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Service Field of the Invention The present invention lies in'the Tield of
informati services, and is particularly but 5 not exclusively directed to
~using a cll YHE288r ver systemfor providing help faciliti @TGBOWEBPE of

deskt op software applications. Backgrollmd The recent expl osion in conputer
use and the continuing proliferation of 10 increasingly powerful software
has brought with it its own problenms, particularly in thﬁmmmwmwmﬂmﬁmt ext
wher e ef f ileifenmatéen Servita ware i s of par anount concern. ons
have becone nore powerful, so they have becone nore conpl ex, *wdigsh al | egedl y
intuitive user interfaces being unable to provide the average user with

suf fi ci entFiekf of thetInventionuse a particul ar software package effectively.
The trend.zs towards di,spensing wi th user manual s and providing an on-line
help file Thepragsot HT"[CEVP’éﬁéﬁmt‘ e higldonf| tafpsmayipn servives, ind se pamizakety duand
on-ling helop ekéthéoelf dlredted e £} erdt A0 o4t eaf@l ]y ho guL ckly
address the speci fij2 progd gdm{d\}\?] gkﬁﬁ cegeﬂégﬁ I's Zc;(rﬁ%roiv’e '}ﬁl}ﬂ"d?f 1ies

Qccasi onal‘P&’?erﬁé’ffﬂeﬁ‘@h Varslappligagions: t el ephone i nformation |ine provided
by the software devel oper or provider or by e-nmailing the provider or an
organi sati_on_whi ch supports the particular software package. However, a
user will Baf EE%H'F@/ regul arly use a nunber of different software packages,

and w | | therefone : | stance froma nyngber, of different
provi ders.. The,églgv}éﬁggrergtrl\'?c%ﬁs F{ﬁgﬁ%fqdfhh rcﬁg?ml‘fﬁgpb‘ﬁgg‘iaﬂ% bt her means for
users o onsreasinghispowerfrlsefrwhaor hasstanpgle withoit ats uahprablent)\parRURSly in

Nevert hel ggs ver- described met hods, of seeking help’are tine
consuni ng gnguﬁéess Ségéepterrggg ggfém?ng ugsf)of ﬁ?‘g‘%@"ﬁ 15,0f RITRBOHEERNCETT Abur ces

before fi mapkrstines havedrechine maretposstfat, sprbéy kave b3eore HBEE YoRpldd&idhnvent i on

To obvi at t he presgnt invention provides a nethod of
provi di ngqil%gpﬁgﬁll\ﬁg‘ﬁ%%pg&%g@e > g?f@? upable to provids the A ersge uperawith n response

to a user suidigieasinfogomm i wsg agneviculirngfavapd pickhgd ffRtivelyermhastadt abl e
optio f I o= JUL 200,-2 to the user, .each 0Of said options
rel at :}?ig '([P %w%ljg%? g?sénrﬁw}tgél 6%’6??’0’8‘5@&#%8" “&aé’q?fé'étf"r' ﬁgpifﬂf‘ g?ﬁﬂ?‘i on, said
pl ural i ty abévizspd therproblecisusinngbath wpt inanudloakenint bl FleBld po by e-nail,

an option t informtion oyer voice data |ink and an option to
request in g?ﬁg?‘?g% a’c')l\‘/ieorf?eé‘ 4'e gH “Idgfﬁf,s therspepificipsablem vhish the searpr i si ng

r ecei vi ngistdxpetigming. equest at a common routing node irrespective of the
option sel ected by the user,! routi ng the user request to an infornmation
provi der in accordance with the option selected by the user, and providing

a respons Occwidrully isdy isravailedé froth ACLGHIAB GO Wnbdiord 136 gmvs&ya tﬁ»eéhlﬁct ed by
t he user. >@WAdv nt,ageous! y,..t he user has instant access to a‘coll ection of
5 Velgpar iy

di fferent *Ways <o i RG Vi ol B3h¢-graiits e Paavideror ashergarisatinn suppor t
iRaft i cul ar

nmet hod whiwhichsuppsrthilie pirtifdir o6sdare Eﬂﬂkﬁg@' ARG weerl Qﬁsé}%ﬁﬂlr‘gp

Ci rcunstapecega]dand regui rengaif . Fuir)r&wer nore, the user can be provided with

access to B &ngred fiibeg ob fiffergns spfimaenpachagesi andowilkthereorfetheare €0 packages

suppor t edsdek atdigande§ fosrmat dudhbd 'o? i fil&ent _vm?s.r'?ﬁ@t@%%pg&exﬁ%?xﬂéser request
ternatively, a

can bg prf)vi ded gb-%/ ge;&gr ating an autonstic response.
pluraffty ’ﬁfmﬁbg_ HpE é JBNE £0F Brerforeditainadsistances foreotinple, dbra correct
response fuchlad @bt NeGerteRil, 4l of B0 185 SRLAB £Mhddd S degalfe Step of

routing tﬂel user. request, to an i nfornat
elp are time consuming and the user may have to go through a large number of

sources before finding help for his particular problem.

