BT- P35- WOwloesisease at i ng Bet ween Stations The present inventp@pch®dbfs to
communi cating between a first station and a second station, in which a
conmuni cation is initiated fromone of said 5 stations. Introduction
Many environnents are known for facilitating conmunicati on between
stations. Increasingly, business activities are being perfornmed using 10

t el ecomruni cation systens in which custoners are placed in contact with
agents. Presently, this is_usually achieved using conventional voice
circuits, via the public SW'PG:F@%WW%HQGIB{ER%’VEEN SHATHDNPr oposal s have
been nmade for allow ng video connections, enploying the integrated services
digital network. 15 I ncreasingly, use is also being nade of the
Internet and, in partThaipmsent imeekiion ceiiiedao\Wmmimikhng befvetin HYiRa standn
transport protocol for conveyjng, Hypertext Mark-up Language #HTI\/L) pages of
i nfor mati on bet ¥Eha $e50N $E3tIoReIWEICh 3 cogununigatiamis mﬁlageda rom ene of\sald
W de Wb % suc%t%ﬁm It is arranged to convey discrete pages and, as such,
does not aclilitate the presentation of an integrated service.
"Filing HTML forns sinultaneously: Co Web - Architecture and Functionality"
by Jacobs et Al élCo uter Networks and | SDN Systens volunme 28, No. 11, My
1996 pages 1385 ipfgo NShows a system where sinilar or identical

i nformati on pages ma ' Yar@ IGORP Merk : e
user stations. Summmag}/ @fl"ﬁzm?ﬁggﬁt?rgn Accofbéﬁﬁgm?gnééf) mngtgﬁ%%déﬁé?@%é%e
present inventi atatianser dndreaginglyi dedsineset acivitids carembeicgt pegolmbieerirg
first sta,td'onadasecond statisgn 30 'hCO risingthesesof .
establ i shithg colfiPERRTYRRTGLRYLEING 1 WHIChsEUSPEIRTS ST HGC%’@% with
establ i shing corggants aby ) i | Wet

BT- P35- WD second st gf?gﬂr?? @gﬁ%gﬁgilgn%u??ym\é:cg%vgrg gfrrh?p?q Eaﬁ%rﬁlodﬁ%gtuﬁgg %ﬁtﬁg%—‘t h
said first stativism thadpublicsswitthedctahephsinst networkealtiioughgpropesazehavatbegn
data in response té) sfai d roro ti.neqo i nf ormati on ei}her t s_ald first station
or at said secorgade for allowing video connections, employing the integrated” services

digital network.

15 Increasingly, use is also being made of the internet and, in particular,
the World Wide Web, making use of hypertext transport protocol for
conveying Hypertext Mark-up Language (HTML) pages of information
between stations. However, presently, the nature of the World Wide Web is
such that it is arranged to convey discrete pages and, as such, does not

20 facilitate the presentation of an integrated service.

Summary of The Invention
The present invention relates to a method of communicating between
a first station and a second station, comprising steps of establishing
25 communication from said first station to a serving means; establishing
communication from said serving means to said second station; displaying
similar prompting information at both said first station and at said second
station; receiving manually generated data in response to said prompting
information at either said first station or said second station; and displaying
30 said generated information at both said first station and at said second

station.
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station; and displaying said user generated information both at said first
5 St MO WH6dIed atnisshed pleeedt i on and, at said firBCTASBasOGN
i nputting froma user m 1 g desired pronpting information;

requesting said pronpt n froma renote source in accordance
sai d specifying data,; celving said pronp2 ng information fromthe renote
source in response to said request; transmtting said specifying data to
said serving 10 nmeans; and at said second station; receiving said
specifying data from sai ng said pronpting information

d server; requesti ]
fromthe renote sourlfe 8 @régeéfﬁcéaﬁmgomt'sé U9 c &t vEd igYie Statipnn dnitiales;

'0 sard roquest o PTRTRPRRN IS i bEeE Bt SRR TRhs: 2y iy R0O"eC
communi cati on tidedtfy their avaitabilitpd asteivé commaurications frgnnesens banbnégutings at

said second station may identify their availability to receive
comuni cati on fSHHSERAIEMSENEont acti ng the serving means. Preferably, a

e N e TR T

said co ni cati ons bel ng assocl at ed I ons

and sai d servi ngsgeaes lodations paref aeceide eatadiore paget hef $tfatrhation dxeguthe
browsi ng instructions, transmt resource |ocations and receive encoded
pages of i nfornB&ViBE MedRst HE'SsERGYHRY MBSRS. Mayenslugs gxeqablgemuliagasto

i ncl ude execut aﬁﬂgge{}PMbhtﬁeag%peefa?&?é“étafwﬁéfi ed pages at said stations. 25
, data

In a preferred &nbodi nen i's suppliTed as input by a user and this

data i s then encodednas peefored agsbatisheht, asmadilyesbricvateti it iy BRCOd®RRAAS &
Preferablé/, the serving neans transnmts encoded pages to associ ated
n

stations1@n respensege andd@sisitied kathe seviwgesana@ndr BeRervig anevito ARy
A . . ! =5 . f
EheC pr ovi si on DT EnbAER baGEs td B85dciaa atons inheGNOARE(RARRY fdtd | of

station, the appetsagss.conprising means for BT- P35- WD est abl i shi ng
communi cation fromsaid first station to a serving neans; neans for

establ i shing comuni 88EPEING fQrA SACANd RN Pedis RIESYR MVEBESMd 1AM iSon;
T S on o o GEVRRE SR BERIT GopROE EORbSRy  fsflosg L Sltope,
5 i f5r espostation o &l d apr eeqirighg madns; manclodingi t meanat foai destablishing
station or at Sgérglmunicaﬁen from said first station to said serving means; means for
establishing communication from said serving means to said second station,
wherein® said serving means includes means for generating encoded
information for application to said stations; wherein said stations include
20 means for displaying pages of information received from said serving means
and for receiving manually generated data in response to displayed prompts,
and said serving means includes means for receiving information from said
stations and for issuing substantially similar information to said first station
and to said second station.
25 Preferably, said apparatus includes means for initiating a telephone
call between said stations in response to said station being associated

through said serving means.

Brief Description of The Drawings
30 Figure 1 illustrates a customer operating a personal computer

executing browser software and connected to a server via a public switched
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second st awoms364s6d nmeans for di splaying said user generat egoijeigegpgiyon at
both said first station and said second station, wherein said first station
conprises; means for inputting data froma user data specifying the desired
pronpting information; nmeans for requestinggsai d pronptlis§hderflas BaaatReplaced r om
10 a renote source in accordance with said specifyi for

receiving said pronpting information in response to sai dﬁ mMS for

transmtting said specifying data to said serving neans; and wherelin said
second station telephorsesetwasiins for recei ving said specifying data from

sai d server; neans f re st.ing sai r ting information fromthe
renote 15 sour CEEQLHG‘%@B?&SA RE& Wcht ‘Eﬁrg‘gjﬁa‘f'ggé‘i WE@’%@%?Q?M‘?@%W% and
means for receiMj sal } } t 40, r I equest .
P of ar abl y. 1t he® hing nAaP bhfitect8l no"R odiipler (RGN 1 afbrde’ 841
bet ween sai d st agivenforithe gespraiiva anl supply of dTMbsadess; ng associ ated t hrough
sai d serving neans.

