ANSVERI NG SYSTEM FOR CUSTOVER SERVI CE BACKGROUND OF THE I NVENTION 1. Field -

of the Invention The present invention relates to an answering system and,
nore 5 particularly, to an answering system for quickly providing answers
to a custoner's questions an/or conplaint. 2. Description of Related Art
For providing better services to custoners, nore and nore conpani es
provide toll free phone nunbers. As such, custoners can call the toll free

10 tel ephone tW’ Yy ' , | - known
answering syst 0 %&ﬁ@lﬁéﬂ@gwg%ﬁp hown, the
system caonpri ge 0, .2 L (S di ng device 120, a server
contr ol | e2E3g5 0% 2 el BN W Fy d a plurality of termnals 150
oper at ed bi%_operators. In response to a toll free phone call froma person
15 (i.e. l. Fieldtofih¢ Inyentiosr ) by using a cellul ar phone or a typical
tel ephone, the call is forwarded to the exchange 110 t hrough a PSTN
(Public SwitEhe prekemhdaneemsdbmordiites! fo tde hge shkferna afds saeee | S
generated and sent to the server controller 130. Tn'the server controller
130, 4he I $,t b 1 [
oper a5t or P as@gggw’ ztooér?{‘Ie utS 3%2] %g% ? y%tgﬁ‘f :;EQ{ @“A@Vhép%‘gﬁéﬂgua&@%é%ﬂﬁ I cal
link is established anpng the toll, free phone call and the term nal 150
and the ?8&@?’8’1%1’@(18%%}(&593 8t C‘ngl,alrfthe operat or can answer question(s)
and/ or listen conpl ai)glt{@iﬁr{og t he customer while the recording device 120
i s recor di MESCHPTHOY Gddti on. The operator will answer the
questions directly if the operator is able to.

For providing better services to customers, more and more companies

provide toll free phone numbers. As such, customers can call the toll free
10 telephone to ask questions an/or express complaints. A well-known
answering system for customer service is shown in FIG. 1. As shown, the
system comprises an exchange 110, a recording device 120, a server
controller 130, a custom database 140, and a plurality of terminals 150
operated by operators. In response to a toll free phone call from a person
15 (i.e., front-end customer) by using a cellular phone or a typical telephone,
the call is forwarded to the exchange 110 through a PSTN (Public Switch
Telephone Network). In the exchange 110, a message is generated and sent
to the server controller 130. In the server controller 130, the message is then
sent to the terminal 150 being used by an operator based on a on duty shift
20 list. At the same time, a physical link 1s establishe& among the toll free
phone call and the terminal 150 and the recording device 120. Thus, the
operator can answer question(s) and/or listen complaint from the customer
while the recording device 120 is recording the above conversation. The

operator will answer the questions directly if the operator is able to.
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1 Gherwise, the operator will transfer the conversation recorded in a
voice file to a custoner service departnent (i.e., back-end custoner) that
will provide a satisfactory answer to the unanswered question thereafter
and store it in a custoner service database for future retrieval. 5

- However, the prior art suffered fromseveral disadvantages. For exanple, a
tag file containing basic data of a respective front-end custoner was

establis by. aski ng the frant-end.cystoner by the operatar while the
conver sabl%lg?{‘%ég’ }E}%ﬁ g ‘f’rq?@ﬁ&@ﬁ g‘aeﬁeﬁﬁﬁgéggmeggacq%r Qﬁan'lﬁga ¥A¥%ven nay
cause unPI easantness of the front-end custoner_if he/she is not willing 10
to repl ylilhitgdgs custosaeh gerviee slspasimaent €ug.1 beek-and cusigmen tbat avilk hat t he
tag file cannot link the voice file recorded in the recording device 120

i n a shoptoviderd sdtisfactonyeanSypi ¢al the, usansweredsgpesioms shefeafenuald y
linking the tag file and the voice file together is required. In view of

the abovgoré lEinbRelstonter se#9l@atabaesIforRiterd fetHelgl.0et al | necessary
i nformati on of a specific 15 front-end custoner together. Thus, the goal of

provigling areler CAId Giior P EIfLRA HofUSERRR i HRahIARsANP"

conplTai nt i S conprom sed. efore, i A T o pr novel
call answering system for custoner.service in order to mtigate and/or
b at o PHENRIG A IS P EsH Ao ERRRMRP IR FrORF PRI BRI he
object of the present invention is to provide an answering system capable
of aut onwap ¢afablished juagking tbﬁ&vmﬁ-a@g gnstoaner by the opsrateemiyle heest i ons
an/ or conpl aint.
conversation was going. Hence, such process is time consuming and even
may cause unpleasantness of the front-end customer if he/she is not willing
10 to reply things asked by the operator. Further, it is quite often that the tag
file cannot link the voice file recorded in the recording device 120 in a short
period of time. Typically, a tedious process of manually linking the tag file
and the voice file together is required. In view of the above, the back-end
customer needs more time to get all necessary information of a specific
15 front-end customer together. Thus, the goal of providing a quick, correct
answer to the customer's question and/or complaint is compromised.
Therefore, it is desirable to provide a novel call answering system for
customer service in order to mitigate and/or obviate the aforementioned

problems.

