., €3e<N6T@ 14 JAN 2004 wo.M .~e rtc~~~ Informatioa processi nz nmet hod,

col I aboration server collaboration systemand storage medi u ANOZ@@:@ an
i nformati on processing programField of the invention S This invention

rel at es tWO #7166 or mati on processi ng ngmmmﬂwum\mmmmhe par t PCTIGRIDNID a
met hod of changing the contents of a d ich a user in one
information termnal refers, by another useneigyr t he ot her information

term nal collaborating with the one information termnal, in |0 accordance
W th ci rcumstances T Background art At the ti me of the appl i cation of
t he presRH9% ' 2kl abs e L L ' : . SO

that a plurgkd l@goﬁigﬂwm Qg bf{Hd ad mbka&%at hifémﬁitﬂﬁk@rome
novenent, or change) for a HTM. page at the sang tine, as I n EuUropean
‘Patent Application No. 0833260A. Figure 13 is a diagram show ng as exanpl e

of the Fiat¢d afhkhe tinventdop| aborati ve operation for a HTM. page is applied to
san | nternet banking system By O using such techni ques, an agent for a

‘bank, g fQr _an ternet' cu consul tati on center, or the |ike
can re rgt gﬂ‘ﬁtnet 3 re%&ees gs a cuf’tfgﬁ%?tmﬁ‘d BISSPEPIPT { "eilstey @Pd more
convenPREHEUIABIY &80t Metdad tefolchahginga the ovesntenty efhas ddowwens, Sto whigeci fi c

br owsea Qéezbaﬁﬁdmenlﬂfoiﬂﬁﬁicfd GeSRBHAL |r@9e1%y SHMunbhed h!s%rr e2SAl Jefar
hi gh-v Lyo nber servi,ces buf e sof twar e i ncor porated PCs or

T
are prétoaqd on tHe arsutstt |onrf"E%ﬁ‘g §b ERS | RO S PTIR GiRRe FoFRinRh: r Riuced,
L0t her e #F¢Irdgpce Wigh stirewmstiapeeser, in the case of dealing with nmany and
unspeci fied persons, such as when a consulting O function is desired to be
added £Q web s&te col I aboration cannot be performed with respect to
cust onere rraﬁnng access under an unsupportable environment. It would be
desirable is to provide a systemthat is capable of freely 5 displaying the

contenis ¢lasidiad Y &hélsﬁépllxaa@.ﬂﬁt |cﬁf Qw&bk%n&erﬁ‘vgﬂh&{" %Qi;l%’ra ion
| nforr‘r@é on terrp1 nal no s eC| soft for col aboration, en

S col | abora hois pe l?egf'm?ﬁc’pc’ “N?2B at)\bt’éo? 605 PENT BIBPIL 333 2
|t \/\DUF%IHBBOWWF a?ﬂ%’attprpr@vala Tovewentst or othaxige) afbnna SyMLE pagd alr

r educeshd ame esifid] Cas NACESSMeln | Aliread! ASIOEAL IR NYL t BB ebRf OTFBLLON
termn 5 lt wou I(g?be demrabletoﬁgr%ldeacollaboratlon sy emvvhere

it becomes os%lal'onl %Nt oFBLF 5 Port36bt WBBR thig| F°3a:h’d’°5ﬁt1"°
i nf or n%&eiréﬁlqnerﬁﬂrnal HMY pagt |35 drpliwdltd Be destrmalt! dahkiny eystén.a By

o col | abasiagi @lcKH Y SdcRHi @i, I &lnY alfdnt NEePEeRdBK, O arf Ny dtlNdS, Ofint NG rernet
platf OéﬂtQ&é)é’Bcons& ta J.orl ncfegtl;eqp,'t I Ontlgeerqucg acl:a.nt geggr OtPoert%teesame page as a

customer and operate it.

However, conventional collaboration tools for a browser are based on a
sf specific browser or based on a specific operating system. For this
xeason, in high-value member services, which distribute software
incorporated PCs or are premised on the assumption that a specific 0S or
browser is introduced, there will be no problem. However, in the case of
dealing with many and unspecified persons, such as when a consulting
0 function is desired to be added to web sites, collaboration cannot be
performed with respect to customers making access under an unsupportable

environment.

It would be desirable is to provide a system that is capable of freely
5 displaying the contents desired by a user in one information terminal on
another information terminal with no special software for collaboration,

when collaboration is performed.
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Di scl osure of the invention |5 If a customer clicks on a "call putton" with"
a browser, an agent who perfornms col |l aboration is assigned. Tﬁefbﬁﬂbé@ﬂﬁﬁn
the custoner side shows a default start up screen and an object to display
t he next e screen on the agent side shows the nunb unment
to which ‘?F\’gﬁgaas%aorrer refers as the next page, and the ageﬁl{a?{ﬁ&@g%%ge
this nunber. :0 If the custoner selects the object to display the next
page, a hypertext nakeup | anguage (HTM.) including that object is generated
based on the docunent nunber changed by the agent) the HTM. being
transmite acbulle e dedStR @ deroviad naaﬁéﬁfcggﬁcéoﬂabgrﬂl%na%?&%[ Ut ne
presentreidgégpt ltﬁg rteg lru(_aéi Sy creovi ded _an i nformation processing ne hc}fg t hat
is executed wi thin a systeminerat n§°h E8H1BrAtHPRoisEr o inSammatied t o
both ate#®t®Afer information terminal and an agent information terminal, the
met hod conprising the steps of: 0 (c) sending a second nessage to display
£2n obj %%twgggt]j% custoner information termnal along with predeterm ned
| nf or mati on 1T om (8 LB ab8r BT Hies r GRALAbPTALigh | Bieaten yherg ihskeaomes ons
t 0 sen@casiebet - pragEontRies £ol Bakoght thins pbetyieny fitssls | afdr ant ijaPoAREiseCcONd
i nf or mMek@ihaANLei ea83f,een of the agent information termnal, the first
i nformation specifying information being presently displayed on a screen of
t he customer 1 ~4 JA N 200 WO 00l 77660 PCTI GB00/ 01333 3 information
t erm ndF ayrklehebsectardrabfeor tat | provigecid yicalabokarivat | Sysded benedi-sp) ayed -
1onext OfnddienaeseerRsof rhdexCunt Oger Juaf | inal, (e).sending) in
t he agggtﬁg&o&mﬁi on t%rﬁi nal, a tdﬁ?rg{lﬁgﬁggiﬁq‘% iorfst%!ﬁct‘nf?fg‘atggn
col | aboration servefPto € ange the second information in response to
receiving input giving instructions to change the second information; (f)
recei Vvbidhlosut® Wet Bngessageidy the coll aboration sewer, the 10 fourth
nessage being generated by operating the object in the custoner
information termnal; and a (g) sending the information, specified by the
5t hird Fessagestamesi wadcks o t e egfantbutnbor nEthoR beéwddidl anf bedad Niho
col | abgsraoiR® &61MMorhPiddEis - OBy, | ion termnal. Preferably,
t he ”eéx{l,%% tupther conprises t%}%ls%?g%s o:‘h:lé E%%ng};]d??\gg%efﬁs&m%s%e from
the cuStonmer Chorirati-8ht t'® MFEED: Bd §n RRISH Fab@imlaynthe mext )pades fir st
messagelegisFrerRp iams tthecageants stide pehicwar mhe Glulbdo ot b O8ocumBdt (£ wBEeEGiHeNg an
agent dusabméd| JedROEaAhEStM tadeNagelSt i jon,termnal. 5~y In
0 accorgﬁnq:gevm&nm%teirlls not heg ag gct %?E%éergpg%égz%%nicr?%gﬁi%ﬁ? f"ﬁ'&%‘i s
provi ded an [ niormation processPmshethdi=pien the Bscrpree. i tipPertextyst em
i ncl udiafgua tguaser dETWR sieoledimprriect etidar et Beferits8OBRsed HhORKRL i ON
term nwkuadtt ARmBELNELAAYEAr BRL LRD Q4T Nale t;ﬁub%é&nfgh%r!z@c 9%@3& lan tor 0
speci fylPgnd dogiMeNt to be displayed next on a screen o T he cust SHEr
information'termnal, the method conprising the steps of:

S In accordance with one aspect of the present invention, there is provided
an information processing method that is executed within a system
including a collaboration server comnected to both a customer information

terminal and an agent information terminal, the method comprising the
steps of:

(c) sending a second message to display an object on the customer
information terminal along with predetermined information from the

collaboration server, the object giving instructions to send a next-page
request; '

[¥1]

(@) displaying first information and second information onto a
screen of the agent information terminal, the first information specifying

information being pregsently displayed on a screen of the customer

.



'(?;1) sending a first nessage to the custoner informatics termﬂa}g;;b&hr\’aiﬁolr

“the first nmessage displays an object giving instructions to sen
next - page request along with predeterm ned i nformation; (b) updating the
i nf or mat V8@ 0BBY&0bY t he col | aboration server in response t®CT/&ERONIIF a
message) giving instructions to change3the 1 ~r JAN 200g WO 001 77660
PCT/ GB00/ 01333 4 information specifying the docunent to be displayed as
next page, fromthe agent information termnal; and (c) sendi ng docunent
corresponding to the updated information in 5 response to the request sent
from t HSLETRAGREr P GtntPdntheesarond information FReciiving hinformatianr taspect
of t he her ésepifayedvmantti on) tid@eeedrs opruhei cistotef Glnfabmitabn Mernffader to be
.connected to both a custonmer information ternminal and an agent infornmation
termnal, the collaboration LO server conprising: (a) a session managenent
tabl e for rra‘fr‘égi"ﬁ@d’r’fﬁ'or’ﬁat‘?‘&namtcF\“Eﬁi‘@'gp*?"e§eﬁm§?§$i dntietnmessagheto
scust omemstnfcrr netd otbilebsiaglonandridie Byetianbal ehebkedndt QhBb AR 1800 in
‘next -p i nf.orymat | aMhLch i i a t . to be displayed next on
The. cuararoe’ 15, kot iG] SPRE) blfRe" fra BOGERE, ok Rt el or!
updat i HGEPFEEAERE - page i nformation in response to receiving a message
giving instructions to change fromthe agent information termnal,
i nformation ; 0_di ed: d (¢ nex{.- page .docunent
gener ati on s(tggt Pgﬁggf@é%ggeﬁelrfg%% g"eaggcl%errebﬁ% t%%r F%slﬁgﬁ%l%ﬁ@“ t BTHE uptat ed
0next - pAGeFiinfinsfase oRei e redisonted Yy SPABAGIngGagber eklisctt iBetite foustpnéme
 cust onenfdnmbeiaRtdeaniher;Manal . 5 In the clains of this specification, the
{ next - page docunent generation section” is a concept including a "HTM
generation section” to be described in an enbodi ment of the present
i nvention. (9] nSeREBE dEbfc SPRPTIREAOR L EPRBIE igdplx tthef thivd prassemtrecriest i ON,
t her e Esonprtbei deenta indbladioat termiays! Bronneldl dolLarbrefilonaborali 09 &g ver
LsCOrr ecL&f o at CHS QEBRidAf ormation term nal and an agent information
termnal, the collaboration systemconprising: 5 (a) the custoner
information termnal for sending a first nessage to the collaboration
ser ver prdfieeably Sithepsaaga Ghstiheg dorpiised kReSekpPs LT or m col | aborati on;
14 JAN 200g WO 001 77660 PCT/ GB00/ 01333 5

_ {(a) sending a first message from the customer information terminal
0 to the collaboration server, the first message giving instructions to

pefform collaboration; and

(b) selecting an agent that collaborates with the customer

information terminal.