30 Summary of the Invention

To obviate the above problems, the present invention provides a method of
providing information to a user over a telecommunications link in response to a

user request, comprising providing a plurality of user selectable options for display
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provi der in accordance with the option selected by the user. The user
request can be routed in accordance with predeternmined crit20idL &lkh as
operating conditions, for exanple, information provider availability or
stored information relating to previous requests made by the sanme user. 25
The user can also be provided with an option to request a know edge

dat abase search, and the resulting request can be routed directly to the
know edge dat abase separately fromthe common routing node. Alternatively,
the request toahe leer; easheef saisl opreorsonisting toatdifferenbtrspediivemetbod @Af i gured to

pass the request to.the 30 kng dge. . in [,Liyent i on,
there is furqtteﬂ'éersuﬁg6?/#33@38%&533}%61}19@8? 8‘%{3 t\?‘?‘g&l lﬁéﬁgﬁ{glddn (%)rt%%t {021% q{é}%\révi ce to
a client in jaférhisioh-t5es-watl, aooptigutaidqaast icformatish pgemeaoise Hdora lprkoadddi ng a
plurality of user selectabl e options fox eﬁi%)?lgl a){, ko t he tbllsgr, ﬁach of said
3 0 JUL 20040 @ptins fofeguesHatormgtion oxeid 1 phone linssecisad fithed of
requesting 'M@ﬁ@# gerleivﬁ%ﬁlleg&yfé Lisx aPh cgﬁﬁﬁd}p%dtiﬁﬁld@)@l&a@ﬂeﬂﬁcﬁﬁ bPthet O
request infor o by e-rmail, an option to request information over a

voi ce data |éptiorasedecsatl bpthiearset, gongag st usenfaguasittoon infasmagiopdrepdeni® | i nk,
comon routin ans for, receivi t rrequest S.irr i ye.,of the
option sel ect% H%CT Wét?’LfESIQ,P %é@gftﬁgﬁxgﬁ%B%aﬂ“‘?%%%V?‘h‘%g ﬁggg%g)%lgésyoc'bh%fi gur ed

to route theydeeddtpRebt ncddkdaRéOWITRIthOBp f6OVilEREd b tieceei.dance with the
option selected by the user, and nmeans for providing a response to the user
request in accordance with the option selected by the user. 1o Brief

Descri ptipn Rl i@t A% ERAARERAL Sl bRCIRVEN bPURIL: MW RE
descri bed, by way oF e anple, wth reference to the acconpanying draw ngs,
in which: Figitesidg hep amfoiribtist nad conclofost hize hupperpagthodf whik siutf biomat i on
service web site as 75 yi ewed, usi ng a web browser; Fi %gc{e 2.1S a schematic
di agr am shomh“’rfd”ét’éile?. 19%8?\7%? U StREAT AL OT MY "6 FRYBREFRR: and
Figure 3 is pyseiiaiBat] thefdsome i ROSRMdel vigE i@ 4 $1B8gloRENAEI0IHn Rkmbten
client-server systemof Figure 2. 20 Detail ed Description

for all of the software packages supported by the information provider.

15
The response to the user request can be provided by generating an automatic
response. Alternatively, a plurality of possible responses can be generated for

selection of a cotrect response by the information provider.

20  The method can include the step of routing the user request to an information
provider in accordance with the option selected by the user. The user request can
be routed in accordance with predetermined criteria, such as operating conditions,
for example, information provider availability or stored information relating to
ptevious requests made by the same user.

25
The user can also be provided with an option to request a knowledge database
search, and the resulting request can be routed directly to the knowledge database
separately from the common routing node. Altetnatively, the request can be routed
to the common routing node which is configured to pass the request to the

30  knowledge database.