20 SUMMARY OF THE INVENTION

The object of the present invention is to provide an answering system
capable of automatically and quickly providing answers to a customer's
questions an/or complaint.

An object of the present invention is to provide an answering system
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An object of the present invention is to provide an answering system 2
conpri sing a database of back-end custoners, an exchange, a plurality of
termnals, a recording device, a data bus and a host. The dat abase of
back-end custoners stores a plurality of records of back-end custoners and
each record includes a reply address. The exchange is electrically coupled
5to a PSTN and is adapted to receive a plurality of phone calls fromthe

one of { FRGTIAEIA 2 6PabR OF Ark-CilL PORBFACISTAR SRAPANGa & MUEREOI cally

coupl ed to the database _of back-end custoner, the exchange, the term nals,

and the fsBgnalsp deepulingedpeicei veldpta bus ardta diastt dihcadrtabasapdfed to the

10 data bus and conprising an on duty shift list of a plurality of
oper at or bacloeadadustgniche stoeesrs plimlitphod rec ordsrofilesiosseé customgesiandng a
phone call from a front-end custoner by the exchange, the host transfers

the call eh¢h p&Sord inclitfes £567 €HhOBxEREn S8 i HElettsBally cbiipledSO that
spat c edtermn%? ? t he

the operator operating the p can converse w

conve sl ne 815 g boaptel 8 v B btality SRR AT TR, s
adcr oo BB 10N SEBRIRROUS: BAgh AH6WCRAMEHAINCCaA PRIMRS 13 COBRSRORAME no,  and

the host sends a reply massage associated with the associated_ index to the
ac

cor r espofiong afaibie-plugalipoot becloend custpmers.t d hehdatadpls/isaeigewseallycx her
obj ects, advantages, and novel features of the invention wll becone nore
appar ent chupledt toetheedahbast obackehidaiusidresr,tthkexchange, the terminals,
and the recording device respectively. The host electrically coupled to the
10 data bus and comprising an on duty shift list of a plurality of operators
operating the terminals, wherein in response to receiving a phone call from
a front-end customer by the exchange, the host transfers the call to one of
the terminals based on the on duty shift list so that the operator operating the
dispatched terminal can converse with the front-end customer, the
15 recording device is commanded to record the conversation as a voice file
and generate an associated index, the host further searches the database of
back-end customer for finding a reply address of a back-end customer to
which the call being corresponding, and the host sends a reply message
associated with the associated index to the corresponding back-end
20  customer subject to the reply address.
Other objects, advantages, and novel features of the invention will
become more apparent from the detailed description when taken in

conjunction with the accompanying drawings.

BRIEF DESCRIPTION OF THE DRAWINGS
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conj unct

ion with the acconpanyi ng drawi ngs. BRI EF DESCRI PTI ON OF THE

DRAWNGS FIG | presents schematically a systemarchitecture of a

conventi
schemat i
servi ce

illustrating a process in accordance with the present invention; FIG 4

shows a

scr f ) FViGd : : in
accordance ?\n? @h?t%%sélrﬁresrsg ecﬁ?hy&%}}lﬁf&ﬂ%ﬂé% %BEE%U@I&Q orB ﬂ;@g?gvﬁﬂé{)&alpl an
a cel.l ul arr[e%\%ne I llustrating steps of 10 sending a short nessage

YRS REEKon.  DETAI LED DESCRI PTI ON OF THE

PREFERRED ENMBODI MENT Wil e the follow ng description of, a preferred
enbodi ment  51Gr Represenéhschematically 2 snstens wsehitertsie of At SRSWEENGer
enpl oyed by a notor conpany, it is appreciated by those skilled in
the art sysaemtfioe cistomer senace irs aecuralahge apiph thahheetitoorgny of ot her
answering systemfor assisting custoners to buy

st ocls adopt gGDY s f Aeky HAMPANYstr@th@RSPRIdRY By atEsadante owihofiRy service
by an insurance conpany, or an answering systemfor custoner

vi ews of
in accor

servi ce

enbodi nents such as an

adopt ed

service

10

15

20

onal answering systemfor custoner service; FIG 2 presents
cally a systemarchitecture of an answering systemfor customer

in accordance with the invention; 5 FIG 3 is a flow chart

PLTEE NG SHS 1R 1B &Y

service ﬁf&%gﬁﬁﬁve@fi&'credit card conpany. 20 Wth reference to FIG 2,
there i s*shown a systémarchitecture for an answering system for custoner