0 Bri.ge criptjon of The Drawi ngs Figure 1
illustrat®s a cust onél‘guéﬁé)‘r'&V%@eﬁt&mﬁt’mbéw%@ﬁbfﬁ@lsﬁf shewn in

sof tware and CE?@E‘?% elg aﬁ?ltﬁesﬁﬂ"@éntr‘é’ @uﬁr&’t\éal ;bf@@ﬁé Qh%%ﬁogyﬁ&mbfﬁ%e\ﬁ?r ;

25 ustrates a call cen avihg a

agents each wi timventios;i ng term nals connected to a conputer configured to
operate as a server I:or th‘? ,ﬂg&erati on and supply of HTM. pages; Figure 3
illustrates the intefi@rar disiiairs opgeationg neetBwest bystheweall eantrguserver and

the call centreg | B Jri iAG: r .

i nvention; Fi gu?%é‘é{“?rﬁ F?slﬁgzgt éq"s&%%"ég ?{%ﬁ@%%é&#@@%gﬁﬁ%@g@ﬁgﬁm ?'éd
server 10 BT- P3prod@&dshesnor prodéisgimgeexistingropinudctighgr ocedures for setting up
a new connection and roceg?;ﬁ ,gor processing existing connections; Figure
5 details proceduresFidiee Fishi RIGCPNIES o fivre cStablishingd epew f iceaneetiorisgur e
4, 5 I { ks the procedures for processing existing
connecti ons ideﬁegyﬁg%ﬁll ﬁﬁlt—llﬁég{ﬁ’re 4; Figure 7 shows the structure of
messages transmittedFiguent details the procedures for processing existing connections

identified in Figure 4;
15 Figure 7 shows the structure of messages transmitted from the
stations to the server, in response to the detection of events;

Figure 8 details operations executed by stations, including procedures
for identifying event type and procedures for constructing messages of the
type shown in Figure 7; and

20 Figure 9 shows encoded instructions for identifying event type as
shown in Figure 11.

Figures 10, 11 and 12 show examples of pages displayed at the

stations.

25 Detailed Description of The Preferred Embodiments
The invention will now be described by way of example only with
reference to the previously identified drawings.
A customer terminal is shown in Figure 1 in which a visual display unit
101 and a manually operable keyboard 102 are connected to a processing
30 platform, such as an IBM PC or similar. The PC communicates over the

World Wide Web via a modem connected to a PSTN line. A similar PSTN line

THIS SHEET HAS BEEN
REPLAGED




stations t@otgpsg% rver, in response to the detection of events; Figure 8
details operati executed by stations, including procedurRsT/GB8/00310f or

i dentifying event type and procedures for constructing nessages of the type
shown in Figure 7; and Figure 9 shows encoded instructions for identifying
event type as shown in Figure 11. Figures 19, 11 and 12 showhiegbesiias 8ecafReplaced
pages di spl ayed at the 15 stations. Detailed Description

Preferred Enbodi nents The invention will now be described by

cust oner 1 or m oo L8R RoRE SR B Eat oy RN, 01 oy unit 101

and a manual |y oper afhe tégyihakbstbwidh Rigere drdxectieg Browaing SETReaeich that
platform such as an IBMPC or simlar. The PC conmuni cates over the Wrld

Wde Wb via a #b@Peraieh@y: &er er aeleera UniversaliResonrra lopstion (iRE) whiah

rovi des voice ' [: 2 . The
!to erm nal shown %ﬁﬂgygtaﬁ‘ghﬂ@%ﬁx\é@% g@%b%@ﬁﬁg@%ﬁ%@%@%w %W%F“f’&‘ﬁ"bﬁf&ﬁat or
may enter5or seUmttisadbhiificey BylthdRbmere andogipddted 16 Y- keiir peklicNthe
transmtted, in accordance with Internet protocol, via the nodem ThHe URL

is identified bYRLhdNITREREME tarRCalVing dhisdURS. tie searerdssugseanfiEbiLbWeathe

URL. In respons 1\ ;S U erver i ssu an. HTML Wb 30
page which is rg?éjé)r?{éﬁgﬁdgt%g”bggut sﬂgnéé(ﬂf g, br s, ?ﬁﬁs'r&ﬁ%ﬁ@é‘s?o%
entering a URL ghtetihgid URII &t fiadis trinalU {0 bBStorRe S¥sifef RnHIYMLPASS: oy
BT- P35- WO di spl ay on nonitor 101. The page may include hyperlinks t0 other

HTM. pages and @!ﬁéiaﬁ?@é maRital to!.i Hee wegesmayl insludeulypisirinksr tag otves, HTML
by ogr ammi e | angediand e bR nis) 435 he eS8 SREEEAbla Froiins ferred to
plurality of ageippfets’ ety otéfbd dnr e6ebrdaned! withf (oM Sald | HEgRMSHRTE' S-

The agents often have access to database facilities and sim|lar ?echnol ogy
whi ch al | ows i niPBEHBERoN to be received and entered, while custoner files

< s | ool GRS ahy P Y kS8, e SRS SRR .
Additional |y, seceh@ chitsdtdransalliey dogtomers. The agents often have access to

15 database facilities and similar technology which allows information to be
received and entered, while customer files may be accessed to present a
very personal “face” to calling customers. A call centre may include any
number of agents at a single location. Additionally, several locations may be
co-ordinated centrally and outworkers may also log onto the system.

20 A telephone answering system with a plurality of agent stations is
described in the applicant's co-pending international patent application,
published as WO 96/22649. A system is described in which forecasted levels
are translated into active agent station requirements with reference to
previously stored data. Thus, over a working day, the number of stations

25 activated will vary and, throughout the day, irrespective of the level of calls
being made, calling customers should not have to wait more than a specified
time for a call to be answered, thereby maintaining good customer relations.