In accordance with still another aspect of the present invention, there is
provided an information processing method that is executed within a system
including a collaboration server connected to both a customer information
texminal and an agent information terminal to hold the information for
0 specifying a document to be displayed next on a screen of the customer
information terminal, the method comprising the steps of:

(a) sending a first message to the customer informaticn terminal;
where the first message displays an object giving instructions to send a

5 next-page request along with predetermined information;

(b) updating the information held by the collaboration server in

response to receiving a message, giving instructions to change the



(b). the collaboration server including (bl) a session nanagenent tabl e for
managi ng i nformati on which specifies a session between the cuﬁtlpr(dAN 2004
information term nal and the agent information term nal and next-page

i nformat i oo ydr7eds specifies a docunment to be next displ ayeq,cqycﬁo(? 833
custoner information termnal; (b2) asession management section

updati ng the next-page |nformat| on in response to receiving a second
nmessage fromthe agent information term nal, the second nessage giving
instructions to change information to be next displayed; and (b3) a

next - patrfcdpatiransperEdeing ithn dogutentntd dre gbmelayed ngs aesteCpaEa)t £36m the

corr espohitNgnidmb tionUPSatiggh ,Ngxs - page i nformation in response to a .

next - page request sent fromthe customer infornation termnal; and (c) the
agent information termnal for sending a third nessage to.the coll aboration

server, the (& rabndiéssadmrugenti Nepriregdontthg oS tRe UpsRked 1 inkbandtash- Rage
3 N OF MBldoBned RoAGROLIANGE kel Hid RELeARRCGEQLLIG ReSENL T nVeNt i on,

there is provided a storage nmedium storing an in or mati on proce55| ng
programthat is executed within a systemincluding a coll aboration server
t 0 conrfectagordanet Rith cUsSthonesr iashectTBit Qihet @irgbérd ANEnBloriJ&Here is

0 Or Me0Rader il Balidebolel Tddriby | B ORI Loy SPECELYLNG adocugent to

be next g on .a screen of the customer ionterm na? “"he

pr ogr amé8 ’r'ilgf’ n"ger'“%"‘?]a)ang 7 fgean WoaEmIdeni Revtigeli nehe IReldaberasdent | on
Loser ver segveermimpiisiogst oner information termnal a first nessage to display

an object along with predeterm ned information, the object giving

instructions to send a next-page request; tO (b) a program code for
instructing e ToPFSHGPatTRBRITERY e table u AL MaPRAGitonf SRFRmmashos pediityi ng

the docwrentieso shaedispl dydeas faxtcupagrer halmb-hycide waliabor ahiopnser ver
in respguse tRrdRsEiN NY-AiBSSAge n [uctigns to _change the
Sfirst %f ormati on, foroqugt hergg Eﬁtg |}“r=1 K ?h%%l gxrllh{]er m nal ¥ lc%d s?e(:&?g % pf ogr am
'Scode f 6PYPRAS E%ﬁenﬁlipr}éyidoF‘F’é‘bd’F’a‘f’}eoﬁ“%"é}“\?ﬁr1’}f@r§®q¢d>ndaeaﬂl@9ﬁ-v espondi ng to

the updated information specifying the docunent to be displayed as next

page in res se t ne re se r he customner

i nf ormat | onlﬁ)(?:g’gr(rana %eEQf‘on Mn gﬁNlt 28%%&% Q%%% é‘gg‘!‘%ﬁ/ 6586161*‘3%‘31’%9%

Bri ef Eﬁé PRSP BN fbf r?"r?@“‘ffr a\'ﬁ NERCSFRERY i ePeIsFae wekYinsowintrerdesepisheh by

way of chawgepl éram| yhe wagdntr efrfogmadoh O Helr@i®G O N A&l a¥h NG  h&thi ch:
10 Fi gur egdgpisiy@ablagagk di agram showi ng an enbodi ment of the hardware

configuration of a collaboration server or information termnal of the

present invention; LO Figure 2 is a block diagramof the processing

el enents in(a) praef eextegage eabodieAenigeaérdtdionpr @akbn i RNt §@brathig Figure 3

is a Camhuaéorgégﬂ{rﬁmlfftoatﬁ@%ﬁ&%dnﬁg&gggggtmntfg%etlog %he e%rggfngé réd

enbomlnﬂg 9 o éhesen tlnventkon ure IS a conceptua |agraﬁiof a
documeft " Fan 3 EERTCaLT B FIhE epr"éf%‘?"}eédi’é?ﬁfﬁ‘ﬂﬂfﬂ?nﬁeﬁ?“ﬁ%e pr esent |
S5invention; F)
In the claims of this specification, the "next-page document generation
section" is a concept including a "HIML generation section" to be

described in an embodiment of the present invention.

o In accordance with a further aspect of the present invention, there is
provided a collaboration system including a collaboratior server cornected
to both a customer information terminal and an agent information terminal,

the collaboration system comprising:

5 (a) the customer information terminal for sending a first message to
the collaboration server, the first message giving instructions to perform
collaboration;



Fi‘g"ur'e 5 is a conceptual diagramof a docunent set managenent table in the

»:0 preferred enbodi nent of the present invention; Figure 6 is C I
di agram of an agent managenent table in the preferred enbodi nlait *’3@&92@5&

present iWuehiges: ;S Figure 7 is a flowchart showi ng the ?E‘N@éﬂb@fﬁh

procedure of a coll abor ation systemin the preferred enbodi ment o

present invention; Figure ais a flowhart show ng the operational
procedure of the col | abor at i on systemin the preferred enbodi mrent of the
present invention; O Figure 9 is an inmage. diagramof the screen of a

cust omer inf (B')Waiheortolﬁdh’ﬂrﬂﬁioﬂ rbe&her pi:ﬁfﬁ;ﬂﬁ@l @ﬂigloda WBQIBSQZ? tn%a@étgéﬁnt ]
i nventi [ GuadkOniin r of a.w ndow to be ed.on the
screen%?’g %y SR qgf‘lf’%%%g 9]g’fermpr';’acllf tﬁesﬁfﬁ%’?rh “é‘r?%ocﬁhﬁent
‘of the "p’i“é?‘é#ﬁ %‘i*ﬁPém'F’mﬁ termingl JWCN g@ogamtoo#mcmﬁr/ GBO0/M1333d7

Fi gur e dekti-pagen ihpEgat b Ghash Oépeaiﬂd‘sd@Ldeeur&&tdItépi:élyz%&@rhﬁsbfaﬁar ggn of
ghe cushoner i nforrri_s__gl ontterm nal % H}é preferred enbodi nent of
Present rnvention; “EErguUre TRk, gé 8?3@’r°é‘rn"5f*a%e'9ﬁ%d&ﬁ/:f’cf”’oef°’

di spl aywpdabing hehes cneefénpamfe dmfayeation nflor mesporse cteri neteivingha pseafosdr ed

enbodi m&aka&f fom ﬁh@sﬁﬂnd N¥%:@6ina@ on APEknfindd) ErHed !:éco@xdd'n%g"sgég f&f
expl ai rllnng a Convthl opal col l_aboration 1q techni que. Detailed Dedcri pt| on

|
of the TRVEMTOR A-C HSPHhREr ¢ "8RS EP at-Pobe1 SPa%Et e‘?jﬁpﬁﬁyf% FPOEr 23) fhere
i s showsxha-BAgsck ddrempram sersrirniemn sassdol nefrr of gdreeahimgiwaa e document

acconfi gld:baié.ﬁj&nﬂ:f.nga €0| tBDOLEdHteA SRKY HaghlOidrerReibsedid N b Reesent 4
i nventi 0, The coII poratlf%gus%ver 110 includes a central processing unit

(cpy 73 hPAentraea" SPhk SR ITET EHSF P A POt e Rdin®d ed with a

hard disk .drive 13 serving as an auxiliary storage device through a bus 2.

A fl oppy di S(K) dEhé/th%Qt(ﬂ[fo%wm 26rmidB1a86r 29eddiing@a SRk 28 emdRdly H"};fUCh
on the bus 2 through™a oppy

as an %10{1 sthe |Il%§% % onnect ed

di sk con’t‘:roﬂ er CAPT I ‘o SREr BTy mogsady %Eﬁngc&ﬁf'f’ﬁw“ftét‘miﬁ" dgPdere
15 i ke) . the-nextfpagepyntfirartionr a st orage nmedi um such as an MO, a CD- ROM or

the like) is inserted into the floppy disk drive (or a drive for a storage

medi u uc anI\/D 20. This.flo disk, etc. or the hard
di sk Ijan ?vegioif A 'ﬂ&%l T4f1(’:%1tr¥1 <§i %ﬁpe':tcﬁ 8 ng%ﬁ’é GBUEBriPhe thPR® 1%
cooper af?*ﬁﬁ!edoamﬁt:q’raaﬁ wetiuat £ay stesiegn OSInfardasior endresside profran

conput €katpPr Qgr adRekQteL awithing Qutsy&m PLBSRIM nk nvaenkbﬂihbéﬁﬁlwmkg& .
coaes O

progra i xecut.ed by | oadin codes to th
% hi s cggjn%ﬁet g?d e\tr og?thm ca%s%gef:olr?p?ng%é‘an TPt fed f‘ﬁt%‘}/eé‘tpllﬁ?%ﬂ“\af‘%‘bf
parts 5?1’6“%230??16&?1% tirgsl dnfpimapion fmdispecHying a document to be next

displayed on a screen of the customer information terminal, the program

comprising:

iy \/; (a) a program code for instructing the collaboration server to send
the customer information terminal a first message to display an object
along with predetermined information, the object giving instructions to

send a next-page request;

i0 (b) a program code for instructing the collaboration server to
update the information specifying the document to be displayed as next
page held by the collaboration server in response to receiving a message,
giiring instructions to change the first information, from the agent

information terminal; and

(c) a program code for instructing the collaboration server to send
data corresponding to the updated information specifying the document to
be displayed as next page in response to the next-page request sent from

the customer information terminal.
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gh a parallel port 16 and to connect a nodemthrough a serial po
col | aboration server 110 can be connected to a network through t