Coni‘tl{}yﬁts%%“irsna %gge%hdo & Fervﬁ”ﬁtflgl %cpreservicing the custom phone call
in accordance with the present invention; and

FIGS. 5 to 9 are front plan views of a cellular phone illustrating steps of
sending a short message in accordance with the present invention.

DETAILED DESCRIPTION OF THE PREFERRED EMBODIMENT

While the following description of a preferred embodiment of the
invention details an answering system for customer service employed by a
motor company, it is appreciated by those skilled in the art that the
invention is equally applicable to any of other embodiments such as an
answering system for assisting customers to buy stock adopted by a stock
company, an answering system for customer service adopted by an
insurance company, or an answering system for customer service adopted
by a credit card company. |

With reference to FIG. 2, there is shown a system architecture for an
answering system for customer service constructed in accordance with the
invention comprising an exchange 210, a database of front-end customer
220, a database of back-end customer 290, a plurality of terminals 230, a

host 240, a recording device 250, an interactive voice responding device
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i nvention conprising an exchange 210, a database of front-end custoner

220, a dat abase of back-end customer 290, a plurality of termnals 230, a
host 240, a recording device 250, an interactive voice respondi ng device 4
260, an integration server 270, an interface server 280, and a data bus 3.
The data bus 3 is electrically coupled to the database of back-end
custoner 290, the exchange 210, the term nals 230, the recording device

250, and4a %nhﬁ%égra%ﬁ JePPReET0 Va‘ﬂ Mteﬁac?é‘@er%? h809end 4Yat£6A5 BeThe phone
call fromad PSTN. ach phone cal unber 1s correspondl ng to a back-end

?gzg?ggrdaftgﬁsront en &{erre&femegﬁg thggi%gagdﬁ?éogi ok O@s&%r’tgﬁf
epl v adibekchan té@@% Gl dhe T eedts %55@4 dhiHRestons “end

custoner_who nmay ask questions an/or express corrpl aints. The recording
devi ce 2%@?@@@?3%’31}% phone call of the front-end custoner in a voice
file. The interactive voice respondi ng device 260 stores a plurality of

recobds of Thsmpxehiange Zdilaecebssagphone call deainty PEAN.1Badtapkoradalust oners.

Wen a call for a specific back-end custonmer answering service, according

to the ingakepis édrecdpsidinpdo aUsdckienid chb@m@xommaﬁamof foperaAdng voice
nessage Wi l|l be played. Thé integration server 270 integrates infornmation

fromthe 2P ¥ LPordrd aph‘ﬁrﬁ! ‘&%c%deh‘?)gofPBﬁ _Eage ﬁﬁbﬁﬁ'&s 2§l s an

I nterface between the exc |n egra Ion server 270 and

oper at esy SLdh b8k RR a0 0fieP290 stores a plurality of records of back-end

customers and a plurality of reply addresses. The terminals 230 can process
10 the call of a front-end customer who may ask questions an/or express
complaints.
The recording device 250 records the phone call of the front-end
customer in a voice file. The interactive voice responding device 260 stores
a plurality of records of responding voice messages recorded by the
15 back-end customers. When a call for a specific back-end custoﬁer
answering service, according to the index of the back-end customer, the
corresponding responding voice message will be played. The integration
server 270 integrates information from the exchange 210 and the host 240.
The interface server 280 is an interface between the exchange 210 and the
20  integration server 270 and operates similar to the host 240.
With reference to FIG. 3, steps of a process of the invention will now be
described in detail below. First, the exchange 210 determines whether an
incoming call has been received from the PSTN (step S301). If yes, the

process goes to step S302. Otherwise, the process loops back to itself for
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Wth reference to FIG 3, steps of a process of the invention will now be
described in detail below First, the exchange 210 determ nes whet her an

i ncom ng call has been received fromthe PSTN (step S301). If yes, the
process goes to step S302. Ot herw se, the process |oops back to itself for
5 continuation. In step S302, the exchange 210 determ nes whet her the
incomng call is initiated froma conplainant (a front-end custoner) by

using a cell.ul ar phone .or pi.cal tel epho and, deterrnijngs et her the
hcon notaniitfiodotcush, Sahd" 68, ekcheifae P02 deterhiBeh Vhati Wioer
provi ded, by a, Yul on . Mbtor Conpany, Ltd. (an back-end custoner), If yes,

t he procByomEgscald ist wntiatedairon ife compdainané (Br oatenduepsfomerytop S3 11.
In step S303, the exchange 210 fetch the nunber of the phone as an index

of the peingom cellalati phend her aalpidal .teleghbne rindedetecnshesrerhethdinthe ol | free
answering phone nunber provided by the back-end custoner is taken as an 10