A call centre is shown in Figure 2 in which a plurality of agent stations
201 are arranged to receive calls. Each agent station includes a personal
30 computer 202 running browser software and connected by an Ethernet cable

203 to a computer workstation 204. In addition, the stations include
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aEedmaty al so 1 og onto thepgysisdghoato

coor di nat e wsgdsgal | y and out wor er

t el ephone answeri ng h B BhalUr al i ty of agent stations is described
in the applicant's co “ﬁ

as WD 96/ 22649. A syst [

ational patent application, published

d in waich forecasted |evels 15 are
translated into active agent station requirenents with reference to
previously stored data. Thus, over a working day, the nunber of stations
activated will vary and, throughout the day, irrespective of the |evel of
cal | s bei ng madelephahé i myminasd o2@f sarsthoterminadt hdadests 020@i fo myoeidehaoica

specified tine for a call tp be an red, thereb | nt.ai ni ng good custoner
rel ati ons. 20 COMMURICALON\Vig,f|Prva \Aﬁ’éari“g' §ﬁ‘€ﬂ/§{’9yeng&% -gt’P‘észa iw%m%rhn@y
plurality of a aty | I nt
Gt at i on' | nol udegnmeheEioRfin 88 sBHer AGURAEEE el tolBr Brkiina he (B ShaWR

connect ed by ain Higuarentt andivice{ti208Vord dViderifvebe whilerdgems inoay 20hmmibimicate
addition, the stations i ngl yde tel ephone termpals 205 and term
[

. d nal
headset s 9206 t Wiy 8RfVEE 206\ aggnt statiops 2 anchineplecat netwask iegtatdisRed kyn
exchange 207. : @%ml L S -}
custoner term E@#%&p@gﬁéﬁﬁg@%mﬁ?n i’dﬁ?ée%f\,%lgtnéd%\}?% ﬂ%ﬁ%f?@ Nag
Wb, whil e agemtfermation fmwmagentseand,t dindiany,cfor 202 ageatsagericepleainfernsatiopl
and the local network established by the Ethernet l'ink 203. In this way, it
i s possi bl e forffom iR EYHBME 0 obtain 30 i nf ormation from agents and,

imlarly, for th i i nf ' s
BT Pae VD A communi CaCe B ESEREP I b B aT ot Bho e S Relivy 1y
in accoridance wckbrddmeepwith etheegrefamipedi arabbddinmentuat owatomap ulydulddRieintifyy aa

particul ar service while browsing HTM. pages. Upon selecting a particul ar
servi ce, comumigsigulanseryicesyhllg iPspwsingid BAGeD PO S flad PedtiqUR 5

server 204. Sirg Y cofPHi | : ' | | e
server 204, i dregr?hﬂ{:%/’i ﬁa then?;%igvelss %ﬁgﬁ%@?ﬁd@?%@%@&@% g?érh@r%(‘jttgh{g@
server 204 wil IsepesmBod c Sirailaniy, agerde | veill t e caebiabiisiest agemhusicatioono the
Communi cati on between a.custqner and an agent_ Is then facilitated by the
di spl ayi ng of #$°&Y8fi 404 GRilying themapives gSihaing aen Getive siabe RndHBe S8sYHner
station d at : ; ; ' : : p

both tneagent 2 fibommunBaRRbiT belleq pBVREP B8 SEORSEEN AR

formwhich is thdetween d custohreareswd &b egyend ig teers Exoiidated By thEhdisplayirey of laen

i ssues updated pages to both . . .
P sl?m ar page o? prompting information at both the customer station and at the

agent station. In response to these prompts, both the agent and the customer

may manually enter data into the displayed form which is then in tumn

20 transmitted to the server 204. The server then issues updated pages to both

the customer and to the agent such that the information generated by one of

the parties is displayed at both of the stations. Thus, communication between

the parties is facilitated by each station having a communication channel to

the server, without the need for a direct communication path between the

25 stations. In this way, it is possible for both the customer and the agent to

execute general purpose browsing instructions with the overall service being
co-ordinated by the server 204.

Overall operation of the system is illustrated schematically in Figure 3.

Commercial Web pages have been known for some time in which a customer

30 may access pages of informaﬁon generated by commercial organisations

which in turn may have links to additional pages offered by said organisation.
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t he custog% 82515330 t he agent such that the information generated l?_% one of
the parti € PE 8% pl mjpciteatia Reglacadhe stations. Thus, coRFEGBIPI3AH

bet ween 15 t he pa ﬁj‘ﬁ%ﬂi tated by each station having a

conmmruni cati on channel wi thout the need for a direct

communi cation path between the stations. Ifthis way, it is possible for

both the custoner and the agent to execute general purpose browsing
instructions with the overall service being co-ordinated by the server 204.

20 r ; g f LSyl

schematical ly i?\h%ipé%ér%ﬁﬁ éggﬁﬁé{r@%xg?@%be “E’gg‘é@‘gﬁg@@ ﬁ’égné eklr\‘rr]ig%affgxﬁs ggr?e
time in which amaysieseordingtedcaiadstnagdesm ef fiish tontraitstating epiniasethdimes
comer ci al organi sations which in turn my have |links to additional pages

of fered by sai dredergeshite @i dnoMmAdPages s POESBIR IoACErsSFaTKSes Previded dyment
I n which servic fygchll : WELY: - or dlnat . f.yom
a first central ﬁ%{] grqlﬁf%gﬁ%%%‘ﬁﬁ&gghg{qan@ !ro gg 'e?ﬁ%% @éﬂgsaegoaﬁ&oﬁghggégm,e It
i s possibbe to psgeahicersidreds psinyledadabigation s Bighbeleos! hopamige mby be
organi sations. Thus, unlike a conventional honme page which refers to a

si ngl e or gani saPfesantes, nvighara| &M@ enyiienpage MViRe Fceseniced plurality nofa

Java envi ronnmen | a a rald f . or ' I.ONs
i n dependence u%’gﬁﬁgﬁg%gngp geg‘gl?fi?dréer{rg:gnfJ Q#HF‘?H%{%’F ?rorre ggir?rﬁgg%s oﬁ%ﬁ#ﬁ%@ﬁr 'ons
nmay be grouped iheke egamisationy pes, beqgrbhpéd iftoosargiskdypes,Bo et Wonceaiy al

| ocation, a customer nmay identify a particular type of service, identify
particul ar requferdraiiecationr asaisiPraer Nayddentiiy a paficwar pieveleerviget identify

informatjon fro ngd.al. . suppl; [ . RQSI 140N
o provi 1ot he BBaEE, Flauenahe e BRBHERS 40E, BRY, 28 hofiaBAS
Referring to Fiigfgrenationifrtomid hubbenstpotedtisthaipplite woe maysbated sisitkirato on
201A is famliar with the provisigon of utilities, such as electricity,

water and gas eP@Vidgihegacdsiaisendest respiiedpyabe cysioMma®n 201 B is fam liar
wi th financial produ : ; It | J | | ts
etc. The physi cal logtgfelrgﬁé'gt{ﬂ fxﬁgé@é%é@ﬁftﬂgb&éé‘s@tﬁéﬁ:ﬂﬁ@%‘é, gé?@e%@%t he
agent will 10 statibo@0dA it dambier sythttRenpacsibd exfttifities! Baoks ek \abectrititye weevi ce
is aware of agent speci al :'éi es. Thus, the agent p[ ese,ntlsﬁl at .l gcation 201A
coul d | ofPon to2fthasy 8t VeV AG Gaehb sepleghal acatiay AR o lamilieharithhe

aware that enquikl r Walel I L hewl ; LT t lqn
201 B. Station g{ﬁ % i?“%%’%%éﬁ??ﬁsn@é’wgée% tt?fﬁ !ﬂ ?@%Rgﬁeaﬁgﬁ\%@éﬁgnﬁe'
The physical location of these agents is not critical, given that the agent will

log-on to the system and identify themselves; the service is aware of agent
specialities. Thus, the agent presently at location 201A could log-on to the

20 system at location 201B and the system would then be aware that enquiries
relating to utilities should be directed to station 201B.