According to the invention, thete is further provided a server for providing an
information service to a client in a client-server configuration, comprising means for

providing a plurality of user selectable options for display to the user, each of said



Referring to Figure 1, access to an information service according to the
invention is provided, for exanple, through an Internet wel§ gyt 2ig4 The web
site includes text 2 which explains the site and its facilities to a user
accessing the site. The web site 25 al SO_%I:IC| udes a nunber of icons 3-7

whi ch are associated with options available to the user and which are
referred to herein as "voicemagic' 3, "chatmagic' 4, "mailmgic' 5,

“cal | backmagi c' 6 and “searchmagic' 7 options. The user can access these
options by ioeptianaltelpting ¢ 8 deif¢mnt wispértivhenethed of pequgeing inéonmeagioss &3idj con 8,
and subsequently. | oggi ng i.n through t | ogin.d ¢ ti she
wi shes to usE"Sot ﬂgg%té% |1(r:181,u Hlﬁ?ia%gopépoglstgrgﬂ%en%?%ﬁr f)tgas/rg\%\%re d{.‘ %55"‘?30#3{ n
during the r@deghdsaliifoRrmpiQC ook Lvoiddidath digk shdani apiopriocequiseidfermoneer ned
with, for exanmple, obtaining the user!s nane,. address and contact details,

as wel| as pedferielenbens Hiak CoRWMOR roptiednrans daF BFofillitRetne VPRl GuE

sel ectable q %'sgg&?iv@ro‘? tﬁe(gﬂ)l%@?éjedt@d H?rtl?e gt abherbRl @W.commomrolfdngZRéing VO
A /59~62 PCT 1/00397 -4 Referring to Figure 2) a client-server system
accor di ng t oistchefigmednd irontecbaprjusststoansigferarationqispniden o aCfcgrda@%ng*%é,hea

W ndows NTTN server rupni a _nunber of server.applications, in ding a
web server  appLsRseet B A SR aFar s PRRiuRRR PP maaneL R

whi ch suppor fnSckbRlanedwshitBe dptidn v8etted Byeadude@g-in to s the web site via,
for exanple, the Internet 13, using a vveg client such as the M crosoft

I nternet Expl orerTM browser. The server 10 further conprises an intelligent
router 14, whighe ?é%ﬁﬁtiioﬁf(ﬁr H@tﬂﬁgqiﬁ%s and froma plurality of information
provi der agents I'n accorJance Wi th predetermined rules stored in a

dat abase 16, Ewibademeest alp dseingentiar wippdw batdeserilied, by sy of arphple, withSQL
server, as is_well known in lo the,art. The nts 15 are, for exanple,
human oper at SEEeRGC R 25EomPHIINS dawings, mA‘Ej@%ﬁs can al so be conputers
provi di ng automat ed responses to particul ar requests. The router 14 can

al so provide automated responses to, for exanple, e-mail requests, as
descri bed i nFigote! tetmillustsetiomof thedrdmmpageorfaht igfornationsqriice Webgt§tasr out er
14 can b%i | en r&t.%d ab\¥eb orwsee%garrpl e, the Genesys Internet Contact Center
15 sol ution, "fr'ém ﬁeﬁesys el’ecémuni cati ons Laboratories Inc., which

provi des supPigite £ & a scheéataitie tdyagdfm Ishbeinget clizasseveosystan eatordingahahael s.
The server 10 further conprises a know edge database 18 supported by, for
exanpl e, an weendetighdse server application 19. A suitable know edge

dat abase is ia‘&hlw?i&p%eﬁ%%-f(ﬁkd Skl QR s Sutid EeHel QYO BRIVo C@WRtiCat ddieer The
operation of the client-server systemshown in Figure 2 is described in
nmore detail bstawof FQuReferring to Figures 1 to 3, a user 12 logs on to the
web siteﬁé via the log-in function 9 (step sl). He or she then selects one
of the "ffagic' options 3 to' 7 specifying how help is to be provided (step
s2). Cicki npeesil@nDeptiiptiowi | | provide the user with a web page which

di splays an on-line formto be filled in detailing the nature of the user's
probl em and Rafesingite Bigurel cArsnts to GnUARIRREPT SCVEGASE PR tohilegnvesgiogds
exanpl e, in rbf‘vi&@a?@opéxa}rgb@e,l{ﬁﬁfu AGheantd-RG $aSsieal | hacknBaie i90hbanes; 2t he
formincludes questions regarding the time at which the user would |like to
be call ed baehich expldns-the2@@4nMIs(a¢iBISER a BseP@TeEHOg Ho0g07 Theweakeitefi|| s
in the formand.clicks on " Submit, but.ton (step .s3). .whi send:

rel evant 4 nf gﬁﬂé‘f‘il‘b estaon‘f’ﬂgerscgﬁg% S 31'6.“%?1?1}1 P REHT %Vﬁt\él{]ol%tgoen s‘agélzarbg rgﬁagi c'
option 7 is ggl @etedd (Hi@Pared}fericdan Hehen us BiviGniagitidstchitaginverted into
the series of SQL commands which are used to query the know edge database
18 directly (mtpagie)d, ‘qilbsckamgicdf andesestthenagit/i GHLONS- 4 hedsefaltSess( st ep

s6), the use g, {oﬁggﬁ%ghgg § el ferlld ik e dile OB ohOUE Ghgide. (8RR a5

irrespective 0 gtiest . e intelligenmt router 14 therefore
acts as a cosumequenipbgging poilrbugh theoldeinfioon dldveyurthe hequebe widhed telwed des
whi ch of the agents 15.the recilluest is to b% sent c}g gst ep 38)5. For
30  thesetvice, using a user name and password assigned during the registration
ptocedute. The registration procedure is concerned with, for example, obtaining
the uset’s name, address and contact details, as well as payment details such as a

ctedit card number. The user selectable options are explained in more detail below.



exanple, the intelligent router 14 can be set to al ways rguts e-nai |
requests through 1o to one agent 15a, and can be confi gur P B‘w@fsult t he
rul es database 16 to deci de on which agent the request should be sent to.
-For exanmpl@0151562 particul ar user has built up a rel ati oRSHGBORBY one
particular agent, this information caf be stored in the database 16; on
future occasions, this user is preferentially routed to that agent. The
rul es can_be established to route a request to an agent depending on a
vari ety oRefesring rreFiguee?.ardienteervatisysyera gecnrdingaiol thiinviehsion sympesescapaci t y

or infor I ral-at i L arti Gyl ar ski ossessed b artjcul ar
agents. gﬁgk:ggg%ﬁa%lglgén?&%gr ?xs l‘i’&x{“@a)”sﬁié‘l“‘?‘é &Jpnnigs 2 b°k hat agent
{step s9) saner dpplicairan] indkding aMése @ apfRERDN lilnchrht‘i‘caﬁegPrﬁ” ate nmanner.
For exarrpkﬁ, i h&emre uest is for a voice data [ink, i&. the voi cemagi c
option 3, Mifresolt adﬁg’tseé‘@f’sﬂﬂﬁh SUPPeTE dhe web sitp 1( |Atser Adtcamlog-ocwl ) 20
connecti o J or , r tingT tep,s10). If the
user hgs g’eﬁ%}?g&e {"ﬁ’efog)kélat lgitgzl 3%??2%“?’#?%5’55?6!%@@@% an I nternet.
chat sessMisrospit dhteemeaBxpboredbrdvser Thatersantfurtit compHedswaen an agent

and the usery,.(step s11). ,Lf the user has selecfied the ilmpgic 5 option,

t he requeé‘itel}' ﬂtﬁg‘é@r ﬂ\é"hﬁg‘e‘r"“g‘*sﬁfgf‘vag‘?ﬁ‘q H@Cé@% PIPET’EXIQ ' @mtlﬁi;ﬂfguery by
e- mai | i ngptdvideragentt 35 6P acchdance withiRedtS@middd hiled itafe8Sn 2 cﬁ?albk@fés magi ¢ 6
request, an agent 15c will call the user back over a conventional 'tel ephone
link 20 t&9d %&%’s”ée sarxerApphrasion(14; &gy example, ap SQLnseryereasyis arelliknosidint i on t o
t he ahpvetHeaat.UTRs a%etnbﬁlff el B eddmple HurRdS QpQ‘gtoQQIHCLLQF ra?_g h%@b eﬁ&@?”d to

requests aqutomatically, Wi t hout goj.ng through an agen ) or exanpl e,
the route 3&‘?6&‘?‘@@?@@ CamPYLERBPIOVE @§Pmég%’i nespongey fospartifulir requests.| y asked
quest i ONSThEASEEr 14 cdfsd yJo%fdedﬁE&}Qﬁé&ésgoﬁ%‘%B, ﬁl%%mgl{e anf@npl ete match