I ndex  of jfdiniic Kaknd M&%ﬁd&ng% HEC TN SR Mg weriply PREnE riilmbey try for

receiving a plurality of romthe PSTN sinmultaneously. For exanple,
an exch . b ' to 1,000
ool 1S 11 BRAAE B YV BPn Lo CR Bty Yaa s Bac sp BB 37 985,
0800-000Q00 . to 15 0800-0 Ln whi.ch nunbers 0800- 000000 00- 000089
are r osoHFR0ckSS BT BhaieDSbIL QT dHo DIOHs3S SnE BSOS S3al offt Nor o
Conmpany, Ltd. @ia back-end custaoner A), nunbers 0800-000090 to_ 0800- 000099
are ressiepedBQs, thel essiwngentiibéetehdhamaumbst obthepbpse @ athindax oh Mot or

Conpany, Ltd. (the back-end custoner A) for listening voice files, nunbers
the person who dials the call (i.e., front-end customer). The toll free

answering phone number provided by the back-end customer is taken as an
10  index of the back-end customer.

The exchange 210 comprises a circuitry for receiving a plurality of
calls from the PSTN simultaneously. For example, an exchange 210 such as
exchange 61C M1 by Nortel can receive up to 1,000 calls from the PSTN
simultaneously. The 1,000 numbers may be from 0800-000000 to

15  0800-000999 in which numbers 0800-000000 to 0800-000089 are reserved
as customer service telephone numbers of the Yulon Motor Company, Ltd.
(a back-end customer A), numbers 0800-000090 to 0800-000099 are
reserved as telephone numbers dialed by operators of the Yulon Motor
Company, Ltd. (the back-end customer A) for listening voice files, numbers

20 0800-000100 to 0800-00018§ are reserved as customer service numbers of
a back-end customer B, and numbers 0800-000190 to 0800-000199 are
reserved as telephone numbers dialed by operators of the back-end
customer B for listening voice files.

When a custom (a front-end customer) who bought a product of the
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20 0800- 000100 to 0800-000189 are reserved as custoner service nunbers of

a back-end custoner B, and nunbers 0800-000190 to 0800-000199 are reserved
as tel ephone -nunbers dialed by operators of the back-end custonmer B for
listening voice files. When a custom (a front-end custoner) who bought a
product of the 6 Won Mtor Conpany, Ltd. (back-end custonmer A) initiates a
call to the toll free nunber 0800-000000 provided by the Yul on Motor

Corpany, Yhlsh Mé@@oﬂWﬁt@%a&eﬁ& dm%tdiﬁewgeiﬂmh@ers phralleto thee.
termnal) nunbered 09 23456, the exchange 21 create an ID-A tag

f the Y, th
oumbor (G ErethBhher @‘%’@@2{“0090‘%3"&@%/%9 oﬁé%f%lﬁ@f)ﬁﬁﬂ e ©
f t I t f
Cor csporRAcket i Elstosiét A5 1o Rbingla & yﬁwﬁgf@ frtnifaD hBBiee? 200
b d 0900 12345 10 th The dat
rgzgr dogﬁbgﬁd&r}*—% %@x@mgfhﬁ/o &aﬂtqpatel% tﬁgrp sﬁ%lﬁﬁarMo Qr; eghgne
nunber, sex, birth date, address, and other related data. The host 240
f et ctfes Gomapamndind. \(bacb-ermlssa@éomtrtﬂé aud datchbitbe ounpary (elg d.