Station 201B is presently involved with financial services and
arrangements may have been made with a number of service providers, such
as banks, building societies, insurance companies and financial institutions.

25 These are identified schematically in Figure 3 as Service Site 1 which
contains information generated by a bank, Service Site 2 which includes
information generated by a first insurance company and Service Site 3 which
includes information generated by a third insurance company.

A calling customer, such as the customer shown in Figure 1, identifies

30 a URL which relates to the service as a whole. The URL is entered by the

customer at the customer station 100 resulting in the URL being transmitted
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15 ggg@ts may have been nmade with a nunber of se?&ir;&g%@yé ders,
such as banks ui'lding societies, insurance conpanies and financia
institutions. These are identified schematical | y in Figure 3 as Service
Site 1 which contains information generated.,by a ba%gSt@&'ﬁ{\Q@e@n Ripla€ed2 Whi ch
I ncludes information generated by a first insurance Vi ce
Site 3 which 20 I ncl udes i nformati on generated mﬁm'lﬁ urance
conpany. A calling custoner, such as the custoner sh

identifies a URky Md 64l e¢itid srvbo20he service as a whol e The URL is

entered by the custoner at the custoner station 100 resulting in the URL
bei ng transmitted to Tiietraasactiosns showsy sehenmaically by ariewsddedn spsnonseiBwn

calT cent e ver yererdog YEE ntledfet ouitrd SRR BT aATUL brds, thofie

with a Java applegktopretestdon (102 ith.a Thea &tn@rhbeddéd aneref) Tike Bo¥tomer
perceived as a virtual machine within the Java environnment and, as such, is

pl aced i n5a posistation t1O0Xecnow HeEcevact @p&evi@ﬁﬂ mch'é@pm‘lﬂ“m othe Java
i nstructions applicable

t ransni

HTML page 11 om emuraameet 8pd 1 s08048 iasPadn A pasitioh '§ BRaRRBLRE f2va dbotet
schemati cal | y b)én@rtb%s? 8Rd to indklrchi8hs WehiThidId t8aks éﬁbiéﬂ e frhsrhissioh dfTM
page fromthe server, illustrated by arrow 302, actually consists of a
first page cont dhiai higMiwopage feore otiei garved ’toothéqmﬁmﬁv\ostﬁtmm higr iligaiatedt o
be supplied to th | r stat These pages are stored at the server,
as|IIustrateda‘r‘é’ﬁg’lﬁ”fiﬁgfE Végﬁpage 02 5 to web page N. In this
way, the qgust oner StaIfHéﬁaﬁ‘érﬁBb@h%thé 'fifs%tHTME%g%%rﬁQEéstﬁft@dm@étﬁét@é'b@e a
second frarre 304. The first frame 303 displays soft buttons 305, which

be sel ected by poxiw 368i agtually eossistsovica firsieage cantaining é&@é}&lesmnﬁgured

novenents of a use a d cl e e se
buttons relate t8 rﬁﬁﬁ? @r&ﬁﬁ%a@%a@pq%gmg eéjafoﬂkeeﬁ%%&fg stgtholib 'iﬁ%
204, wher eas Wgﬂaﬁ%@%@ Abicdl AAhbRSrIdrOBs NN Eadwidl Padd 01VWWdisipid@2\eb
may be displ aye hin the second frame 304. The call centre server 204

executes two sertoiweb pageiNaln biswalyt Hacustomer statioredisplaysd fiegitiram S03

first i cat 30 d f
gener al  p pose RRBTIENSGY a8 gage dhpeand FEme364 PRSIt dr AL s 5ot e
provi sion of W"ﬂuﬂ%@m@%ﬁ Wﬁcﬁﬁmp?@ $eMBY by pdsitiordiel élcm‘ser)vtehtiﬁa betton in

application server 307 is responsSible for overseeln%
response to movements of a mouse and clicking an appropriate mouse

button. Thus, these buttons relate to operations applicable to the call centre
server 204, whereas HTML. pages originating from anywhere within the World
20 Wide Web may be displayed within the second frame 304.

The call centre server 204 executes two serving applications within the
preferred embodiment. The first server application 306 provides the
functionality required by a general purpose World Wide Web server,
essentially allowing for the provision of HTML pages in response to URL's. In

25 addition to this, an application server 307 is responsible for overseeing the
functionality of the specific call server operations. In particular, it facilitates
communications between customer stations, such as station 100 and agent
stations, such as station 201B.

- The provision of HTML page 302 is controlled by application server

30 307, 'effective!y establishing the split frame environment at customer station
100. Thereafter, application server 307 supplies a similar HTML page to
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functi onaly rver operations. Inp ul
facili ta?gdsd%%(l)ﬁmmm %ﬁee . S%e&adeba%ﬁst oner stations, suchsﬁt’@f’%{ﬁz’% 100
and agent stations, 201 B. 20 The provision of
HTM. page 302 is cont |cat|on server 307, effectively
establishing the split frarre enV| ronment af customer station 100.

Thereafter, application server 307 supplies a simlar HTM. page to agent

station 201B, illustrated schematically by arrow 308. Thus, pages 308, with
their associ at eghel\SEatRPPIEIS, lUEheM E séheHARAD by3drtov S0BI eI Nt
25 at thee%;gent station 201, such that a ?tb:yst franme gggs'an a second

frame 310 are dwiipl dyanl, assdniatadt idaivby appietsar cneatesheaflsmjstamidﬁlyesonﬁiar
frames displayed at the cystoner station. ent nay
require additi GHBTOPTHELi Fnhei 8gen gl‘?h %d::gv‘i”c‘l’ rth@g E""Gs %??@rgogg

| Ilustrated in s%damaefrénetsh@ érerosépié\y@dr%&fstatrﬁsmgmrar% Hd ‘ﬁﬂst'a?xd ¥hded

with nore buttons than those displayed cust oner, ough the
entire cd | ectifames dkﬁjniay@dsatﬂhe\uudmmerostam disweneT giaen tassan dlgept m;agd at

the agent's station. The first tra 't e a BT- P35- WO ¢

Java appl et anofengS@é’é?g@ L@&Q@OWJ@T}% hagBB%Vg‘gef PR SRS BT 3{2' &?&d in
received fromt t t be
assumned t hat th@ggﬁ? &%up{%n sp?g%/%gé Eqah{(e)hgfl %ﬁ%?&%ﬁ{amortbob%ﬁnls
servi ces dealt thahhthmget tisphzgedtm dhe agestomet, adittwugh the efite BeollBotisn nafy
consi st of general banking seryices, househq&d msg{y@g %ﬁgnd nmot or

i nsurance. In tPHEONSBIYIdEd OriDe CHIOMEr S aisq disk RARNSatiemce
and i nf Ofdmt'onTﬁeflf?ét'tF%s’%ﬁtt@@b%gS SHERS IR | avd Hdoiadald 4l t?%dr’]érﬁ?aa?erse 3.