e

is found, the router 14 responds to th ser autonatically on the basis of
a stored ERISGSH 3 Sesnsibeddn more depatl belognplles funstiprality of theuintelligehe router can
be confi gesiRék 140can B iRpHMERET bY\FoPda10 2 hESnEBRILAMIA s el @
number  of qossi ‘e apswver s @t e}\;;@g_w} whi ch cgggtghe% %%ks"e"g?éw é’{ he
requedi tWluponJem Geneswel desemmunigsyiops Laborsmyriesdac.awbichtprovidesigent wi t h
r espondi Nghdp@ret 08 aUaBEtySof 1RAHES basdd e dndHh a\&lgﬁ jment, an interface 21
exi sts bet\XP/tePgn thél rultgsso dat abases 16 an lt%%%“no g’é'e dat abase 18 to
permt nore sophisticated automatic response facilities based on a search
of the kgl ed9& PALA3FCohbri U ' n icons on the
web page ot her than the ‘(r)ra f‘%elqg‘é’t%?%%dég?éﬁ%éﬁPé;f)‘g’g’é’?ée?%g%‘to ot her web
pages whi emplown@QL tetabasg aemyeeapphisaton 9.0 Annitable kulbolddge iatabesevisc e

provi der (stiehowlidde-PAOD! ther. ive enbodi nent of the

i nventi on, referri%g toDﬁ%ggég%? fr?ﬁeﬂgglg?%]%g?% option 7 is also routed
through the intelligent router 14, which is configured to send all search
requests gL 86dhdod 8f FHENKAR t e rather than.to the agents
15. 1S It 'V\flg.lfr%)eounleeﬂr}sctliicé){c})‘gg’l‘@t‘—ﬁég{t%?tE’gl s@?ﬁ?’o‘&sﬁ@n‘ﬁ?fﬁﬁﬂq egégg}qrﬁed above
are not ndetathbelpwexcl usive, and a person skilled in the art would readily
conbi ne features in different enbodinments to achi eve a desired
configuration. 20 Wile the above exanpl es have been based on the Internet
and aegtesBefeiringroFigarged tot3he usarni@idgomn ts theoweb sité 1 ok the Iégis type of

access, p I | 1y f.qrns yof ;I ntgrnet Prgtpcpl bgsed network and i ndeed
netmrksb%gscégygr(&g?ﬁpf Iﬁglﬁressheo e%?%f%&(?f‘e it T'l’ﬁ?%?/i%émf’ﬁétﬂgcessary
faciliti especifying baarhplpistto begiratitied (rep 32)i Clkaig slpiop@saRilkpldvile 25
Furt her nore, whilﬁ the inventi O‘?‘éaas been .de?cri beg If)‘g relation to a help
centre fa@eMeeyvERR wEbaase yhucr displme anc-Line formte pe filled iydetatlisgahe nat t he
ian or mat i maturkasf\the asatagroblegthndsinfiriation HeRvimt 1OBAY usirfsf 258t {5 hdlat | ons.
For exa

mLe, in the gontext,of Internet shoppjng, it has been found that a
si gni 9 %‘Bf%ﬁa{ﬁ? {7 B¢ Ge En%%?é‘sfﬁ %Fifmagizge ﬁﬂhﬁclﬁnegxc eRuen bt the fonp
di fficul tinelad¥d duits@bnteres RAi3AnRE i ntV R wiRcNERe ﬁietr%vouﬂpﬁkpfé)?é §ilﬂ:ta g an

informati on service to enabl'e themto ask questions in a fornat W th which
such users, who nay be very newto the Internet, feel confortable, can
significantly inprove site usage. 3 0 JUL 2004 dains



"1. A method of providing information to a user over a tel ﬁgp nuRjgat i ons
link in response to a user request, conprising: 5 providi a plurality of
user selectable options for display to the user, each of said options
~relating WOO0/SH6Eferent respective method of requesting PofrweuabGen, said
plurality of options including an opt-iSon to request information by e-mail,
an option to request information over a voice data link and an option to
request information over a tel ephone Iink, the nmethod further conprising:

10 recei v'il‘hgusdneflllssmherﬁmue&xﬁ ahtkao@@mnuf'w&baqstepdg VhicASBfRflehye of the
e user uest to an infornmation

| ect ed. e _use routjn
glrogl/logefef g’ﬁgt' Ac:ré’ha@@n\llj&c’tt ¢ $9TEerNGt gISﬁESéY"é’étdé%!‘ ¢ ‘setrehmegic’ optiah Pr ovi di ng
a responsa selectedstes o4), HRQUAS Lsdrh ragEdt Q%ﬁeeeé\éé faed Hﬁ sfal%é 8Ps§§' ect ed dby 15
the user. 2. A matgl ggaccor ding to,claim1, wherein provi di ng

the respoffEBmARdS Wi ks used Gp queryebebnrogledge database |1ﬁg1nan1)a(stqmsﬂ).| &
response. oﬁ@oﬁthe/‘btlﬂ&td}ﬁ%ﬁgf@{s%l@&cﬁ?st%ﬂy s)”Hx]e Wkr’ gr &LEJtRP‘ng;E%gPr i sing

eneratin luralit possi bl e res es for % nf or mati on
gr ovi der. %&&‘ nﬁé?‘ﬁ&’dy“ag‘é o0 ﬂgeapecte\rean rth@typemflraqhqsg letntdbgddne request

to an i nf @t 140MeRESéi RN 21sLQAYELN ré’c‘!'e%n{;‘o& E&n%}"fxé‘é fo¥ aﬁfsgglg zesqugét? he user

responses facilitate 25 selectl orrec res
r eqﬁest H‘dt ‘g? éﬁ m}hﬁgﬁﬁedsﬁgs b tbm;ﬁqgm ipfo beeenpre (et s&) FHoai ns,

el Ul NGl BB IREIIEGRYSRL: 1AL GOLATNRYA KnReSHRl pLaed crf oria. 30

6. A nethod accordin erein
i ncl ud |‘i?f‘2ﬂerﬁ£Fthsar andyeambe c@fwueqd mmnsvdqdw:xbeshrthcﬁakhym teedecidy 30
JUL 2004 one o rece ai ns,
wher ei n t%lgwggcgrd‘égﬁg? g% e %{ootq *J(;ﬁ%ge?'ﬁ ‘?he‘r’r Framel éF %Ea%‘&’ﬂ g,et’(j’aﬁer i t
real ti mebuikup acisiaviensh athdn@mmxadamgeat, mhlt\!\ﬁfbhnaﬁochaxﬁbd’T&gl‘mnaﬁcor di ng
to any o |nB further ovi.di ng the user
ot an e e £ BRTRE of e SM s e R pr 8RB filekd 50"t dgho.

'P rules can be established to route a request to an agent depending on a variety of

15 other factors including agent availability, system capacity or information relating to
particular skills possessed by particular agents. Once an agent 15 1s allocated, the
request is sent to that agent (step s9) and the agent deals with the request in the
appropriate manner. For example, if the request is for a voice data link, ie. the
voicemagic option 3, then the agent sets up a voice-over-IP (Internet Protocol)

20  connection using, for example, Microsoft NetMeeting™ (step s10). If the user has
selected the chatmagic 4 option, the agent 15 sets up an Internet chat session which
enables real-time text communication between an agent and the user (step s11). If
the user has selected the mailmagic 5 option, the request includes the user’s query
and the agent 15 answers the query by e-mailing the user (step s12). If the user

25 initiates a callbackmagic 6 request, an agent 15¢ will call the user back over a

conventional telephone link 20 to discuss the problem (step s13).

Alternatively or in addition to the above features, the router 14 can also be
configured to respond to requests automatically, without going through an agent 15.
30  For example, the router 14 compares an e-mail request against a list of frequently
asked questions (FAQs) in the rules database 16 (step s14). If a complete match is
found, the router 14 responds to the user automatically on the basis of a stored

answer (step s15). If an incomplete match is found, the router can be configured to



9. A nethod according to claim8, conprising receiving a request for a
know edge dat abase sgarch at a node separate fron1the.cpnn& N&uﬂmhg node.
70 10. A nethod according to claim8, conprising receiving a request for a
~know edge WaOH¥ace search at the common routing node and pouGBagossi d
request to the know edge dat abase. 75-§;. A met hod according to any one of
‘the preceding clainms, conprising receiving user requests via the Internet.
12. A server for providing an infornmation service to a client in a

| i ent - sersnggest amiunther af possible igdiers 's180wWHRARSN koeh B Q6 Fidhgp@ Pl urality
gf | 52ersse7ug§:t bl engmt i olr)l for dj ;p%(é?t og{)he user, each _o? sal (lfll_opt i ons
rel ating trngéesgm ?’é?geﬁ‘f 't B steRod) oP 2riErhe pgang Wit tespendiog, sai d