serial port 15 and the nodemor , through a comruni cation adapter 18
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easi |

y be understood that the collaboration server 110 is executable

it
it can
by
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i ncl udédiFiguraeienl openas@balainnpuber séRE?, c WREKSaALbONteiRdl ebORePC) a
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al way

oChr Anbeigrk conputer or the like) or a conbination of them
tthese conponents are nerely exanples and all the conponents are

s i ndispensable to the present invention. 20 Particularly) sone
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not
of the

tohar dwerigueenponenas vlescr dhedahcot ahe gisqansad| @ dnent£0old abogttbAgawi t h
“infor
23, and m crophone Z4 necessary for processing a voice, the keyboard
nouse 7, and keyboard-nouse controller 5 for enabling an operator to input

dat a
di spl
19, 2

L QN.dnel 03 N3l Sprés%‘ntt he, L{Ciiog_ controller 21) anplifier 22, spe

(ig@ed | y) iand tbicdptlal?2digfradd oFr QVidlisago i manabektdica chid 4Sahe
ebder RN A &) RO LALLE vk LGl 20€ el UM processing un

may be om € conponents of this collaboration s

5110 can be inplenmented by a conbination of machines having a function
COr r esqignek Ng i £acdhceptipineaiiiagrad YA & 086 GRAN GREhaGehdntaltapi deiApBRar ent
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DB Ghyalbld et DL3 LIcBLel: (TNgLelgre. such changes are to b

ed as being wthin't cope of e présent invention. An infor
nal 130 to be used in the present invention, as with 35 the

col | alragate Gnised wencddilalC dbadifant $€CAll @G uRndTREE adhgduic hadl wale che
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to have the function of transmtting and receiving the request.

mati1on term na a request to acquire infornmation

it carigasd |g/ e andeficiprodlt Rahgidie M fal NBYdn@N nhfdgEmBAt da¥le in the

preferred embodiment of the present invention;

Figure 7 is a flowchart showing the operational procedure of a

collaboration system in the preferred embodiment of the present invention;

Figure 8 is a flowchart showing the operational procedure of the

collaboration system in the preferred embodiment of the present invention;

Figure 9 is an image diagram of the screen of a customer information

terminal in the preferred embodiment of the present invention;

Figure 10 is an image diagram of a window to be displayed on the screen .of
the customer information terminal in the preferred embodiment of the

present invention;
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wo Oun~sso 9 1 ~ JAN 200g PCTI GB00/ 01333 i s execut abl e by means of .an

“information termnal Wth a conmuni cation function, including -g4 %ANiQUU[r

personal conputer (PC)) a workstation,, a notebook PC, a pal nt
various Rpgeggsl appl i ances such as a television set '”Coﬁﬁc.fiiobﬂﬁsil
conputer, a gane machine with a 5 commyni cation function one,
facsimle, a portable telephone) at . PHS, an electronic pocket book or the
| i ke, or a conbination of them Note that these conponents are nerely
exanpl es and all- the conponents are not always indispensable to the present
i nvent iM@urs QiThe a@e.rnagé Ngiag¥ah &8 aWindobNed B8 $idBapla tohetféjl sc204] ki on
serverélo an on t de of the %nfor tion er m, nal are executabl e

by an SE5EBTE i AB %1 uF T AR hd 6 f’/l PSR |ﬁ“‘§?%i'ﬁﬁaf‘d° sifbs as

"W ndowrN!e’QtMl@\"eBbiqn:t rademar k), W ndows 9x (M cr osof t trademark), W ndows

3.X (Mcrosoft trademark), OS/2 (IBMtrademark), Mac OS (Apple tradenark),

55 Li nyx Li s Torvl ds trademark), X-WNDOW system (M T trademark) on Al X

(1 BM t radéh®a )lﬁra‘i‘ HE39§ K agFem °§ al‘é’d‘de‘iett?uPabq’épPJ?Yef CRathec FEFeMSED OS,
such asnpPag®as irfBknatrizde raridnal VBa DO (pvketemedf emtddadenmrde) the phaseht ke,
and furhbesdine bygaa real tine GS, such as OS/ Qpen (I BM trademark), Vx
Wrks (trademark of Wnd R ver Systens, Inc.) or the like, and an OS : 0
incorporated in a network conputer, such as Java OS or the like. Thus, the
OS on fhguxd dé3ofig ha cikbabor &oF oexpbaingng 180 amdreonidrae Sdécleabédrdthen

10l nf or maktigmerver 130 are not to be limted to a specific ,operating .

systemenvironnent. 5, ~ B. System Configuration Figure 2 is a functional
pl pck di agram showi ng the configuration of a collaboration system 100

i ncl udPatpidedoPésdrirttiomeLsere/ @nvestGonn a. preferred enbodi nent of the
present invention. O The collaboration system 100 in the preferred

enbodi gent 01:i the present invention includes a custoner information
term ndr FP5AEe S9BAIFAFYhati on terninal 140, and a col | aboration server

15110. 5 In the preferred enbodi nent of the present invention, a web browser

in the_prefer present invention i's provid
**\eb s earu\L/)ee rcc’ﬁmict ngggegt P BEC P ofieT ViR 328 927 AL bATYe BEGEMENT

131 ispopupriagd QR t BEndARf of MaLLOR t eLMdaly 130, g VG pgnpwéﬁowi]h 1 ¢3p
speci fISLS un| fo rplhr e%ﬁteg ce locator (URL) and transm te a request to a
speci f T ed Web- setve “RED TPORERTACEST A S’OCFWV%%“‘& FRSIREndA0 to

t r ansn¥e t%df t»rihehprersptsbrvantidn.] ghe whildpbarpsion semvéhalscimamndeser eof .

1 - Jdedixa0gro2safig 1680 P@Eﬁeﬁom&ms:qu Thane bl aboial LA feXers 110

sect i ofFYiES, thrayplhl agbwreraat | ansfemm disK Hzive 2 doeudmsines nBglagenand zecti on
119, afdk aNs8ghlfe RRBAGENBRL SLGhI A, 12Ep-RoM or the like) is conmected on’

the bus 2 through a floppy disk controller 19 (an IDE controller 25, a

SCSI controller 27, or the like).

T-T

A floppy disk (or a storage medium such as an MO, a CD-ROM or the like) is
inserted into.the floppy disk drive (or a drive for a storage medium such
as an MO or a CD-ROM) 20. This floppy disk, etc. or the hard disk drive
13 or a ROM 14 can give a command to the CPU or the like in cooperation
with an operating system (0OS) and store the codes of a computer program
for carrying out the present invention, the computer pregram being
executed by loading the codes to the memory 4. The codes of this computer
program can be compressed, or divided into a plurality of parts and-

recorded on a plurality of media.

The collaboration server 110 is further equipped with user's interface
hardware and can have a pointing device (e.g., a mouse, a joy stick, etc.)
7 oxr keyboard 6 for inputting data and a display 12 for presenting visual

data to users. A touch panel can also be used as an input means. It is



The web server 111 receives a hypertext transfer protocol (HTTP) request
transmtted fromthe web browser 131 and acquires informati ongcgrgéwmﬁng
to the request, the information being sent back in HTTP 10 respon o]
t he web bwaovazm766b31. The request anal yzi ng section 113 noniPOIvGBGolee33T TP
request arriving at the web server 11lsand checks whether or not the HTTP
request is a request in a predetermned format. The sessi on nanagenent
section 115 nanages the session between an agent 15 and a custoner and al so
controls a docunent to be supplied to a custoner. Figure 3 is a conceptual
di agr anpd#o apsesidientenARfesEne tRxiihter3 throwgh & [rarsddel ononmnidgermht to

? ﬁCt i 0N cddfedBrBAGEEam itﬂr&%l% ag ?Lﬁdlegﬁm@d} W@ﬁsd%gséi%rﬁggéﬁnéeﬂv?¥eﬂid on.
e session _managenent, tabl e in_t referr enodi t of the
pr esent c?’r‘n??nﬁ%%‘i §Hb%%iac§FF“§°rg‘ ﬁgﬁ%{‘ gc Q5¢ ’é‘agln8°ﬁ6| S ﬁnﬁ?ggmﬂdgﬂ Fbout
sessi onthpouwh] ageprmypicatdan j adapter (HydRtharmes 1§ andokers tringr cafd) 3 05) thend
§nfor mag i, 3R0bkae®Ofd cRimificatdiwiRhadhotHére coRfRedBl N about the session
I D 311, agent 1D 313, customer ID 315, present displayed contents 317,
present displayed contents supplenment 319, 25 next page 321, next page
suppl enkntsp@aBer a?dl retaivas s@ncamalod awdionesiggel. chhreeredsimn 4D 3ddid s
i nfor mEdan-d196r HCehiNighTaR SRATEQL: DO URL hRpGUS LRTRN va{kk an @gelhy; The
agent ID 313 (s information for specifying the 30 agent assigned to the
Sessi one THEILER FonET D S| 58T | FUP ARPEIRTGr TEreaPey i STEm ReMcroPRTRS
1¢orr esp?hditpg digitdie amydnt .infarndtdopr efleymedd enbodi ment poésidle preeseale
invent i &fterdaBaddle GlsHAIAbNNAS ek siedist ered, this customer ID s
assigned. 35 The present displayed contents 317 are information for
speci fying a , docunent displayed presently to a custoner; the present
di spl ayBthsporitte§es sagidveenundhStged thatothut ¢ aboratsivpplsenestt i 119 tilse
inf?rrrfé,iéém_rm%aigrg the ﬁé&fse[fﬁdg_ﬁnﬁl(?ﬁbﬁg@_io&f t(ajhﬁnai e5ath w}/@&ﬁaﬁ@):aya%nl ,t[le
cont en ein resen i spl ayed iis a docunent conprising a plurality
1 bagel e MG YR PR SO RET] 5010 13 F O Ps 317
Wil | hanatebhek pPEse@ prigecpurifer 31%ewry seppphteyrentr Tihe nkde,page 321 is
i Nf Or Meddn@AnfOfonS BECiherd. NJ N8t & OGIAWE BhedeO coRonBBtd HieS RLAYAM J;a?lﬁlgy%‘am?f:
e

t he next,_page suppl enent_ 323 is informqation for suppl enenti ng .