(back-end custoner A) fromthe interactive voice responding device 260
accor di ng900- 123331l theAselfiler Phsnera@iamint‘fcxvof tlee fiessapel adstoher.Yul on

Mot or Corrpany, Ltd is sent to the nobile phone or the conventional
tel ephongggg corrpl ainant (a front-end custoner) by the exchange 210.
The respon oi ce rressage will be played and the conplainant (a

front-end lefcits?é%e @30‘&I the BERE 246! fnd$ ?1%%%s'f5gndmg data record from the

database of front-end customer 220 based on the index (0900-123456) of

10 the front-end customer. The data record of front-end customer may contain

information about name, telephone number, sex, birth date, address, and

other related data. The host 240 fetches a responding voice message of the

Yulon Motor Company, Ltd. (back-end customer A) from the interactive

voice responding device 260 according to the tag ID_A. The responding

15 voice message of the Yulon Motor Company, Ltd. is sent to the rnob.ile

phone or the conventional telephone of the complainant (a front-end

customer) by the exchange 210. The responding voice message will be

played and the complainant (a front-end customer) will hear this responding

voice message from the cellular phone or the conventional telephone. An

20 exemplary responding voice message may be: "Thank you for calling Yulon
Motor Company. Please ask your question. ..."

The integration server 270 integrates information from the exchange

210 and the host 240. The interface server 280 is an interface between the

exchange 210 and the integration server 270 and operates similar to the host
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voi ce nessage fromthe cellular phone or the conventional tel ephone. An 20
exenpl ary respondi ng voi ce nessage may be: "Thank you for calling Yulon

Mot or Conpany. Pl ease ask your question. The integration server 270
integrates information fromthe exchange 210 and the host 240. The
Interface server 280 is an interface between the exchange 210 and the

I ntegration server 270 and operates simlar to the host 7 240.1n step S305,
the integrface serv 8Q di.spat.ches the tg. record of _front-end custoner
and ¢ he 2APiIG: Sepra0s, aaenam%z%@ebw@f 2 dispairhesotheadaia Teaardod st (ot
shown). Also, the data record of front-end custoner is shown on the screen
of the t&omtwead Qatomeriandibercallde tha temanal 238byrefwring se aoreddt a of the
front-end custoner has been displayed in respective fields. Hence, there

i's no negldiff Het (e shipeva) Klsbotie dataaetordef firdmt-arkewgotriee is show end
custoner. Moreover, case nunber 9876 in field Al is automatically entered.

In step §3Qfe s‘bﬁﬁeﬂ‘@f‘t}é@‘i Pad ﬂplsrtﬁé%@(ﬂ(ih’IqG.dﬁVA§§h8%,tt%sfcecord the
fﬁgverzﬁlt | op t_(l)_ e conruic';]e | rmeel ately ﬁ"fer t he .1ﬁ call i srconingﬁt Ieﬁ ;o
Vo ce 11 et g R, FrEpSeR futOG" i et aispTad by FesoBCRYE GRBR 0, ' e

Wher e | DHETIcE, (e, Sympmsed 0T e Vs ATl GBiaea ot aSK0enBiback- end
Gper at or frentamsl ahsstomer. oMaroveneassatiumbem 9576 A2 feid e Al | Fomrent <)
on the termnal 230 while conversing with the front-end
automatically entered. In step S306, the host 240 commands the recording
device 250 to record the conversation to be conducted immediately after the
10 call is connected to the operator. The recording device 250 will record the
conversation in a voice file and will take the case number (e.g., 9876) as an
index of the voice file. For example, a voice file may be stored as
ID_A 9876.MP3, where ID A is the tag ID_A of the Yulon Motor
Company, Ltd. (the back-end customer A) and 9876 is the case number, of
15 this customer service.

The operator enters abstract of the conversation in field A2 (i.e,
comments) on the terminal 230 while conversing with the front-end
customer. The abstract is stored in a text file (e.g., ID_A 9876.TXT). In
step S307, the interface server 280 links the voice file, the abstract text file

20 ID_A 9876.TXT, and the data record of front-end customer together based
on the index of the voice file (e.g., case number 9876 shown in field Al of
FIG. 4) so that the voice file can correspond to the abstract text file and the

data record of the front-end customer. In other words, it is possible of

searching a corresponding voice file, the abstract text file, and the data
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custoner. The abstract is stored in a text file (e.g., |IDA-9876.TXT). In
step S307, the interface server 280 links the voice file, the abstract text
file 20 ID-A-9876. TXT, and the data record of front-end custoner together
based on the index of the voice file (e.g., case nunber 9876 shown in
field Al of FIG 4) so that the voice file can correspond to the abstract
text file and the data record of the front-end custoner. In other words,

it is possible sear,ching a corr ondi ng, voi ¢ce file, bstract text
file, anftqHd %éﬁ&ﬂkeﬂé wer AYRLCHRE (0306 %&e-gef%ﬁfsn SER he i ndex
(e.g., 9876). In step S308, the recording device 250 stores the |ink of

t he voi c8308) &he revording davice 20 stoees thet link lof thavoicth fileldhe abstrect of