plurality wfthepsdraneqiest| Lt AgtRR eRBbERREN Cun' iGELESE Flﬁ E&?&%ﬂgg&op i g;]”?iol ,

ti to request informatiopn over a voice data a
?gqagslt Oinrﬁ“%ls r‘flﬁ&gﬁf’f Kand ‘é’g?‘épﬁf Sﬁéf“lab?fk ;1826 petmitwwore sophisgeaehns f or
recei ving dub@natierespsiie Ssdilicids HaSRIEST b V& @ log I&BM%H&@%{%%}C by the user,

wherein the common routing nmeans is configured to r € request to an
i nformati on provider in accordance with the option selected by the user;

d means F 0 if t r.r n ‘accorda_nce W th
?Ee opt i onTl%(r)usgel ec?%ééﬁtr)flé {lﬁggﬁlggﬁs %3&Q%é§§%§g?a%g§(ﬁ;&rnd* g™28'cl ai m 12,

wher ei n t RPUCBEFFIRY FRAYES t9 g0 o Atliegwebpages whiok pdevide fariexamile,anersponse t o

t he user 1 i WP Rrov A,server according to claim112 or
13, furthelﬁﬁglgﬁrr%??gliaﬁlgtgégdat aggé%w?%rr 5?5\% di ng a know edge based

infornttion service to the user. .A%As[2.As,.A .A .AR AL. A. An7 +?V3.
In a yet further alternative embodiment of the invention, referring to Figure 2, the
searchmagic option 7 is also routed through the intelligent router 14, which is
configured to send all search requests directly to the knowledge database 18, rather
than to the agents 15. |

15
It will be understood that the various embodiments described above are not

mutually exclusive, and a person skilled in the art would readily combine features in

different embodiments to achieve a desired configuration.

20 While the above examples have been based on the Internet and access via web
pages, the invention is not limited to this type of access, but covers all forms of
Internet Protocol based network and indeed networks based on other types of
protocol which provide the necessary facilities, for example to establish a voice-

over-data network link.

25
Furthermore, while the invention has been described in relation to a help centre
facility for desktop software users, it will be understood that the information service
described is applicable to many different situations. For example, in the context of
internet shopping, it has been found that a significant proportion of users give up

30  when they encounter any difficulties with ordering goods over a web site. The
provision of an information service to enable them to ask questions in a format with
which such users, who may be very new to the Internet, feel comfortable, can

significantly improve site usage.
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options relatmg to a different respectwe method of requesting information,

said plurality of options including an option to request information by e-mail, an

option to request information over a voice data link and an option to request

information over a telephone link, the method further comprising:

10 receiving the user request at a common routing node irrespective of the option

selected by the user;

routing the user request to an information provider in accordance with the option

selected by the user; and

providing a tesponse to the user request in accordance with the option selected by

15 the uset.

2. A method according to claim 1, wherein the step of providing the response

to the user request comprises generating an automatic response.

20 3. A method according to claim 1 or 2, further comprising generating a plurality

of possible responses for routing to the information providet.

4. A method according to claim 3, including routing the request to an
information provider together with the plurality of possible responses, to facilitate

25 selection of the correct response to the user request.

5, A method according to any one of the preceding claims, including routing

the request in accordance with predetermined criteria.

30 6. A method according to claim 5, whetein the predetermined criteria include

information relating to previous requests made by the uset.
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9. A method accotding to claim 8, comprising receiving a request for a

knowledge database search at a node separate from the common routing node.

10
10. A method accotding to claim 8, comprising receiving a request for a
knowledge database search at the common routing node and routing said request to
the knowledge database.

15 11. A method according to any one of the preceding claims, comprising

receiving user requests via the Internet.

12. A setver for providing an information service to a client in a client-server
configuration, comprising:

20  means for providing a plurality of user selectable options for display to the user,
each of said options relating to a different respective method of requesting
information, said plurality of options including an option to request information by
e-mail, an option to request information over a voice data link and an option to
tequest information over a telephone link;

25  common routing means for treceiving the user request irrespective of the option
selected by the user, wherein the common routing means is configured to route the
request to an information provider in accordance with the option selected by the
user; and
means for providing a response to the user request in accordance with the option

30  selected by the user.

13. A server according to claim 12, wherein the routing means is configured to

provide an automatic response to the uset request.
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