i nf or naﬂlo%ge'l‘f?ggg%erﬂtén?%e i n‘é?’t‘yf)afé‘ tspepsahle ?c‘gﬁt PRTAICo AT AR nunber

of the next docunment. The "continuation" is used when a docunent conprising
2@ Pl Ur addricy cefarpagessdne dbspl eieed nhRawa@dUchSBonete NEXEcNBEE 3Rdr&l SQehas

i nformagion giving i hstructions tq | rformeither interruption or swtching

as a sUppreneit °s6°F h&P 1EPET eitle 'WER 8 5197 VSRR 139 atitst rstdic

docunerfengaerliny fhe WPILEIRR i28n 6Peaket(02Vo@mdenicrophpre singregepsanyaliory of

gagels (;ﬁ?%):ss;%%eﬂ +dike Su:{l‘%ekefﬂoaerGG ,SQ?%E@?L Pt | QE&%@:@de@é‘é)_ :@ﬁt%&rblga?ent

i spl ayed, contents" an e nunber .0 e _docune ei ng di spl ayed hecones

"next " .SeAfsora S t?%%lngrreaﬁt PERYSFnari SAPYEh REA |81nrg° C\%}"C ha‘bcggrg“et ocpﬁg et GF ned
25 s hel proyidigwe Yigwad idater Fupt ivneri ndispday Hdl ¥REM 2ha/GA $pl apd ovamious :

docUunenitoreé et Sin gracddsilhg hinfiys Ofo, PRSI Snd A Amd N iR! bkMde@ns of a plurality -

of levels are desired to be supported, the addition of a necessary field

can neet such a case. Note that when a customer clicks on a "next" button

t o pr od&ss cpheenepgr et thas" aeldaboration pervdreat®ccaresl dabhementedt bnuat i on”

20 speGombERdtion o thathiheal RGNk I AMOEL RSB Rpbii Rl HOt N Ehbhsodahesent
30l S exchanged for the next).  The retur Screen 325 i S | n@r)r.mattgon E.oa
speci fyIng 1 hfOFHati ot & be di SpPavad oh “TRE BFOWEL et h B81° &3€08t oner
af ter GBerefaneat Feal Ivhgnesadede to ke Tiegardrdmsnbeinmatjshimt threctdopn 49
consi stheOpreasedGiareRtiok@Nagenent i 4 table 330 (Figure 4) for registering
al |l docunents and a docunent set managenent table 35G (Figure 5) for
" managi ng a docunent conprising a plurality of pages. The docunent
manage@Bnint eiyapi 3B Fepningde d 3 8ot ienused 33 the quesent sirvepk vt iagn w363
3s(Whi cheap ageidbods@onl QEraf! 6Ghl, 0BY) be executed by means of the hardware

configuration shown in Figure 1. That is, all that is required to the

4

information terminal 130 is to input a request to acquire information and
to have the function of transmitting and receiving the request.

Therefore, it can easily be understood that the information terminal 130



t 0 'docunent type 335 (a single page, a plurality of pages, temporary), the
- nunber of pages 337 (case of the plural), docunent archiving pld,cgj@ﬁpgoozf
(path nane), session ID 341,. and agent script 343. |If necessaly, It i
al so possw@I0e71660 hol d an archiving place for an agent scriPCT/GBOSRIPBdr a
docunent explainer) (not shown). ~5 WAen a docunent previously prepared is
insufficient, the dynam c docunent generation section 145 generates a new
docunent by neans, such as neans for capturing .a screen by executing an
application program neans for displaying the existing docunent, adding
. expl aRét ESRGUtAREE cRiptIRanAgOf opn  infermatign) GeEMiAR 00V ER 660 cPOMIERA0LOL 333
'12b|t he fhh&ieionannéREGiag €&S nbAga1n qwrdawrmmnphﬂslsﬁ hepelqcl Hremr){hg%aag&[re,d g
tabl e. C nt t enpaor ar,i regi.sters the new documnent
-as a tglb%%%y 6 u'?lrren%tg DR ?%Jcrt %girrgﬁ%ss "Bobitnanl "apniiznoan  ShRR A8y 2
t enpor &RySBFeOhe Aetc aAREEPAFAHINdy e® OfFMPUber.a FpedidMEc madidingn. witHher
5ploc:mgabmﬁmﬁagamntm§cmbg, %Qeg&?hohbg ﬂ&gusﬁﬁm%]lesﬁa ﬁ&m@aﬂmldépm{né, 350
“inclu onte ich i.s us 0 in et her._an. agept di spl ays a
docu‘ms%lflg’a{Jal %aﬁfe;scﬁ% gg’iﬁs Pate pgbé)r %e(fhéd'ié]g?o'l %5eaf%°r eac 1°|5’a8g B a8%thent .
The do&bMerfhesetcampopenrsl pye gearet vtexdmples padastlinghs eompreants la@eceatt ai n
speci f atwyanibtdispynda®1eXft Bhél@lesdt ikeedcdbhe holds the script for the
expl anation as agent scripts 359, 343. The agent nanagenent section 123
manages the status of an agent and assigns an agent to a custoner. Figure 6
10j s a cHerecpeniingi aygtem 6PS)ann| Sheagddr afamheerridpbordiiioni setves 1m0 entd on.
The ageft tRENAGRMYE HRTE nddAmatibatl UEmiARl €%beBsk ORxadtablbe vgONeYss of

this agent or del d .means of the agent .0 nager information term nal
135 pPSerPlnd’ 8 BhE Tl TBRISy Cost HEnRHE L BBt o, HSre )
| 0g- i n(MipTPEPLt37yrademarktiddi Wirdaws ©nf dMABrd=od t metikagenarit) , t albinsicoan He
added, nehasgest, traaghske! i bg/ el @M RYasdRikPN #2d 6F g@;@.fe?r&ammbﬁgls to

e

e Flgure t he; age information tery 40 i s _pr W th a customner
S stat usmgnugpPg;n%egoﬂggslff?g%mrﬁéxt@wggé%‘%f’fycséf‘l“or‘ngﬁec'iriagﬁmi%?, P ARfani c
. documefBMy &R Floh dedhpobikp4S, I ceilpe ehespralyles dot pophSract ey -barkda

. col | abes,atduen §LSALDOS $LIM it@BAEIK) ,THME-BUS! HRIToBbAL UsradeaRhidy SEGHeON 141

is a cprponent i S ing_a.status _on_a.cust ai de) such as a
- docunefr)lltmbe?% f%?é*s%ﬁ"f’ %E%l § of&Ye ”?)en%g " TToREr 8%:';6@ o gI%N)c ﬁg‘ﬁFa’f’B'be
next di*%gicaled(terderarkl ek efind Rivenduntems) The.) nextthesdake f i et ian osect i on
10 143 i sincorpargpedeiti d QletGPACidobit@rd SQHIMRNTalL G dieXxhedi SR AYOphdsd @

custo . ~dN nam £ decynent neration sectj 145 is _a cqonponent for
dynam% P)E/- %‘e(r;i}e{? ati r?gog e GRERTCT S h3 s(’]'glrs"ﬁfay]gdc?l atné g st S?fgg.“?'ﬁé‘_escri pt
di spl APLSERIGIGH F2TVers BOcEFpomeht teobe dilipltedi e an epeslifhat PpAratingpt to
a custsyeem dnvifuimedt) equest to assign an agent is transmtted fromthe

col | aboration server 110, the collaboration response section 149 displays a
response button on the screen of an agent information termnal so that an

5 agent TanSYsteR CPRENTYRRE4on

Figure 2 is a functional block diagram showing the configuration of a
collaboration system 100 including a collaboration server 110 in a

preferred embodiment of the present invention.

0
The collaboration system 100 in the preferred embodiment of the present
invention includes a customer information terminal 130, an agent
information terminal 140, and a collaboration server 110.

s In the preferred embodiment of the present invention, a web browser 131 is

mounted on the information terminal 130. The web browser 131 specifies a
uniform resource locator (URL) and transmits a request to a specified web
sexrver. The web browser 131 also receives a response transmitted from the

web server 111 and displays it on the screen thereof.



WO 001 77660 PCT/ GB00101333 13 respond to the request, and inforns the
col | aboration server 110 side that the button has been pushed

functional block shown in Figure 2 has been described, these g?\h\gAeNm]r
bl ocks angolypega! bl ocks and do not nean that each block ig.

each discret e’g‘Lar dware or software. Thg,functional blocks ar reaf‘ﬁgtbl e by
conposite or common hardware and software. Al so, all the functional bl ocks
shown in Figure 2 are not always indi spensabl e conponents for.the present
invention. |0 C Operational Procedure a Figures 7 and 8 are flowcharts
showi ng the operational procedure of the collaboration system 100 in the

preferr e di.nent. of the ent 15 invention the initial state, a
user hag'g anti;ig%gg%jtog tsﬁw%onlg'%péﬁetl?ﬁ %re(,géﬁﬁ%?mbé’&b%ﬁ of o PR r PERRENE
screen $p¥entdsntimproviided wWhtlrityer eeld sehvaxr Nden alir=ahesednalyding bsaiser of

a custongs, metabemhqmmgae&tofsetchfo&q&fsonﬁr prégnterﬁﬁ%e sebfidd'417, a
referr d e@?:g i ment of the present |nvent|on) web browser nal n screen

20 is APEPIeRy SRS IERRAST IR it e 288 B aﬁE’Fret"FPﬂ%e“leﬂtFﬁﬁ&F%n G2y caI | "
button 513 is a button that is used when a custoner calls an agent.

Means Ofthd hieh ‘sedbdr MUl toFe L3, anFdistORE v 2msk I o ”e'
700 (in aggures 0) icﬁsp di spl ayed., aIf custo?rernsce%cré%rtg?}éla &T@Ou}blﬁgon 721
at the CIEFBAEY®S niiF Mat 068 ||’i’5fit B‘é?féﬁermd'“t h@"ggeAETHEREge ABERrmasEen on
121 i s sexnespending tthe theb reawessy, thé dnotieeive(besig ademky Zabg S CHIPN

1313, anele@'i,aggnfmt of RS badkkeIe ati | s are
perforrred 30 };8 éﬁg% is a 3| a ram@g]ovx,i')fr;]ﬂ12 gfﬁ%%onpkgg%ﬁ% gp%tég o!r"rf\é):{r1

i nf or AL O Cent T FINSSE et ereedte i HEht e hd 1pr é8éntchecks

i nventi mthweorcagt dther HTTH G'leqveﬁatomsmtrleyumléh d Hredatdriengd ebendted v

enbodi nent of the present invention has entries 701, 703, 705 for inputting

a nane) X! 35 tel ephone nunber) and one's position information. The

i nf or mat i o S SFHBUMARAIRIE Bt ier F‘ﬁ‘?“tﬁeﬁattPSns%‘FﬁW pafeen7@p) agents aved
15n Cookdns pf cpstomeidnd)@flsoncoiRtols apdetwekntAso abe HuppEied tb0s ddEEBm&ET OF

