[0079] In an embodiment, the vendor interface module
403 is the vendor interface manager described above with
reference to the FIG. 3.

[0080] According to an embodiment, the vendor interface
module 403 is further operable to interface at least some of
the vendor-defined actions to external systems associated
with the vendor (discussed above in the FIGS. 1-3).
[0081] In an embodiment, the system 400 also includes a
vendor subscription module 403 that is operable to execute
as executable instructions, residing in a non-transitory com-
puter-readable storage medium, on the server 401. The
vendor subscription module 403 is also operable to manage
subscriptions of vendors having access to the vendor inter-
face module 402. The subscriptions can be of varying
configured levels of access and security depending on con-
ditions and pricing defined in the subscriptions.

[0082] It should be appreciated that where software is
described in a particular form (such as a component or
module) this is merely to aid understanding and is not
intended to limit how software that implements those func-
tions may be architected or structured. For example, mod-
ules 120 and 130 are illustrated as separate modules, but
may be implemented as homogenous code, as individual
components, some, but not all of these modules may be
combined, or the functions may be implemented in software
structured in any other convenient manner.

[0083] Furthermore, although the software modules are
illustrated as executing on one piece of hardware, the
software may be distributed over multiple processors or in
any other convenient manner.

[0084] The above description is illustrative, and not
restrictive. Many other embodiments will be apparent to
those of skill in the art upon reviewing the above descrip-
tion. The scope of embodiments should therefore be deter-
mined with reference to the appended claims, along with the
full scope of equivalents to which such claims are entitled.
[0085] In the foregoing description of the embodiments,
various features are grouped together in a single embodi-
ment for the purpose of streamlining the disclosure. This
method of disclosure is not to be interpreted as reflecting that
the claimed embodiments have more features than are
expressly recited in each claim. Rather, as the following
claims reflect, inventive subject matter lies in less than all
features of a single disclosed embodiment. Thus the follow-
ing claims are hereby incorporated into the Description of
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the Embodiments, with each claim standing on its own as a
separate exemplary embodiment.

1. (canceled)

2. A method, comprising:

redirecting, by a processor, details for a transaction or

actions being performed by a user from a first channel
to a second channel while the transaction or actions
continue to be processed on the first channel;
generating, by the processor, a context associated with the
user and the transaction or actions using the details;
selecting, by the processor, a backend system from a
plurality of backend systems based on the context and
an aggregated profile associated with the user; and

linking, by the processor, the backend system to the first
channel and the user’s transaction or the user’s actions
over the second channel.

3. The method of claim 2, wherein generating further
includes obtaining from the details a location of the user and
an activity that the user is engaged in over the first channel
and generating the context based on the location and the
activity.

4. The method of claim 3, wherein generating further
includes identifying the details as being associated with a
transaction activity of the user who is engaged in the
transaction on the first channel, obtaining a state of the
transaction and transaction details for the transaction, and
generating the context based on the state, the transaction
details, the transaction activity, the location, and the first
channel.

5. The method of claim 3, wherein generating further
includes identifying the details as being associated with a
web-based activity of the user who is performing the actions
over a browser-based interface, obtaining from the details a
website associated with the browser-based interface and
searches performed by the user on the website, and gener-
ating the context based on the website, the searches, the
location, and the first channel.

6. The method of claim 3, wherein generating further
includes identifying the details as being associated with a
call center activity of the user who is performing the actions
over a voice call, obtaining from the details the call center,
and generating the context based on the call center, the
location, and the first channel.

7. The method of claim 2 further comprising, maintaining,
by the processor, metrics associated with a session between
the backend system and the user after the linking.

8. The method of claim 2, wherein redirecting further
includes transparently redirecting the details from the first
channel to the second channel.

9. The method of claim 2, wherein linking further includes
providing a unified interface to the backend system of the
second channel and the user on the first channel to interact
in a session during an activity of the user associated the
transaction or the actions.

10. The method of claim 9, wherein providing further
includes processing an order placed by the user through the
unified interface with the backend system during the session.

11. The method of claim 10, wherein processing further
includes processing a payment made by the user for the
order through the unified interface with the backend system
during the session.

12. The method of claim 10, wherein processing further
includes processing a payment made by the user for the
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order through the unified interface with an external payment
system associated with the backend system during the
session.

13. A method, comprising:

maintaining, by a processor, an aggregated profile for a

user for activities that the user has engaged in over a
plurality of channels;

identifying, by the processor, an activity of the user is

currently engaged in over a first channel;

obtaining, by the processor, activity details for the activ-

ity;

generating, by the processor, a context for the activity

based on the activity details;

selecting, by the processor, a backend system based on the

activity and the activity details; and

linking, by the processor, the backend system from a

second channel associated with the backend system to
the activity and the user on the first channel.

14. The method of claim 13, wherein identifying further
includes identifying the activity as a transaction being
processed on a terminal or on a user device.

15. The method of claim 13, wherein identifying further
includes identifying the activity as a website that the user is
browsing through a browser of a user device.

16. The method of claim 13, wherein identifying further
includes identifying the activity as a game being played by
the user via a gaming device or a user device.

17. The method of claim 13, wherein identifying further
includes identifying the activity as being associated with the
user watching television.
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18. The method of claim 13, wherein identifying further
includes identifying the activity as being associated with the
user engaged with a call center.

19. The method of claim 13, wherein linking further
includes proxying a session between the user on the first
channel and the backend system on the second channel
during the activity of the user on the first channel.

20. A system, comprising:

a first device associated with an activity of the user on a

first channel;

a second device associated with a backend system on a

second channel; and

a server that comprises a processor configured to perform

operations comprising:

identifying the activity of the user on the first device
over the first channel,

generating a context for the activity of the user based on
details associated with the activity on the first chan-
nel;

selecting the backend system from a plurality of back-
end systems based on the context and an aggregated
profile maintained for the user for other activities of
the user over the first channel and third channels; and

proxying a session between the backend system on the
second channel and the user on the first channel
during the activity of the user on the first channel.

21. The system of claim 20, wherein the first device is a
self-service terminal or a point-of-sale terminal and the
activity is a transaction that the user is currently engaged in.
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