front-end custoner based on the index of the voice file (e.g., 9876). The

I'i nk canolféhaitead fHe! hed tHeodathuevorl oEfioneeald dusiynich®abet knehe indist oner A
when a customer service (i.e., call) originated fromthe back-end custoner

it ert ace ot VOR SR Eoka S Chebay MRy L] ST AV S (he
pack- £nd DSy Bb GHEk-Gh SASRin A0 BER Ao RBRER Seriibert Kol el et 7 ar
Shown i nitereahehack-ond FRSIGBEY 97 Janreseseas theadior dlsR6HE RIHBEY of t he
ndex of SoRwaroi ce f11e (.q., case number 15 9376 shown in HG 4 o FIG
5). In such a manner, the Yulon Mdtor Conpany, Ltd. (the back-end custoner
A) may knowIhhetepeS30@ethe interface server 280 sends a message to the Yulon
Motor Company, Ltd. (the back-end customer A) based on a reply address
10 stored in the database of back-end customer 290. The message may be an
e-mail having content similar to that shown in FIG. 4 or a short message
having content similar to that shown in FIGS. 5 to 9. The reply address can
be a telephone number of the short message or an address of the e-mail.
The message may contain the index of the voice file (e.g., case number
15 9876 shown in FIG. 4 or FIG 5). In such a manner, the Yulon Motor
Company, Ltd. (the back-end customer A) may know the message
containing the updated data of a front-end customer in substantially real
time as compared to a long waiting time for reply as experienced in the prior
art. Note that the Yulon Motor Company, Ltd. (the back-end customer A)
20  still can know the important content of the call by referring to the sent short
message even when the operator is not in office temporarily.
In step S310, the interface server 280 creates a record of the Yulon

Motor Company, Ltd. (the back-end customer A) related to the voice file.

Further, the voice file, the abstract text file, and the data record of front-end
9



containing the updated data of a front-end custoner in substantially real
time as conpared to a long waiting time for reply as experienced in the
prior art. Note that the Won Mtor Conpany, Ltd. (the back-end custoner A)
20 still can know the inportant content of the call by referring to the
sent short nessage even when the operator is not in office tenporarily. In
step S310, the interface server 280 creates a record of the Wn Mt or

Conpany, cudtomeftdre ditle-regdlaisseneto e Neleh ddoter Coenpaivgd tdl (the
Further, the voice file, the abstract text file, and the ata record of

f T ont - engacleURl ATREoHEE A b %-Iﬂaqg%agtbﬁedsﬁﬁht dggféf% op (BLRONgoTPaNy,

Ltd (the back-end custone by e-mail or st n a tape cassette or

cust onerPHgg 0 éa?ﬁﬁg%ggstﬁ}lbﬁg\é‘é%f Q&%@Yefﬁ@pﬁﬂé packiond fiSoliE .y "an

operator ,of the Yulon Mdtor Conmpany, Ltd. (the back-end customer A), the
operator™ |l dial one of the nunbers 0800-000090 to 0800-000099 for '
listening the voice file., In step S31 1, the exchange 210 determ nes

whet Rer a cil p qasgafyeceiging the eonadspehorhgassagmbydn eperatendithe

0800- 000090 to 0800-000099. 10 If yes, the process goes to step S312.

Q her wi s¥ulctrhM<pﬂm(féempangpktcﬂ)a(ihethacksemb c88idiner A)stlep opdif2or Wil host 240
perfornms a verification procedure for determ ning whether the operator has

the aut h@il tohe of! thet Riinibees YIVRI0B0IG &of 0REOTOTITS Yot Qi%té‘{ﬁhgrth@”pan%
Ltd. (the back-end custoner A). The operator of the Yul on Mdtor Conpany,

I;;:[agswor 3“’;? i Qﬁgeﬂgs@ﬁ@ﬂ?rth@ ;dcﬁaﬁée P80 dternkifs WRdth S SA1 AR 22Nd 2
PSTN is corresponding to one of the numbers 0800-000090 to 0800-000099.
10 If yes, the process goes to step S312. Otherwise, the process loops back to
step S301. In step S312, the host 240 performs a verification procedure for
determining whether the operator has the authority to listen the storeq voice
file of the Yulon Motor Company, Ltd. (the back-end customer A). The
operator of the Yulon Motor Company, Ltd. (the back-end customer A) is
15 required to input a username and a password for identification. 'fhe
exchange 210 then fetches the username and the password. The host 240
compares the username and the password _with the content in an
identification table to determine this username and password has authority
to listen the corresponding voice file of the Yulon Motor Company, Ltd.
20 (the back-end customer A): The identification table has a plurality of
usernames and passwords, and each username and password is
corresponding to a back-end custom respectively. If the comparison is

positive, the process goes to step S313. Otherwise, the process loops back to

step S301.
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exchange 210 then fetches the wusernane and the password. The host 240
conpares the usernane and the password with the content in an
identification table to determine this usernane and password has authority
to listen the corresponding voice file of the Yulon Mtor Conmpany, Ltd. 20
(the back-end customer A): The identification table has a plurality of
user nanes and passwords, and each wusernane and password is correspondi ng

to a back- el seefs S31BL elspenteraative vbice fwpoadivar deolve 360 peshiptyan t he
process goes to step S313. Ot herw se, the process |oops back to step S301.