POST command, the information is also sent to, the agent managenent 1~

JA N ZCp~r WO 0:9/77660 PCT/ 5802/01333 14 sectjion 121 via the web server 111

and t he PeFuest alal SRR Eac L awra™ ST fhERS3iGEn PARRISEREtRbLES 330 cllassf ul )

t hese [ihecesssirni pinggamentoseation 1afgwnhyes, ds phe iprefetradesmagament ajei ve

to t he unel badsenat EQFenft €8P ONSheS geddieq Jné%geﬁ\e:lnp l;agg.e P§&S qL' NSJPQQQHE%M of
24 he pr isg&u;erggené ion, ;he kniovrmatl on, | n ut this custo

| nf or mat 1 ORI RpUt- panef=THoc 1R RRI 1n f%(ﬂ?lléy Frifygapic tgblmeadraeidst ry
unneces@ipymgtion heb‘mFstWF-Om NERr pk | ol | semstiopaneselZ0(ageite moagent Sanar €

al | busysesstCuss 08RS) Cangeliadotllei680ueste Lond bt her CUSLQUE(, } nforgmtion
i nput g.?gm%o;tlhgbgj orehrrentl oned enbodi nent, the information, “i nput wWith
S

this cUStomEr Thf armat i BIF i FEFEChaRdl b0, 29 ts AP iPn CHBKETOFD S,
assunpPrefenthdisplayedr oantents (AYJor bresent pdisrdapet] dCookite, sipplemdst 10,
22nhanCeegtiSbRFE! 351) eagkd Ngsse gl ehéntd| §E§”5§P&eré§ufn°rs&%%£y'3%9 Quf the
presen;nahaogr\g%ntl on. By omtting saving the information input e custoner -
i nformatl i'nput panel) it is also possible to support the brovvser, whi ch
does not support a script or Cookie, as an object of collaboration. :0 If

this "@ beidion Bl 313 B%Sfl@&or&dﬁgpfgﬁs%égﬁﬂﬁng ansgkbisgd Jf“??%%‘ﬁaweb

br owser, o] col | aboration seryer

showi ng %‘ﬁoh [L)ra()%g ar& 6‘% "t he ¢ 3FFAhd at”?‘%n" s FRECTRALCT S6Bi SRS fBesage.
30hen t RS0l 3sABOReR | oh ther \Ressil rtheeiqresonde HY TRLATESS dgfotmttdpn4@ay, t he

server spedi¥lyiftet ehdT Aatombet BeFredboifihg! ted SHd GEHES! 1n the preferred

embodiment of the present invention, when the customer has been

registered, this customer ID is assigned.

35 The present displayed contents 317 are information for specifying a
document displayed preaentiy to a customer; the present displayed contents
supplement 319 are information for supplementing the information. In the
preferred embodiment of the present invention, when the contents 317 being

presently displayed is a document comprising a plurality of pages, the



.5 froma customer al ready in collaboration with the server (step 403). |
“More specifically, the request analyzing section 113 nonitors ,a ﬂTP
nmessage reaching the web server 111 and di scrim nates message§ lb )NN:tZﬂﬂlf

or not tRhpoligAtkeessage includes a session nane in a predetgEmgpdmsar mat .
O In the preferred enbodi mrent of the pyesent invention, a server nane, a

path nane, and a session ID are enbedded in the HTTP nessage during

coll aboration. In the first tinme message, both a special path name not
existing in the collaboration server 110 and a session ID of a speci al

val ue iamil:iteaté_rug.v_t kel iHask Eﬁdﬂ@r&é&tﬂlﬂﬁgddﬁﬁnﬂest @f)g 435 s8p nkhe §gssion
portio e TP.rg | s neither a normal session 1D nor a session
D i ndirlzzééétg i .%ag{ehesﬁrr g"ef ? 19%%%&%%021 rgrggréiapén s s eMfiCUBSRk £6 thfe It
server $ePlg¥ad Fosg7Fustomen; fhennegpnpage GOPTIS60: FSH GB0GANL3RBibs #Men
Cust OMedupphémintahy OrthieS idEbiacaBRAJedThe CUAESIRI dD Ak abage DG aCcqi.r ed

Dy searghi cyst rd r Lon ased on the customer nunber or
‘tel epho‘%ghg%r%g%ni ﬁ%ﬁ{eéeﬁ‘f@grﬁggtég% f‘% P A3PE- ST ¢ SARGRERYIon Tt iEs
al so pd$efRbMEeR 0adidoFIMERt| SPERPTIRLNGnai PIUrakitya of mageones idibplawedi da page

or i nf cegBéie) Olhai Aed PygseRnChisy dLr ihh@ﬂat@%tﬁmﬁ%%%r%%i%ng .

based i i rmaiion _onto . an,agent termnal.
sessi o%ggg‘ﬁﬁbeegg#ﬂﬁg%ﬁu enti £f et iﬁﬁgéngeasgsﬁoﬂ‘apbe‘&?”% spuEkmErLPIINCEhe
cust omEAR| BeReTABElY Reompénetn dngthern cdnsabket fdritdetipr cagnbnatisnnbEos. 10

1d n t he deasenthesmprtiBends @l prhaiaty @7 pesONsessection 149 of the agent
information term nal 140 has been integrated into a call center, it is

,po,s'si ble to display an arrival of incomng call through a CTI client

i.nst al FBeR | the Hew§Enet | At r fanumeRt t éptrirmabtedariscanss gromgent s abyplrayed! 15

server cbytentph eaidtinag nliiie rage NEhe SEcHRER theli HH Chi DA 2PLa TG AIE M naxt

manageggn% s%ﬁéié&@xtlz f?§_maattig;ll'l 1 20pl 1 cat iw?‘n lésteg 41). In addition to the

arrival of 1heomng call, 11 s PoSstbie “POCRIPEEF 5P ChsteHERernivMeaLi on
1853ccumufBgtedthy Antqrruphianenin stk middleopfachehiddbplay 6B tahededdmert hand,

\élxl_nenI i tonpriBhg | At QUGAL1eHy | atf)lpagml Iaﬁaeniﬁﬁrggtiiaﬁsa@o azgpﬂ&gﬂp)} e?}_ 0

i spla N ase_ca cust oner n you respond,” to Instruct

an age%?‘%tlge ?ﬁ?atgfe at gf%ﬁ:to btg)%nsd‘ Peg%ed,maﬁaﬁﬂngm °f foPecsrepay | Beldi sssi on

on t he™tes &uFht fage ed Nefie cthatcwhen @eguetomegeelikkpanese "Reikent bulephi €At i on

No. 103864 7ehe Ubtlouehed aa9n&h Paiend APPEidadbd ONe,R928365 2onIGR L HG agent

20MBNAgeRIy sELLLAN f_the collaboration _server 110 acquires a request
to assign ggent S, ?'%%thgc#logﬁmi%f"?% eFA°% 8%t A eIgunti Hadhe iwesepabie 370

and secHrFEARESS of oanthy alt ¥l e afemt TarrET hesresand26hd snessageat ot heor
col | abareat fpimgr ¢spanBeiGeebi v didfrfleat BR AREBlowsa? é&ée%sggnéecuggmﬁgy s,

the coldraborahihpl, SRS CsfGt | ON 149 di splays a message to notify the
arrival of a collaboration request and al so shows a response button on the

screen. At this time, by including customer information in the nessage to
2%be t r amenidorededt Omriahemest| lsabold | Db SENkeEt 350410 WBckdificC Hdndhatdli on
“r-espoq._gglge 4 Olg; e S information can al sQ be di spl ayed al ong
with the co fabgﬁ‘%st%lggngir]eaﬁyes'[te%‘lg?eﬁlﬁgagaeqﬁt CFreRss AP hE HospBTRte %56t t on)

a resJBRREEMET s &P 1e r 3% t MELIUEER | horfari Mmanpetnsots edsmorhon chddribdey o t he

agent plarslgeyeaf m@eki OThe docuhmed\MWad@@@nent table 330 manages document ID

331, contents explanation 333 (which an agent uses for selection),

10 document type 335 (a single page, a plurality of pages, temporary), the
number of pages 337 (case of the plural), deocument archiving place 339
(path name), session ID 341, and agent script 343. If necessary, it is

also possible to hold an archiving place for an agent script (text for a

document explainer) (not shown).

When a document previously prepared is insufficient, the dynamic document
generation section 145 generates a new document by means, such as means
for capturing a screen by executing an application program, means for

displaying the existing document, adding .explanation, and capturing, or



WO 001 77660 PCTI GB00I 01333 16 121 and agent assignnment is established. The:'

agent management section 121 updates the status 375 of the agent‘]ripr@Awr‘Trggplf "

table 370 to in-coll aboration (step 443) and inforns the session nanage
secti on MW@08M7664 agent | D and a custoner |ID. 5 The sessi orPCHHGBPOLIAL
section 115 assigns a session ID and a#kls a new entry to the session
managenent table (step 445). In the present displayed contents 317, the
docunent nunber of a default docunent indicating that collaboration has
been started is put‘;F and in the "next" 10 page 32|, the docunent with the
hi ghest®™fr &iftfenafd ipod steyss thatney [Fdocumenss ayithe Apgpment Imanagementohakdet ual
gi agr armhef dacwreoti MmENtagetede tadbie| Bautbraniy ¢usidteRs &iéilexew?é‘&ﬁéﬁ@faisn a
ocune ' . t. retu scre cap, set .the URL of HITM
bei ng g%g'ép‘lg%"lé’zdgcn""{gﬁé g%ér)gﬂe%egﬁr /;hac?utsat sclesion ") 420FRSt ks Ba FERPTTY] S
per f or FEEUNYE §aB BedeLERIAYRd PRIML in 15 spRedficheessdeni on nanagenent section
5115 adds a new entry to the session managenent table, information about the
entry et 58ASITLE S0, ongr tus display section 141 of agent
i nf or rrah?fo,grll fer mI:naI s{n%fo@éf%?% gﬁéu?‘%‘i‘&‘%%@ﬁg‘“%&r‘f eafgrrpmf‘%a%ﬁme‘ét p EF
gener afal RFPAR aREeBRer (Whgcht it (reedi §pr dypdging iwbather] apnagérs piafleys ed
enbodi la;erdbcnﬁ?]ztdﬁeatprasemﬁtdzﬁn&aﬂ%id)npaémt Ghn‘dha&ft paeRe trhe Qﬁ@ﬂt phdd 0g#1af i on
termn a e j grated into | and .a .custqQner has input a
t el ephg!r:lce&n%%ﬁﬁe?r%( o !éllr;lgng_ ggét%)srre‘?s ég;goenﬁléaetr? 4 RS iagﬁuﬂtdﬂﬁeiWBr?rati on
Osuch aSezFaifs FRrAdE iR UFATECAEHY 18 euptaimede srutbertabls dds tlegisstartedoin t he
cust onete iexposmRiibAnaddBgent sife9HQ@sd, Hf3.ti me out bound tel ephone call can
be initiated fromPBX to that tel ephone nunber. 0 The docunent with the
default shown in Figure 11 is transmtted to a custoner side via a web
server TPq n39¢R: "HHERECMAN tRAFESPR {131t Mlasaghsf diflet stetusert, anhegeet vend name
of theasulghaben aigene serxesuskblera paidur@aseif of dosdebfiGiVagLiern gF Lot the

s proced in e jhventi is started, and.the correspondin
Sessi oigelgf) a?seggﬁgééﬁaegggispaqgm Y é’r#&ﬁ\‘ffs 5 "%8%%'?%‘5 off*s iéﬁ'eig"ﬁ and
then sHWERELOY: ¢ eoRgent| RRagSMeRt Juble I maneges adgemst ION3Bbr ey-4nl0
V\B.I/ ts dape rTcei vtagst msnek&téﬂ'a'i%dr&ﬁﬁaef £ gﬂ'emtig4%diti9fﬁlﬁ infora e, WO
00/ 77 P I A referred e i ment. o e present
i nven:);i)%n %%ﬁ%géggtﬁé t&hgaégﬁ?ﬁoa"rﬁaﬁeu?ﬁgt g%glre fa% e é?ﬁ%r?‘ét’??ﬂl Wi th
each dthélelehedugh Beans| gBhshe, agsnt cregisteringodelsting r segtionf 1vhef a