A custoner at custoner station ects an appr prlate

button 31 1, i ndbyde popped’rerties applet ootaneivadsioranie sefMer i sedpeate dmai s
trapped 10 RK the Java appl et being executed at the custoners station.
The customer std&fon now generates a nessage which is supplied to the

server identifying tahisfeRMhbleCH VA bBUHISOMPHaPERMhPES BERENs HRGIRRLVEN
interprets this nmessage and in response to this nessage, identifies an

appropri at e URLtheAusiarsageelate tbiba sseviceddekit nitht hethapagants aiiagent stationns
e O ARl ol 1 conerdi i seMiess Sbnp L eBiacs e
resulting in an,apRr&BF rdeandd., ln'tﬁ%”ékémﬁ% e léBb%n@ér Rl e¥esdthd, inDRioRE
supplied to the application server I's exanpl e shows the transm ssion
of HTM. pages iinsuranperand intoruriios relating to motor insurance is derived from service
site 3. A customer at customer station 100 selects an appropriate button, say
button 311, indicating an interest in motor insurance. This selection is trapped
20 by the Java applet being executed at the customer’s station. The customer
station now generates a message which is supplied to the server identifying
that a particular button has been pressed. The server interprets this message
and in response to this message, identifies an appropriate URL. A message
is then sent back to the applet which contains the string of the particular URL
25 required. The applet interprets the returned message and passes the
decoded URL to the siation's browser resulting in an appropriate URL,
identified as URL2 at arrow 312, being supplied to the application server 307.
This example shows the transmission of HTML pages in response to URL's.
As previously stated, forms are also presented to customers and to agents
30 from the Java applet itself and this particular detail is detailed subsequently.
The URL received at application server 307 identifies a web page
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As previ ougbwssiaaked, forns are al so presented to custoners nts
20 fromthe Jav%impdtahsﬂwsﬁdrﬁceénd this particular detlz,il %Péﬁtgg?(gi | ed

subsequent|ly. The URL l k}pl i cation server 307 identifies a web
page stored at the ser\

n turn Peturned to the selecting
custoner. Thus, fromt custoner's perspective, a second HTM. page is

recei ved, which may be identified as page 2, shown schematically by arrow
313. Wien this 25 page is received, it is displayed in the second

franme 304 at thetsrbgtzmme sshvat ivbichaigdn i, retltfee ad Hey se!@@tid{{)@@ﬁéﬁ%@. Pud
user in a way substantially simlar to operations provided by conventi onal

web pages. |n adl@n ites cusimergheerspgstiyeagsegpnd HtMhnpage is teeaived subicht ed

agent station 2 C | cal | r OW. Thus, . .
conventi onal m%}afR8%§§®h8§e$§%§é% S%W%cg’{qrﬁ%ﬁc%&byoé}g% 41:% g}/%@ 8 to
the HTM. page s@ahbak abilefads d@éﬁilé%éch% itheé QeBBhd M S04 Bt tHERYuSBmer
returned to the application server. wever, in BT- P35- WO addi tion, an
agent al s8 receistaiiont ard saate thamefltendbaprecassetdy ageer ina playcsubstantilly
position to assist. the t [ in.th rocess . .of conpleting,the form_,In
this way, the ¢ SUPiARP §§§r@§§§s Iplr(%\@'fi?lgt@ B%%Vcﬁ?élof‘?'u\gfgga‘i%wm@q briBeess
of conpleting FBQﬁ@FﬁQ@;(&g@ZE&C@a@ﬁﬁeﬂ'tB?ésﬁéo&i@t&PH@ér%té%aﬁ 2018, Fhown
transaction. Simlarly, fromthe agent's point of view and ultinmately from
t he perspecti ve sohematicaiynpaayopr HiA.dimeg, the cwventesgl waw the coattirhernt magf
obtaining a sale is greatly . enhanced. .In_a erred e diment, th
custoner is als edBH?%‘i?%a&i}y“'{géﬁ“éﬁ%ﬁ%QF% FB'[A\?QHQQF S ﬂ%?csﬁﬁﬁﬁ‘%a‘(vﬁﬁﬁhe
bei ng faqplitat geopmtion Berd® InthylBe returdbdac\EB- apMigtich s8her NBoReTER TR
is associated with an agent, the ‘customer is invited to i1dentify his

t el ephone nunberaddifions annggentaalsoneceives e isatha pagaandpps istehi the agentes
which in turn inftrléc.ts PB)(.%g?t t.0 ir,gittiateta cal lt back to tpe cak}l.i nqh
customer. Sim | &P P PREXOH, @ FSSI e CUSIOMmeT 1R BP RIPCess o EMpleing the
appropriate agefbmst @t i wayleie thsfonfercignuetikapab Beioste #BstratedCRRAGRET ON
is then established fromthé call centre back to the custonmer. In this way,
the calling custpoesassi ef gempitingge farm @nd isemephomera dkely foncamplete the

cent o and t he SEPRMPT AR Tl DR BaatE S SRe gl bR eV B b o
| ocations al | owipagspiteive UsE GRBI SoimafRk8riadingf tHh&epREeEr tD probabiliy tdfout
requiring their own equipnent.

obtaining a sale is greatly enhanced.

in a preferred embodiment, the customer is also contacted by

telephone in paraliel with communication being facilitated over the World

20 Wide Web. When a calling customer is associated with an agent, the
customer is invited to identify his telephone number. This information is
supplied to the application server which in turn instructs PBX 207 to initiate a
call back to the calling customer. Similarly, the PBX also initiates an internal
call to the appropriate agent station, such that a conventional voice

25 connection is then established from the call centre back {o the customer. In
this way, the calling customer is not charged for the telephone call.

In an alternative embodiment, a video link may be established
between the call centre and the calling customer and video booths may be
provided at public locations allowing any customers o make use of the server

30 without requiring their own equipment.

After the voice connection has been established, the agents may

THIS SHEET HAS BEEN
REPLACED




After the‘g\bcd g,.? onnection has been established, the agents may invite the
associ at ed cuats rTmsﬁheQQHesrB i nformation into a dlg‘b'f/ﬁé%sé"%’é’ge. The
Java appl ets execute rﬁﬁg rer stations and by the agent stations
are configured to ha t hey occur, such that the new 25

data is displayed | ocal I y In a substanti aI1QI convent ional way. In addition,

this event information is al so packaged into a nessage which is then
transmtted by the generating station to the server. The information

contained in t?ﬁ\gﬁ@ﬁﬁ%sd b BEbRYr H‘%nf%‘?rf?ﬁﬁﬁezaﬁﬁoﬁnﬂ%nr ﬁt@%e&sg%yéée

associ ated sta ein OI’ITB.tIOﬂ may be relayed to t assocl at

station w t houtpye. helfdva apptete@xbcetéd b;lomevcmsxomepstapon@taadmydthel agdntons
may be made, such ,as to the co%é)?r ext so as to indicate, at each

f
station, the dit@ionsnae FRANRE ft%nde BYCHS AN PEGURasHely thalcthel fe¥nd
text originati Q:ga% iOHls ?th&eﬁ%@él@ i %985?5%@ ﬁdv‘éﬂttoﬂ-&%&zﬁ%tmn this |