10 | t ol i 1 i j J t
ns g@?ﬁﬁlce FRe fﬁﬁﬁmﬂéﬁg ‘régg'@gnﬁ&s%”ghngss‘i’ﬁ‘fét‘ég I?l@(gerpr&;”&as an

i nput voi Ce e for input r as an assocl ate ndex of
e ( rEhoRRg vaick Gl o R Ak IAAR) 210, M MBI i e S
ssoci at BN ek £GSE MuTHBED S87 AR di Bis. & NExETCr fb anacsruribedovi ce

250 searches, a corresponding voice file fromthe database of voice file of
t he Backasspaladed tiodex mumdeedoothe hesh2d6ci Bhedashd24 then stemdsIbied, t he
recordi ng device 250 plays the found corresponding voice file through the
10 exchaasgeckitéd ihdehrioethe teverdingr devicedl50.nNekgctheerutoeditgpoderiod stil |
can obtain a corresponding voice file of an ongoing call initiated by a

cust omer241y sesebek i e@neﬁpﬁdem‘glw%e%erfmﬁﬁp&f@ast sé'%if%i@e‘fﬂh'dﬂ ar phone

t hrough a PSTN even whe perator is not in office. As such the

Oper at or g6k ck-end customer A based on the associated index. In step S314, the

recording device 250 plays the found corresponding voice file through the
10  exchange 210.

In brief, the operator of the back-end customer A still can obtain a
corresponding voice file of an ongoing call initiated by a customer by
receiving an e-mail or short messagé by using a cellular phone through a
PSTN even when the operator is not in office. As such the operator can

15 answer the question asked by the customer in the call in a substantially réal
time manner. As a result, customer service is improved.

Although the present invention has been explained in relation to its
preferred embodiment, it is to be understood that many other possible
modifications and variations can be made without departing from the spirit

20  and scope of the invention as hereinafter claimed.
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15 answer the question asked by the customer in the call in a substantially
real time manner. As a result, custoner service is inproved. Although the
present invention has been explained in relation to its preferred
enbodiment, it is to be understood that nmany other possible nodifications
and variations can be nmade w thout departing fromthe spirit 20 and scope
of the invention as hereinafter clained. 11 WHAT IS CLAIMED IS: 1. An

answering system conpri si ng; S k-end customer for storing a
plurality of records of bmi%@mﬁ@ch record including a reply
address; ,5 an exchange electrically .coupled to a PSTN and bei ng adapted to
recei ve a- pl gpﬁwrﬂwg SHPE, CORRUHBEPSTN si nul t aneously, each call being
correspondi ng to_one of the back-end custoners; a plurality of termnals;
a recor di ng addetabase 10 badkaend ustemer tfor storing cophirelity oftraeoxilst abase of
back-end custoner, the exchange, the termnals, and the recording device

respect i bath-endnchsiomess, edchatecbodingludingh edplycaddesstat a bus and
conprising an on duty shift list of a plurality of operators operating the

termfals; wheegtRange reOPRRE @oﬁgre@i Yo "0 PSR! hnd " 98 ﬁagﬁ&defw
custoner by the 15 exchange, The host dispatches the calFl to one of the

LTl SeaSEd gBii oP RO E P R BRAG SRE DR oL
recordi ”80%%‘3’158r?dfn‘°g foone Bg?ﬁie back-end customers;
a plurality of terminals;
a recording device;
10 a data bus electrically coupled to the database of back-end customer,
the exchange, the terminals, and the recording device respectively; and
a host electrically coupled to the data bus and comprising an on duty
shift list of a plurality of operators operating the terminals;
wherein in response to receiving a call from a front-end customer by the
15  exchange, the host dispatches the call to one of the terminals based on the
on duty shift list so that the operator operating the dispatched terminal can
converse with the front-end customer, the recording device is commanded
to record the conversation as a voice file and generate an associated index,
the host further searches the database of back-end customer for finding a
20 reply addressofa ba(;k-end customer to which the call being corresponding,
and the host sends a reply message associated with the associated index to
the corresponding back-end customer subject to the reply address.