10 i nf or nenRgar timfatmalisn tAmiagenizsconfirns the contents of a query and then
instructs a custonmer to 5 push the—*next" button 511. \Wen a custoner
clicks the "next" button 511 on the browser 131, a HITP request, including
i nf or TECFPTABRTE £OsEF T Rankhe R968E hinfampatigndterminalild® L progided
transmithed dusspoméhetbtaonsBspld) setibe 1RUSIHMRexST ARebOrikAtidE section
col | ahggat j0 3 b .1 he [ udi ng_t he server nane, the

s path nare, aﬁﬁ%ﬁl&g é%%‘éggﬁ D, ES;SLL eséen%lé%eggédai ﬁg’t"ﬁ’e 'dn5§¥w BETTSR 511.

° The wéB’sePP8r 31 PLIAPPFAFICH| |Z855PRET oReTdRRr 12P0 r cBhE veustdTdP seapuests 15
(st ep dd6nday Heetimeb 13er yera lddmpdkhy efe @ldpldi@ng efaivaeds HId R rcagegets to
the reguestganabyzi i 113 c tion server |1 Duri ng
col | a%gr at i on?tI t%e# %%g‘g{‘é 2:5;]&5]1—;%2?%%5&5%?{ i gin‘iqq?gé%noéjl fzé:‘sls%""ﬁﬁ dr"éqﬁest ,

t her eSY°YWRT hY RehBEFeiPlaae PE tRe dikeqliestn Agemta cust oner 20
perform ng col |l aboration (step 403) and whether or not it is a "next"

o requeghe ( Shep. 40, : ' Sgi ipcluded in. the HITP
request hasgf; prs?gg%g?cr#ér%gg fi""tgrg%rﬁn a%gft %% %a?’%mﬂﬁar%gi &3 ssﬁgﬁllfté'lin%né not
exi st PRG™ISREL HE R | BB atistayefyde 1a0cuatonehat tThe rdupaede docimertng
s;acti gendrb@idet eeatites bimt ikhea anmingdchcHTER I epnsmS bal Sy agem@sting eQuest .

2

document to be displayed to a customer. The script display section 147 is

a component for displaying an explanation script to a customer.

I

When a request to assign an agent is transmitted from the collaboration
server 110, the collaboration response section 149 displays a response

button on the screen of an agent information terminal so that an agent can

\\
H



V\hen the analyzed HTTP request is a "next" request, the request anal y2|
~section 113 inforns the session management section 115 that t he]"hedAN 2%04
request has come. When the HTTP request is not a "next" request) the
request aWEIZ7éR§ section 113 returns the request back to PCHEBUWOIFr) 30
and | et web server handle the request &s a normal web request (step 406).
Note that it is possible to pass requests other than the HTM. request
t hrough t he sessi on managenent section, but a load will increase and
t herefore data, for caollaboratiqn, wll stared in.a special _path, And the
request BRI FRg™%e Ef’qb‘esﬁlfnga’rfw(%ﬂigﬁf %ﬁ;}&f’?\raﬁéﬁ% %ﬁﬁeﬁéﬁg e thet -5 a
web ser tee dbuphen hascheen wushednportant, for a request to this specific
path, onl y a request froma user (and an agent) ‘perform ng col | aborati on.
‘i's recelr\{ a reg Eit fr%‘EJ a user, other than that can al so be
deni ed. 4 j‘ﬂ B%"g‘ ARE2oo T B00FBIS33 138 PRSP SrssTthrdmaiBgttrent
§ect i onfurkEional ovlmeiisohre hdogmiqallv hloaks and nigx tbtr @epre That NededsS baocls essi on
"identifigatibal kple@Pnd@iderekd ARREETRT £<§i‘1w§@0dlrﬂg%ngtzléngg lpfo%ﬁgngre

invention, .the information in .the sessigon nanagenent tab

cor r espBHIABPTD PheTBEEFBH TD ?W?ﬂdé’ddﬂf'ea TFP%“Péﬁues‘Elﬁ"s atyurheed.
When t hturgggenahn [bocks r edpondi by tRigtite gessicONnoBnageapnt ihatipenddile S
not presGipbones GbkOfndB38a88: inPEhGaLi N that a session has been

di sconnected, is sent to a user. Note that in the preferred enbodi nent of
he present |nvention) while a session is identified by neans of a session
| D, theCseSpexaticaal (Rxrocdéntefied by 10 identifying a user or the like,

jusi ng the existing method such as Cookie, hidden formor the |ike. Wen a
session_is identifjed, the session management section 115 checks the

cont entEHE=He’ diD| DyAKE rfé)&"c’f‘ﬁ“tshé‘h%‘é‘é‘gl 5he nRTAGEIREAL PERACEUTACA S et ep
409) . l¢olisbetrddked sMsgeherlodr ot thdeprefetradcenedingit] ¢S aiy ptesent

1£0Nt eNt SvenCH | NUAL LRA, inidiRl CLEAHL | QNygerd n c
(steps 41?n 41 3, 415 Veﬁrgn l|t i s not ansfroﬂgst ﬁ%r% gér%e&gegge% ﬂgﬁﬁﬁ%e

gener at‘i oft SBEEWT FIBPRSF SSAECE BGsPoRTTed] Efé:haaﬁegl?égéh?‘ﬁ’r igi EpwRPi Ag
" Pl eas anabeerf glisphayaduchi che Hrcorearniagenistopst.epodithe hdhe page Sofehes 20
transm&fsegmézo auwct}tbre&@@r vig the \ﬁ@sé;%xeren&&&melé\be%fw{& %&éo be

next dIS ed are any of "continuation," "interruption,

oo uneiP FETAY = VRE B GPhL AEHEN28 okt | Pl R8P | 9 30 detsoment
20hunber %nd t he nunber of pages to the "HTM." 25 generation section 11'7 and
then instructs the "HTM." generation section 117 to generate a HTM. to be
next displayed. The "HTM." generation section 117 refers to the docunent

managenent section 119 to acquire contents to be next displayed, then
buri es Refeyring” toRiguret 9, corfighbl e bat$dhVE)3 aisdarmusestthat hits wekd seteviea 111

to nﬁk%uﬁtcﬁn%’i:an§§s (st %@eﬁzl) By hﬁ‘eaﬁs’ a!ef&ﬁ@r'vc%&lllﬂut%s&dﬁat hsscr&%t?.gpse

25tback Q. he rovvser of gstorrer ste‘g‘i Thereafter, the "HIM"
fganer at T ¢PP ot paﬂf’ r f80 ¢ e §ag r’r°hah%gde‘ﬁ8ﬁi’ye§ect THna 19%5tOmeF he

end of Cb%@@em Ag. "OHie bakgsen 012 Imah atenenst@er sbfiorvsat ibh5inmfte pandlo 7ohe

docunemhe r@memygeﬁeﬁ iQndid? andiundates Lhe desalisediaPhay athacops ent s
317, present. dlsEf ¥ed cont ents su%gi: enent 319) next-page, contents 321 and

next - pAg& Eipprd 93585 a3 Sﬁsﬁ?ﬁﬂ?&eﬁénfg‘t’ﬁﬁl nd gnefpyrien of
speci f _cedypboratiopr esrgitondpsp|rgrédmednt ent s 317 are updat ed based on the

sghext - page contents 321. Wen the contents of 14 JAN 2004 WO 00l 77660
PGTI GBQO/ 01333 19

10 "is a diagram showing an example of the customer information
entry panel in the preferred embodiment of the present invention. The
customer information entry panel 700 in the preferred embodiment of the
present invention has entries 701, 703, 705 for inputting a name, a

35 telephone number, and one's position information.

The information, input with this customer information entxry panel 700, is
saved in Cookie if the "OK" button 721 is pushed. As a parameter for HTTP

GET or POST command, the information is also sent to the agent management



t he next-page suppl enent 323 are not interruption” and the val ue of the
present displayed contents supplenent 319 is leas than the nunb'lerl}
, of the docunent managenent table 330, the present displayed contents
suppl enrerwO3087468 i ncrenented by 1 and the next-page cont eRCET/GHEIOEBIZ set 5
to "continuation.” Wen the contents @& the next-page suppl enent 323 are
not "interruption” and the value of the present displayed contents
suppl ement 319 is equal to the nunmber of pages of the docunent nmanagenent
table 330, "end" is set to 10 the next-page contents 321. Wen the contents
of the &kiohade ¥ihbenteR ssyyey sn'-"i?ﬂ‘gr"'gﬁpf?%,s“ W ysing (Bechaeprids.
i nt er r Uilienorageat Sessighment Hid/1 'sugesasful,i OthebecCipieted 1 4f Nhloimdtilols drae
agent SEIR cll 2 at | page he .nunbeér of a new
page. TEe agenfrl Elggn%%%geo%re%t %‘ég&c%qo%ui%&%n? 8r€n€et%gq3%%’fa(§r?8? SPERUE”
di spl ay®®sEe?? 342141 within a systemon an agent side of updating of a page
sand t he nunber of a new page so that an agent can recogni ze contents being
di spl ayed LS h ent ement _sectign 121 also refers
to the%goéglr%e' ¢ g%gggr%%ﬂgg%{i gfn 9 pgggg? Ldges i "e’f'het&‘eor" St™HEPe i s a
ZO scrilpPut stigh ghigs) cuptomepeipiqmagionc irpit Hapel s70Rl sést savedniint @ebkie - an
agent hsn'hde (5t ep wedkk) .reExptai ﬂhﬁgcédﬂﬁrﬁijﬁxmﬁ}éecbtﬁe%&mﬁam%ﬁpvﬁﬁﬁtm th
a nmet as_.a t one agent deternines contents to be next
di spl a%gﬁ&l%eoh “ep S%&EQC%% Sggrbuquaﬁgsﬁ%r?mfg G °g‘?£tt&‘§ ESPEEEed ones,
10t is possible to explain a set of docunents in sequence. At this tine,
there iIa fife NR@Hoied JhYErmiaBSE meh@r‘;ﬁmteg &b&ﬁégaxﬁen%a@%{he}@ %ﬂbiaamhic?n of
an age qu iLon.i.s not t expecte e byt the docunment  tor
quest i g{rllei%smg:\%g% ‘Pg’Br e?gésuvﬁi ?Jé'fﬁ e oo %ﬁ%?/vlp&c’)%ﬁ Hr R BpRet 1%d B§
usi ng EREed O ERPRieHEB £l AFshERkioRo phatF khehbromaes, swhrarta squiastingn aad
agent ceitis,eSnabrdePo @ahimi Qﬁasid’iﬁrﬁ‘fféﬁﬂl@fne@s.br omMaar iat d&Qﬁex&'aBQ% and
i nputs np ry.,.doc tq_the .docune managenent secti on by
usi ng flc’i} ng%rgy%%cu?r%%t té‘gneé%%%%, S'n\‘/(ﬁ%trlé)ﬁy it rg@’an%g&s’]ﬁ’gci PREP%s Phext . "
| f a paBePTathen n@pptdbypthsegustomgst dnfamatiomninpysntrapaks r ict $saatsst omer
to pugboésfie;flé. toN@MppSrtFl (s Sorbwiser,a vmienclmeg %9} ;shpw&ht@gsepfgtat Jspna:
proce . Nt r ion termnal 140. | In the display pane
of the%ﬁ%ﬁ%n%%%?%ﬁ%t |S%Pg§£s°g%fllogﬁ 141 shown in Figure 12, an agent
pushes a change button ~ ~ JA N 200g WO 001 77660 PCT/ GB00101333 20 551,