transmtted fromthe's s rnterpre assSoci a

used to r@dify dvest rdgenationpb ayssipatkddealtintt amessagéwisich tétme@pmémmﬁedng
executed at the associated (renpte) station responds 5 to the received

message in a way HifhSerRating stalipmtpaine: sevart The infereation cRetaited dj 3BAd to

| ocal |y gener at 0 n t
di spl ayed page rﬁgs%afge iesrs%é't:e:aa?y {J@%’r‘{%fl eg‘sygé]?ony?dswmaélné ?%@%ﬁdaﬁﬁé@n.
substantial ly syha Ia@fbrmettdmen@hmgeetay@cﬂaoaﬂhet hesauiatgt netatiog witladutobeinghi s

process is also bidirectional such that the agent nmay make a 10
nodi fi cation atm@%e@g@ﬁwegﬁraﬁP@FPP"@t%GPQ‘ﬁ%%Wérm@W wadshsweh @g teHBef or m

at_the agent staid s @ATESSAOR Phldarbel LARSILEL S AL O8RS bR e B0G0 1

a sim I nmessag ayed Tromt Seérver 1o

station, in thigigestingtibealiyustidoiert oddginstiraniro@iubb romstagssooiatid atationi ncl ude
URL' s, resultl ng in _ﬁqges of information being supplied to both the

requesting station 1€ mesgsage f@nssydRd diem Hiearsasven dhonterareied o thet er
conpl eting a f'%s%%c%@&?’stétfo BN tu}%‘éﬁ t%em%a %Qﬁ%ﬁ#@e&ﬁ/& & th Wi Lgégﬁf” .

pages obtained TTrom partlcu ar suppliers. e supplie

arrows 313 and Bk, mm'apptet bémgt‘m(m:utemhtsthecnsl%Matetagemdt@)smdtmg r@mm?eere
within the Wrld Wde revi ousl rﬁ)
the cal I1Shg cudPoér r‘%c@"’eﬁt@eé Q% 7 B yo?“ sﬁ%‘ﬂf‘fa&?fic%mé{ﬂﬁt%é?@q K‘eg’hbcf fthi s

ey oo "hy PR SR OBl Bede TRl ok pfSEPTRAE OSPRS00

message, the displayed page at the associated (remote) station is modified in
a way substantially similar to the changes made at the originating station.
This process is also bi-directional such that the agent may make a

20 modification at the agent station, a modification will be shown in the form at
the agent station, a message will be transmitted fo the server and again a
similar message will then be relayed from the server to the remote station, in
this case the customer station. Such messages may aiso include URL’s,
resulting in pages of information being supplied to both the requesting station

25 and the assoclated station remote station.

After completing a first page, it may then be appropriate to complete
further pages obtained from particular suppliers. Thus, an HTML page
supplied via arrow 313 and 314 may include hyperlinks to HTML pages
residing elsewhere within the World Wide Web. As previously stated, in this

30 example, the calling customer is interested in motor insurance and services

of this type are obtained from Service Site 3. Thus, in response 1o selecting a
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Site 3 asy ted by arrow 315. Simlarly, arrow 316 shpys. RL 3
may al so &dgﬁgégt dthis [Siyeet Hias B laced at j on. Thus, the custoner ﬁsdt%???lyn and
t he 25 agent sta \ meﬁ lsel ect a new HTM. page via the
hyperlink. In respons ng genquted by either a custoner
station or an agent station, the selected page, shown as page 3, is
returned to the custoner station, via arrow 317 and is also returned to the
agents station shown schematically by arrow 318. 30 | f agent
station 201 sel gatigulpadgpsrlinkhasfuthédt URE, sebunngs! URL Bhés sgeplledstaBedrice

directly via the Wrld Wde Wb, as illustrated by arrow 318, Simlarly,
BT-P35- WO i f t hdite 3asifestrated tiygHray pdet Pinilasyuagdy 316 shawgthat URWwBImaye

rrow 317, Honedah DecaBfferdEy $he 4ugfc SRicfl, SO, HeraRlater SHGH 85 Be..
bei ng i npl ement gebdystitith SralylbotieBEket a hewHIMLARS evia ¢ BppediAR] Web server
and, in 5 response to a single URL will return the requested HTM

page. |f ®he cal | i nglrcigspenss to 3toeinshgenaratethby Rither a sugiaresr Bigtion pow

oxecut 0q byt hebt PRt S P8 Biadol IR, B s b BN It e e
agent station, MidoflRe sMtr, GAd iPRws 8NYednd ILaldol igtgrmit fohthe888kisStatibion

making a simlar 10 request. Thus, the custonmer station, the agent
station and t hestBswnischesatieallyry arow@88f or ni ng very conventional tasks

within the Wrld Wdg Wb | I nt.. wever, . the . rall fynctjonality
of the service is grt aﬁg%%ﬂ%@ﬁ%ﬁ%@ﬁ&%%@r g?‘%ﬁ\fﬂg}ggtrﬁé’rgﬁglr%?éé‘?i‘%gr?”tc

server whhch i sgiaabRidecRPehaht Werdedee WedNes Blistkaten biytdteow B3I BOSRilarly,

station or the agent station) to 15 the other station (the agent

station or the idbectustomensialion disxglcraquests) thigmageattuwdl be refisned in a

Fact 1t at ed. by FVIENAE WG N U, Bl Mt 3980 A0 R R 1B BP% 10
application serMeied8r Fepvisdosie i Ei auf eawareTh PEOBEIGURT SENIdE being

application server 307 are event driven and as 20 ~such the )
appl i cati on wi | impemsinéectlly ithe aaleentredt piswidasna convantiopabwvebsesyer and, in

Thus,  at 18t ep atereRee fpRIde - W GuiRe et HIME RSG5 or r upt “and on
detecting an interrugttheopsiidg enstemerredatsiet paye Bhevhice @prétarneadf byadreor om

a customer station or froman agent station, control is directed to step
402. 317, the reception of such a page is identified by the applet being executed

by the customer station. This information is then supplied to the agent station,
via the application server, resulting in the agent station making a similar
20 request. Thus, the customer station, the agent station and the Service Site
are all performing very conventional tasks within the World Wide Web
environment. However, the overall functionality of the service is greatly
enhanced by the provision of the application server which is echoing
operations made by one station {the customer station or the agent station) to
25 the other station (the agent station or the customer station, respectively). The
nature of the communication provided between customer stations and agent
stations is facilitated by the application server 307. Operations performed by

the application server 307 are shown in Figure 4. |
The procedures of the application server 307 are event driven and as
30 such the application will be placed in a waiting mode until it receives an

interrupt, or similar, forcing it into a more active mode of operation. Thus, at
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25 step 402 a question is asked as to whether the information
recei Vedw‘ﬂgsfsﬁgﬁserﬁ(i?éhe&eiaﬁﬁ@sRWBAC?&* new connection or to BRVGEBI¥PPELY
connection. If the i ji{lla new connection, the question asked at
step 402 is answere w tive ang a new connection is set up at
step 403, whereafter t I's returned d step 401. Alternatively, if the
i nformation relates to an 30 exi sting connection, control is directed
to step 404, allowi ng the received nessage to be processed. This in turn
results in a ML Jay=t - 5 @rhgg ' ' to

t he custoner anft tep Rgﬁggﬁisdgﬁ%erygﬁgr@é’ign ntr%g{]ﬁgte ﬁ@%gggaﬁﬁﬁgtraﬁal

oper ati ng condntdrns, cdriaéicenppt icnatetmctisg therreseption efradata drdm vee cugtoreer t hat
call centres often ?vi de 24 hOL%I’ .servi g{e to.callin cust oners.