2. The answering system as claimed in claim 1, wherein the reply

address of the corresponding back-end customer is a telephone number.

12



to record the conversation as a voice file and generate an associ ated

I ndex, the host further searches the database of back-end custoner for
finding a 20 reply address of a back-end custoner to which the call being
correspondi ng, and the host sends a reply nessage associated with the
associated index to the correspondi ng back-end custonmer subject to the
reply address. 2. The answering systemas clainmed in claim1, wherein the

reply addr@ss Tie hhewesinpesyneni a9 ddaiched i dyﬁhml_zewﬂe&iei@ iRl egpigne

nunber. 12 3. The answering systemas clained in claim?2, wherein"the reply

RS o S e e P e

t el ephone nu st e nunber o ohe recei vi ng
t he shor e.a r4 system-.as clkainmed,in claiml, wherein
t he replt%‘enfééé\g@e i‘ﬁgkzg-%ﬂfe@ﬁk%?’ﬁggr BBP}PezSdake%sceg]fart RﬁOI&Br éspondi ng
back- end custogﬁr hs an e-nmail address. 5. The answering system as cl ai ned
in clai FCECIVIDEIRGANOHIPEPSASSy a dat abase of front-end custoner
electrically coupled to the data bus and 10 being adapted to store a
plurdlity oft.rddsr a8sweringositstemdas wizisned in edeimhbyvivhgreint fleeptpdye nunber
t he exchange is further operable to fetch the telephone nunber of the

f r ont - enulessagecisem esmailrartd dieeeplpaddadds, of the dwsesporriingr back-eadt el ephone
nunber of the front-end custoner with a plurality of telephone -nunbers of

t he recqiifisoskPi€dn ietnidieadiifcabase of front-end 15 custoner for finding a
corresponding record of the front-end custoner, and displays the

correspondi 89 HROLOOLrE B Sy EleM b HFirAE L WRlinP?, Ki8her comprising a

database of front-end customer electrically coupled to the data bus and

10  being adapted to store a plurality of records of front-end customers each

having a telephone number, the exchange is further operable to fetch the

telephone number of the front-end customer who initiates the call, the host

compares the télcphone number of the front-end customer with a plurality

of telephone numbers of the records stored in the database of front-end

15  customer for finding a corresponding record of the front-end customer, and

displays the corresponding record of the front-end customer on the
terminal.

6. The answering system as claimed in claim I, further comprising an

interactive voice responding device electrically coupled to the data bus and

20 beiﬁg adapted to store a plurality of records of responding voice messages,

each record of responding voice message being corresponding to a

respective one of the back-end customers, the interactive voice responding

device is able to play a corresponding one of the records of responding

voice messages based on the back-end customer to which the call being

13



SRR S

termnal. 6. The answering systemas clained in claim1, further conprising
an interactive voice responding device electrically coupled to the data

bus and 20 being adapted to store a plurality of records of responding

voi ce nessages, each record of respondi ng voi ce nessage bei ng correspondi ng
to a respective one of the back-end custoners, the interactive voice
responding device is able to play a correspondi ng one of the records of

r espondi gerrespuirkiingdesanecotiantihohetdatl feskierek chasigerteihé eermtiingh t he cal |
bei ng 13 correspon ing before connecting the call fromthe exchange to the

term nal . %;h%}ﬁ%%lrfgig fs?é‘@rﬁrﬁsaél-" AT d18irl a'd?ﬁeremec g Rodthe host

further conprlses a cation table containing a plurality of records

of use b o that
5 oo AraPRREYA M RIACa G bbb %@h@i‘& SRR AERE s by

t he- exchange for listening.a voice file the |i tel ne cal

ol udocEpg andRaRBRId abpRtesou b ThE back endouRomkst SRR | ¢ ¢ he
host conpares the input password and the assword in the |dent|f|cat|on
tabl & t oegporstitaaecandnges calefnone lonsnaf ¢he thackrendicustenars hyrthey t

listen the corresponding 10 voice file of the back-end custoners in the

r ecor di ngxclawigedoolistertingiafvoies file ahd thelistesing ¢élephthe catinnekplesdi ng voi ce
file in the recording device subject to the associated index and then

sends t higpRiepagsnerdiath %9 hssdidled infex bTethdI6icenlt, He hesB omparek4

the input password and the password in the identification table to determine
whether the back-end customer has the authority to listen the corresponding
10  voice file of the back-end customers in the recording device or not, if yes,
the host searches the corresponding voice file in the recording device
subject to the associated index and then sends the corresponding voice file

to the back-end customer.
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