10t he cusf amEe somt uﬁtlzd:'brsplzayiégixtshaﬂ dddrhame864RS S st Ordrif: igﬁ)é&'r@:mndthe
manageggnt 0] thro ent__nmanag nt.sectign 121 an
acquires a ?’g'tu o%ld(l)tgourr‘tryr'lat ls{% ritl %%O%F?s a bseﬁrﬁ'ﬁrdlgggl 3%/%d on® ¥EENSr W rtow |
( st epsEigyshagt sshowing,| fify REPEACYHEe P She ofoldeborrtriens aide t thmtexqsicakeds on
t her eothist hesoigeer whendeld kaslabaheidn Boxwed Li60rdcBStddlGheORSr heR8iJOr M

i nterrpplon,and @eche Gk V] ! Lpns to dynam cal ly generate a

_docunent . - An oapent ecangéee gétrlg\%e}ims%f%cs{ %%Réc%e%? 56x *§i vin§ €Tt i ons

'Sto gentimt @ FHtIOALREMY &Y fraklekampyionwath ddist sexeral(atersdPatt one of a
list of docunents after selecting the check box giving instructions to
per f orgg,lant Jpi | Fugd h : nt n select a document without
sel ect'i ng a%egﬁledg? Eﬂ%bxg{ﬁ v?%%sgsta%%%ﬁ%gﬁs ste%é}oc'enr f 'l(‘)fam TAterfaptt oﬁi_&}PlS
When RATARPE TRIABING itHR P Semusy déeutshdipsriminatersmegeagas (bt abedsn)  the
SesSi o9r manageTentP meesagen indbudepdatsessidif nhié QinTal pedietbonindd@oifit. page
321 ang, t - RAAS p 2 t si;on_nmanagenent table 310 (step

0461). Zorﬁeﬁg an gggn?hgﬁgén?n%t ?{ﬁxgt gﬁ%q%f it R%ntcﬁ?ﬁ‘amac *§eéner at1on &t a
new dRAtHed@recoMtd of FEesalenf t'0d ars erkedfedaninc thec HFERt mgeneyat feringect i on
145) whilghbstaaibs. a BCrHReNfLAn! Wik q¥sBg§eMHEhep 4édialTRArAJAShe SfRrCi fies
an objsGtkeda by Pt UL £dy dj s N i agram w.th applicatio
pr ogr am. or %1@% i?Ee gét epo%%;)(%n %g%src%égngxé‘gp ur esr“ﬁ?oggaﬂ‘npﬁ E8ptiires a
speci f3&He aldcafiagt P ShFits tie taget erbedded Assemt436h- server 110 side. In

s response to this, the docunent managenent section 119 adds the captured

area h o] nt nmanagene tabl.e as_a tenporary, docunent (step
477) . t’&ﬁén%{’%eggg%ﬁﬁerﬁofﬁ%ﬁlag@ne% haebﬁg&%dre&aﬁ%t t e ?% Fard ﬁ%‘%’lﬁbrent)
docuneé®esiqr 3B1ndrsagaessinediD tindichsingeide FDrB3tinei e dETIN epesaBO is0 t he

Sessi GentBAYCH® the SAM bRkl 1{ Slsedp 439) . The session nanagenent section
115 receiving the docunent |ID 331 judges



whet her or not a docunent conprising a plurality of pages is presently
" being displayed (step 481l. \Wen a docunent conprising a pl ural’tinyiéN ?004
pages is presently being displayed) the session managenent sect :
speci f i eswOloe/77600f a docunent generating "interruption" aPaIEBO@I1833page
321 in the session managenent table 31¥ (step 483). Wen a docunent
conprising a plurality of pages is not being displayed, the session
managenent section 115 specifies the ID of a docunent generated as the WO
00/ 77660 21 ~ 4 JA N,200g PCTI GB00101333 next page 321 in the session
nmanagendhe® t GHOMeT 01 tipRoits RAiRG Heandghtent s CPAFA™EE dhstEHer18P abtis
di spl ay aeg@gire@nbdedrehingg fext cultopbayattomhsit ioha Dy e dbdseide Pnd 8K . clistomdr
orhers Wihld: { NG Pr eofBhodd! SRbEP NaR DERD ORREL! DRCLJULN TEl8LENGSH 0 an
exanpl e of applying the invention to I'nternet techni que? such asS a we
br owser Simultapecuslyer 151 ifhalqq Kreesiple | tR eHiSP3AY| dnfomashan qdBrwppt cabl e
50 t 0 Ceudtbietatinbimmysbe NEagdsoBg iﬁf&'&tﬁ&ﬁ&rrﬁ sidaghed By be&:&ﬁﬁa& ﬂaeéeﬁ@l S,
‘because .oV ' ks el i an .10 change_a documnent
o ahi cFoavorl AEbAeSs Tod SIS, T o CTnR0RR AR BRE0DRR] 100K
her ei nb&sBH@aLt he NoFRSERRL | 3PERt RPoAEHPIpIBY| B8 Aniguedystisdankhfidd iy a
capabl esedsiiont exd | 6nala ycwstaneyd Ngpf héhe orfuetdmexdi $pl ayedn® Q@Necdrponemmt i on

termnal, .. ef.J r ' . Lnal When col | aboration is perforned
bet \AeenL%dl%?gﬁ?a |l?yg% Qlil%fﬂ(;!s%%éiﬁ@{ng}?nghal S. 14 JAN 200g 22 Cains: (1)

I1An I nformati on processing nethod that is executed within a system i ncl udi ng
a go| | ab®r ehd Oéhfﬁerﬂhai-e cam&saued?ax@cmg hre’i:pﬁﬂ&é OB&ft ioAf qwaﬁkor&htee&g&x]g}.al (8)
and an nt.Lnformmtio i nal.. sai.d_net hod conpri si the steps_of: (a
sendi ng%gtefl r%’fonrressa'}éréaqf trlg%n]%%si s tBhs raltﬁgo%xr‘r% i%ncatrlgr ATEFTt o Bat
col | abopeasiibhe sepvaisPlayi anf prsivade fagacghivioncaldstibgeusivne (CFIpaifiestm
col | aboimdtagned (1) thpeabénti NPEAMaB IR edrhdhalGO0ldnabaeais aelbs SBY Ua Coist ONer
knf or mag j t i nal 4 . sendi ng second nessage to display an object on

“2ai d cugs%rg’%ér i égﬁrr%aetml(eg‘)ﬁm ergnlenargeéjlstonﬁs%gtnﬁemf R L e Ton,
sai d obfEREeBt A fFCFHE Mgt fHris §13 3ePHcatHEkt (5¥8Fe ¢fPlquestn addition to

the arrival of incoming c¢all, it is possible to display customer
information accumulated by a CTI system, such as a contact history. On
the other hand, when it is not integrated into a call center, it is also
20 possible to display a message, "Please call a customer when you respond, "
to instruct an agent to initiate outbound call manually. For a more
detailed discussion on the case integrated into a call center, see
Japanese Patent Application No. 10-318547, published as GB Patent
Application 9926365.9.
1) |
When the agent management section 121 of the collaboration server 110
acquires a request to assign agents, the section 121 refers to the agent
management table 370 and searches for an available agent and then send the
message to the collaboration response section 149 of the agent.
30
In response to this, the collaboration response section 149 displays a
message to notify the arrival of a cellaboration request and also shows a
response button on the screen. At this time, by including customer
information in the message to be transmitted from the collaboration server
35 110 to the collaboration response section 149, the customer information

can also be displayed along with the collaboration request.

If an agent clicks on the response button, a response is sent from the

collaboration response section 149 back to the agent management section



(d) displaying first i nformatl on and second information onto a scre
said agent information terninal, said first infornation specifyilny jAN 2004-
i nformation being presently displayed on a screen of said customner

i nf or mat womod/emse0 nal and sai d second i nformati on specifyi ngcraisvoesazon to
be next displayed on the screen of saifk custoner information termnal; (e)
sending, in said agent information termnal, a third ~ ~r JA N 200g 23
nmessage to instruct said collaboration server to change said second
information in response to receiving input giving instructions to change

sai d sé@éndnd pientraEesbgnmept) is coiabl faied. N T doeuts man®yement gerriibo M 21

ter m najpaaged Owhbh Geseage Py Saed okl ahgesat | %ﬁ&é%%& $gbik TOdft h g
nmessagg belﬂgP%% eratgsgt by4o erating._ sai d object- sendi ng th| rd

i nf or mat of SR8 VEFPotey §rent %F’i‘ﬂ?s’é%"ge"elsét‘& %‘EF?—'I’“BH? Sacdiog i

i nfor rmﬁl@nasemmlﬁa#r,ldfargmmeer ol | aborati on server to said customer
gnformation termnal. (2) An infornmation processing nethod that is executed
within system i ncl uding a collaboration server connected to both a
customgg ?Wﬁ’ét?‘%‘ﬁ*%@?% nACEARE AR° aBRHENF nROPABRICBN TP eARY RAdS @qjngw

met hod esorpr £si bhe t sessigpsmatagemant Saablilag (atép r sis)Message tur dpsddedy an
obj ect a0sp199bd CentaRS b Or mRL oab&ﬁemn%ms@n%gwthdekgd&term%%gt

information fromsai d collaboration server, said giving rnstructions
to send™RRERT FREE FRLRPSTALIM) ParsBreRifrgrred sis PHForEHﬂt ii8nthe d"next bnd
10i nf or mRadeOrB23nt thean dwmueent oFitdaittheadpdghestnffresBsnyn ihensd Nad ,sevaivdhi & St
i nfor ”Eéfaﬁ’ﬁtSp% ¥én:gl iyaf gr E@ﬁééﬁ'&ﬁf'&‘&g&é&s SO oéu ?RLaé/e%eOng Ssegen of
sai d custoner nation termnal and sald secon Of mat i on sPecrTyi ng
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15.