=N _pr 5
However, in thEalQRRL TBM 3R AGPNSIAYEThCORYRLE dgpc@dﬁp?s&qag 402 woul d be
necessary to shut d hﬁ}?ﬁé) A& i I ' r; | d be
done in a controll egy\gv]\t/gg. ugpéa qu!gs%tslﬁgél\éigsmas e@&éf‘esﬁ’g@g&ﬂ%@w
whet her $he sestvibe sevéordmses vt mwcoanectidmeor anasmexisting conhectid . ilf thet | ve,
applications are closed at ste . an rocessi nsgks%erm' nat

| 40 .
AP br ot vor y Infagmation 3 BV CRAAETOR. e BUS oA AE0 £ BLois 403 5,8P ST | he
negati ve, conty.0f. .. t L 2r acedur i tid-
Ho3  or Cser i it SEbNG B! @ RlPRofifidctich ROGHHAS ! 48R A0S, Rhhdtbafc?
question is asksstralds retunwet trestepht0 1. eljterabtively, fif the mforiiation refgesttoand i f

answered in the affirmative, an agfnt socket is, all o%at t?d at steP 502. An
agent socket r@figing CONREEAN iCMR} IS iregted; ies st Hon gllewiBguined reRsHed he
server ch th h ol t] ; i [ ess
and mesilges. o eschad Wb RRSSim C ih 1R IO i RERBH FTRIL KAy cRER
socket est abl i géesratdd which i582nt R0the customer at dibp d08mrEDSer todks agent at sent
to the agent, iIncluding information identifying the agent socket defined at
502 and at steﬁegdwﬁa guestion is asked as to whether a custoner is
waiting. Cearly, amni t : Baf A : rs
need to be associ at QSHGEMP tﬁ EP@g'e%@gﬁﬁ%F g gl’?‘gﬁ%’gﬁm%u |@§?§%ﬁn§?§%mi§/v€®gg bl e
when cust oner sactive, r giger sthiah gcalib centres adteins pamdde a2dl hwensaryest $0 acalling

avai l abl e to provide this assistance. t he question ,askedt \?vtochPA' S

hys, if
answer ed®in t h@uﬁ@@’@@. OWEYRTY Fbing tqu.t-b[tqgm‘étglq gaintenance or similar, |

be necessary to shut down the application server, which, preferably, should

be done in a controlled way. Thus, a question is asked at step 407 as to
whether the server is to be shut down and when answered in the affirmative,
applications are closed at step 408 and processing terminates. Alternatively,
20 if the question asked at step 407 is answered in the negative, control is
returned {o step 401.
Procedures identified at step 403 for setting up a connection are
detailed in Figure 5.
At step 501 a question is asked as to whether the request is from an
25 agent and if answered in the affirmative, an agent socket is allocated at step
502. An agent socket refers to a particular set of instructions executed upon
the server such that further requests will identify a specific private address
and messages attached to this address will be handied by the sofiware
socket established at step 502. __
30 At step 503 a message is sent to the agent, including information
identifying the agent socket defined at 502 and at step 504 a question is
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step 401, wensaiBtdsng the [of0) ng)cg a customer. A siml arpor/acsesiouse i S
performed if the qu ‘Jtlep 501 is answered in the negative, to
the effect that the r mﬁﬁai Ei n made by a 30 calling custoner. At
step 505 a custoner s ated, sypstantially simlar to the

al l ocation of an agent socket at step 502 and at step 506 an BT- P35- WO
appropriate nessage is sent to the custoner applet, again identifying the
private socket defined at step 505. Thereafter, a questlon is asked at step
507 as to whet raakedramgmchet@rv@cusmqna waitingrsGleady, an impertast aspeet of

I h ked
Ctop 804 | s andlinr SRR’ B Bt EUP0MeP 1904 o HEcaPToRAG MnaPOs ey

507 is ansmre‘ihéféféﬂéec%?ﬁdr{’@éﬂoﬁe;s 6ARL p&dsibhls ﬂhéﬁ%ﬁbrﬁ@m’sb?@ refde astt{'f\g?

whi ch a custoner and an agent are assoCiated together as a conmuni c
pai r. Ther eaf t exssistameesgng evhen agents efré evailable to provideg trmjasmstaheea“gws lfat

step 509 nda |mIa transmtted to 10 h ust Qner

Step 2105 Thus the flusBlionasignat 504 it ABsweinsil GRagative TS e

agent have bee%tﬁ%%@?da\}v&tsﬁ@%@%ﬁ@édt@ﬂ MiPolddiemapp! i cation server 307 In
addition, the custoner “and the sane agent may al so communicate via a

voi ce tel ephone cal |Awimhiddr, proaedure iprpefirirmed iBtHsoguiestion, asl@daaﬂt siept5@iald y
initiated by the call rocedur gentlfl d, at

) 5 T
Step 404 for prUYUEPAd HEs Ben i thiupliortais: Benpgure hes AESR MAseBY 2 ne
source of the RROBuS gie?em stdedogndl cﬁ&to?ﬁé‘rps%%%t Ré“%ﬂé‘éét@@' ggs&ﬁnnauy

destination is I rom a assomatlon ta
nmessage 10 par m;xamo dmﬁai!cmﬁtmnsafcmnagem socket @t atép)ﬁ{)amnd)at BEpe5@8 tanon
to be taken. guestion is lgf as .to. whet her a

904
new form has b@é??"?%ﬁf@s‘ﬁ‘@ﬁséﬁ?d % g€%%§?%&”§ 2Bk r?&ﬁm\/ge‘?tﬁ&m&pﬁ%t
IS I nstruct ed I&?‘é’o&ﬂég meh%m@@t@e@t RrBaNS recquésﬁomexs%ﬁééd s

at 904 is ans Int negative, contro ted to step 906 e a
question is asl&ﬁ? as i whwﬂrﬂrtmmgaenhmwa‘m:; &%l if answprgkinithetredgative lcontrol | f
answered in the affir tIVS %H%Propriate URL data is selected at step
907 but if ansd%raga'q‘ﬁ“frﬁé 12§ control is directed to step 908. At

step 9084 he questi of the qRekch aSkdP aMRRIIS04 3s LAEWLRA I e affirmative or if
the question asked at step 507 is answered in the affirmative, control is
directed to siep 508, at which a cusiomer and an agent are associated
together as a communicating pair. Thereafter, a message to this effect is
transmitted to the agent at step 509 and a similar message is transmitted to

20 the customer at step 510. Thus, after the completion of these steps, a
customer and an agent have been placed in communication via the
application server 307. In addition, the same customer and the same agent
may also communicate via a voice telephone call which, in the preferred
embodiment, is automatically initiated by the call centre.