0 The document with the default shown in Figure 11 is transmitted to a
customer side via a web server. In the "next" button 511 in this defanlt
document, the server name of the collaboration server 110, a path name for
judging whether or not the procedure in the present invention is started,
and the corresponding session ID are embedded as a URL by a "HTML"

5 generation section 117, and then sent to a customer side {step 448). The
collaboration server 110 waits for receiving the next HTTP message (step
449) .
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.AhYLAfP /*?tcgﬁgwaermer handle the request as a normal web request (step 406).
Note that it is possible to pass requests other than the HTML request
through the sesgsion managenient section, but a load will increase and
therefore data for collaboration will be stored in a special path. And
the request analyzing section 113 can convert a path name and send back to
35 a web server. When security is important, for a request to this specific
path, only a request from a user (and an agent) performing collaboration
is received, whereby a request from a user other than that can also be

denied.
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HTML, and requests the web server 111 to make a response (step 421). The
30 web server 111 sends this response back to the browser of a customer (step
423).

Thereafter, the "HTML" generation section 117 informs the session _
management section 115 of the end of processing. The session management
35 section 115 refers to the document management section 119 and updates the
present displayed contents 317, present displayed contents supplement 319,
next-page contents 321, and next-page supplement 323 of the ' session
management table 310. More specifically, the present displayed contents

317 are updated based on the next-page contents 321. When the contents of
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and the value of the present displayed contents supplement 319 is equal to
the number of pages of the document management table 330, "end" is set to

10 the next-page contents 321. When the contents of the next-page supplement

323 is "interruption," the status before interruption is set.

The Y“HTML" generation section 117 next informs the agent management
section 121 of updating of a page and the number of a new page. The agent
15 management section 121 informs the customer status display section 141
within a system on an agent side of updating of a page and the number of a
new page so that an agent can recognize contents being displayed on a
customer side. The agent management section 121 alsoc refers to the
document management section 119 and judges whether or not there is a
20 script (step 429). If there is a script, it is also transmitted to an

agent side (step 431).

Explaining the displayed contents of a browser with a method such as é
telephone, an agent determines contents to be next displayed. When a
25{ ) customer's question is one of the expected omnes, it is possible to explain
a set of documents in sequence. At this time, there is no need to give
instructions to the "next" specifying function of an agent. When the
question is not the expected one but the document for question is
available, switching to a new document can be specified by using the
10 next-specifying function. Furthermore, when a question an agent captures
an application or the screen of a browser at the place and inputs it as a
temporary document to the document management section by using "dynamic
document generation," whereby it can be specified as "next." If a page to

be next displayed is determined, an agent instructs a customer to push the

5 "next."

Figure 8 is a flowchart explaining the operational procedure of the agent
information terminal 140. If, in the display panel of the customer status

display section 141 shown in Figure 12, an agent pushes a change button
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Along with the list of documents and the explanation théreof, the other

window has a check box giving instructions to perform interruption and a
check box giving instructions to dynamically generate a document. An
agent can selectively select the check box giving instructions to generate
10 a document dymamically. The agent can also select one of a list of
documents after selecting the check box giving instructions to perform
interruption. Furthermore, the agent can select a document without

selecting any check box giving instructions to perform interruption.

15 When dynamic generation of a new document is not instructed (step 459),
the session management section 115 updates the information about the next
page 321 and next-page supplement 323 of the session management table 310
(step 461).

20 When an agent gives instructions of the dynamic generation of a new
document, contxol is shifted to the dynamic document generation section
145, which starts a screen capturer pProgram (step 471). The agent
specifies an object to be captured, by displaying a diagram with an
application program or the like (step 473). The screen capturer program
25 captures a specified areé and transmits it to the collaboration server 110
side. In response to this, the document management section 119 adds the
captured area to the document management table 330 as a temporary document
(step 477). When the document management table 330 adds the temporary
document, document ID 331 is assigned, the document ID 331 being delivered

30 to the session management section 115 (step 479).

The session management section 115 receiving the document ID 331 judges
whether or not a document comprising a plurality of pages is presently
peing displayed (step 481). When a document comprising a plurality c:Z
i5 pages is presently being displayed, the session management section 118
specifies the ID of a document generating "interruption" as the next page
321 in the session management table 310 (step 483). When a document
comprising a plurality of pages is not being displayed, the session

management section 115 specifies the ID of a document generated as the
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10 to communication systems using protocols other than internet protocols,
because the invention is a technique enabling an agent to change a

} document to which a customer refers as the next page.

As has been described hereinbefore, the present invention can provide a
L5 system which is capable of intentionally changing the contents displayed
on one information terminal, by another information terminal when

collaboration is performed between a plurality of information terminals.
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Claimg:

(1) An information processing method that is executed within a
gystem including a collaboration server connected to both
a customer information terminal and an agent information
terminal, said method comprising the steps of:

(a) sending a first message from said customer information
terminal to said collaboration server, said first message
giving instructions to perform collaboration;

(b) specifying an agent that collaborates with said
customer information terminal;

(c) sending a second message to display an object on said
customer information terminal along with predetermined
information, said object giving instructions to send a
next-page request;

(d) displaying first information and second information
onto a screen of said agent information terminal, =aid
first information specifying information being presently
displayed on a screen of said customer information
terminal and said second information gpecifying
information to be next displayed on the screen of said
customer information terminal;

(e) sending, in said agent information terminal, a third



10@ 10@ 10@B#10%@& () - 903( 10%@&' () - Mhn pp4q’' rs"<bC !!8!, 10%?NRIV& ﬁ@

3(10% b b& ()1~ | JA 2004

3(10%bxb& ()-10%& ()-S ' 10%& ()-, 10%& () ssstyvvvz[<1C

10b7#10%& () -5 10%& ()-!$ +- . 109 ()23 ! ,10%& ()-

I+!,10% b*b& ()-@, 10%& () - @vavvxPxBygEC 10b! 1l (10%b& ()-o!! .

1l (100/dob&' ()-0! #10%& ()- SZ%A0%& ()-M SZ%.0%b& ()-M 10b 10bBy_z{| ~~%WX6EC
10! {* 03( 10%b& ()-° 1l (10%&R& ()-o! ! P 1l (10% bj b& ()-o!'!' T

11 (109%bnb& P§SBREE" tQ ( 1096EECE) -2a1d 1lcoldwbeeat)icnl Yeervei] <@ change

10! {S' 109 & é&iaF"%@&@lﬁ%/dg?ﬂm&‘) Yn 10Peé$9nse to receiving input

o

! 9?3%#%9@‘ §l‘§5rég ggk%%%‘é %&‘%1‘5%[\'}&{‘?519%@5‘1@0@9&0(1)1 llpéom%tp&n(,)l S 10%&
' () - N3wwvI </ 10%10%)10% @$S, 10%& ()- '!; @S, 10%b& ()- IN@S, 10% & ()-

I & 10%b& () {£) &'rlanélbrl 1,0) E Fé/m </c LR3R IO YR fhat Sorl ed %%CEEO& g)

@g? OW
I PY, (100 oué%h message 3% ald co lgboratlon server, said fourth

message being generated by operating said object; and

(g) sending third information, responsive to said third
message received from said agent information terminal,
from said collaboration gerver to said customer
information terminal.

(2) An information processing method that is executed within a
system including a collaboration server connected to both
a customer information terminal and an agent information
terminal, said method comprising the steps of:

(a) sending a first message to display an object on said
customer information terminal along with predetermined
information from said collaboration server, said object
giving instructions to send a next-page request;

(b) displaying first information and second information
onto a screen of said agent information terminal, said
first information specifying information being presently
displayed on a screen of said customer information
terminal and said second information specifying
information to be next displayed on the screen of said
customer information terminal;

(c) sending, in said agent information terminal, a second
message to instruct said collaboration server to change
said second information in response to receiving input
giving instructions to change said second information;

(d) receiving, in said customer information terminal, a
third message by said collaboration server, gaid third
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(3) An information processing method that is executed within a
system including a collaboration server connected to both
a customer information terminal and an agent information
terminal to hold first information for specifying a
document to be next displayed on a screen of said customer
information terminal, said method comprising the steps of:

(a) sending said customer information terminal a first
message to display an object along with predetermined
information, said object giving instructions to send a
next-page request;

(b) updating said first information held by said
collaboration server in response to receiving a message,
giving instructions to change said first information, from
said agent information terminal; and

(c) sending data corresponding to the updated first
information in response to said request sent from said
customer information terminal.

(4) A collaboration server to be connected to both a customer
information terminal and an agent information terminal,
said collaboration server comprising:

(a) a session management table for managing information
which specifies a session between said customer
information terminal and said agent information terminal
and next-page information which specifies a document to be
next displayed on said customer information terminal;
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instructions to change information to be next displayed;
and

(c) a next-page document generation section for generating
a document corresponding to the updated next -page
information in response to a next-page request sent from
salid customer information terminal.

(5) A collaboration system' including a collaboration server
connected to both a customer information terminal and an
agent information terminal, said collaboration system
comprising:

(a) said customer information terminal for sending a first
message to said collaboration server, said first message
giving instructions to perform collaboration;

(b) said collaboration server including (bl) a session
management table for managing information which specifies
a session between said customer information terminal and
said agent information terminal and next-page information
which specifies a document to be next displayed on said
customer information terminal; (b2) a session management
section for updating said next-page information in
response to receiving a second message from said agent
information terminal, said gecond message giving
instructions to change information to be next displayed;
and (b3) a next-page document generation section for
generating a document corresponding to the updated
next-page information in response to a next-page request
gent from said customer information terminal; and

(c) said agent information terminal for sending a third
message to said collaboration server, said third message
giving instructions to update said next-page information.
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information terminal and an agent information terminal to

hold first information for specifying a document to be
next displayed on a screen of said customer information
terminal, said program comprising:

(a) a program code for instructing said collaboration
server to send said customer information terminal a first
message to display an object along with predetermined
information, said object giving instructions to send a
next-page request;

(b) a program code for instructing said collaboration
server to wupdate said first information held by said
collaboration server in response to receiving a message,
giving instructions to change said first information, from
said agent information terminal; and

(c) a program code for instructing said collaboration
server to send data corresponding to the updated first
information in response to said request sent from said
customer information terminal.