25 The procedures identified at step 404 for processing messages are
detailed in Figure 8. At step 901 the source of the message is identified and
at step 902 the associated destination is identified from an association table.
At step 903 the message is parsed to identify its content and to allow
appropriate action to be taken.

30 At step 904 a question is asked as to whether a new form has been
requested and if answered in the affirmative the applet is instructed to show
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procedurew'g)s9 ég&gi red and if answered in the affirmative control is
directed % step 909 where the appropriate form eFVERPPYcedure
is effected. Alternatively, if the question asked at step 908 is answered
in the negative, BT- P35-WO control is directed to step 910 where a
guestion is asked as to whether a clear f ofn request has been made. |f
answered in the affirmative, control is directed to step 911 where form
clear data is generated. Steps 905, 907, 909 and 911 generate data, in the

form an encodedng new fofmhAgat sipigys.i s directed to the custoner at step
405 and suppli eg to the agent at step 406. The nessage nmay be interpreted

by the receiving apgf ¢he toestien atked tat 204t ist iesvieredsinrthesnegaiiver eoniral is
retrieve a partj.cul ar, page lch woul d then .subsequently, be faollo t he
{rans osi o ordiatadrie Stk A8 el g.duarlep S ket ogtnaer Aty itV e
applet to do s ' | SHOAN &F i 3 i

appl et. The nat'ure ggggwnessage par%eggdgﬁts%éfgf'rggﬁ'gﬁ?% strigggﬁﬂ'ﬁdeﬁ?gure
7. The ndssage is melantes ab stega@i@f butl #ranisivered) in the degativeatondrol 48 dingetedtth

i nformation identifﬁ' ng its source. This information is stripped at step
901, after the S8R PU8- has been identified and at step 902 after the

associ ated 15 degt SR I9pB RS qPEsibr q@"éél&hegsgﬁ Qh%ﬂx‘é‘reaf"‘fo?ﬁsééﬁiﬂ of

the type shown in Figure 7 for the parsing step he parsing step Pooks
at the first byrecdd@d isfrequiredrasd fgnswiered in tdensififmative bentpalris dvetted to

nmessage type. Thus, conventi,on has been gdopted. to the effect that a
i nteger val ue oteR P@Pat r?o!“?f n2RPTPBRAE gﬂr nCaWBE PLPGROUSE B r‘%%‘%%fgnts

a new HI{d pagg?dteﬁﬁaﬁmﬁ%fhezauesﬁon é{sg{éaeapét?ﬁ dRPls ated ih %é"n%@bﬁv@“d

I nt eger val ue represents a formclear. e next byte at locatfon 1002
i denti fi es the cumtiobis direstelstegsiept 9y where lEatuéstiom jsaatkedf as e whethege. | n

t he exanpl e shown, integer val ue, 3 has be ent er ed, byte 1002 show n
that byte. 1003 4% ETTORRUHER Peepatads. f aGB8Stechis: oA RHuS: G Heeage
length, wth thédiead tdsb RaShhdRTor Qar bfd isbrepatddf Urther nessage. The

byte at position 1001 i1s an integer value of 1 indicating that the nessage
represents a new f or&tepsHid, 904, P8 Emds21 t genbiate idatayrindhé dorm sheermpodeti on

e g P, SOsidd, o I YBE 0 0 Mg T S g0 B BB 7,
the nessage. Thient!dietaRU06STRe niessegaimbP®eeinidtbReed by the receiving applet
to the effect that the browser is required to refrieve a particular page which
would then subsequently be followed by the transmission of an HTML page.
Alternatively, the message may instruct the applet to do something with one
20 of the forms generated by the applet.
The nature of a message parsed at step 903 is illustrated in Figure 7.
The message includes a header ideniifying its destination along with
information identifying its source. This information is stripped at step 901,
after the source has been identified and at step 902 after the associated
25 destination has been identified to produce a message of the type shown in
Figure 7 for the parsing step 903. The parsing step looks at the first byte
1001 of the message which identifies the particular message type. Thus, a
convention has been adopted to the effect that an integer value of 1 relates
to a new form, an integer value of 2 represents a new HTML page, an integer

30 value of 3 represents a form edit and integer value of 4 represents a form
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| ocati onswar ss/@iseect ed to step 905 which in turn identifiepcigasappiiorriate

form BT- P35- WO t oTHieSHdé $ipd BegeRlepbyedt he appl et. This information is then
bundl ed up into an ap ge which will be understood by the
receiving applet. The n packaged to include appropriate
' y
5

header information so e transmtted to the stations using
conventional Internet protocols. Procedures executable by the
custoner stations and the agent stations, defined by HTM. applets, are
shown in Figure 8. TH&epne&xddude atilscatioent O0R iidentifiehethef murabeit of sebsddifEhta

i rected to stopvipsgal RITEpa of tob MESaBs: Mol SUasRECHENE.JhiRaer ke ho
1 conai st of HaCdSST T eRT AOGRL R0 RO TECHIE TR o3, 1USA sHRIRE!
i tsel f instructiifg5iconstitude dhedyll froesdage lamgth,mwith dhe aiexteiiyde qidsition 1006

e o Pl 0 AN b e BRSO S0 e B S
to step 1101 11 PASAENEINR e e RRisaHy S RRW B dnus, I Rephde 6

negative, cont r ¢iisiisfotimaton ethe qusstiom biRdd witestepaOtriasill i en answasddedh dset 0
whet her an HTNL@&?’&‘% I quest haf beeﬁa@r eceived fromthe server, If this
question is ans tive. B RPFTeREU0¢econtpias| heantagesaie jof 3 jwlicating 3
activated to reggei e iaS i ep
1105 Tesul ting PREHSTHA Paset tue messBBETTANS FRARe b e B EEE firse P
the secon@ franmmcatibes asd tizected o stdp G5 watalr inddrrt idestifgs theCdppropridtedorm

guestion asked at step 1104 is, answer i.n . the negative, control is
directed to stef Pfo%‘gﬁﬁé(?é by Hl?e@??‘&ﬁd.f@sa@{%éﬁ‘aﬁgn 1% Hipfe OneAlechEp IRlsuan 25
has been receiv ?@é e [ =Y g | IGe | f
this question i gggﬁaﬁﬁ% | n%ﬁeﬂﬁ'gggw{?’S?“%%érgeﬁlﬁ’tah%’rjmﬂ‘%%ﬁ%%%?’%@efhe

pl ace, having f adssdgeli$ thdn packagstdsiodnduds rippadpriate hebdenpdotmtivhego ikl 1.

& questi on i s adNBEY e SeERERMEIone BABE HSG KDV EINEL IS A PIBIRIOsE
Lesn D038 ey EroserABBES s 1 B4 LR BN o e AR SR,
However, if thedeafieed byiiTML applets, are shown in Figure 8.
The procedure is event driven therefore at step 1101 a wait state is
entered whereatter, in response to an interrupt, control is directed to step
1102. At step 1102 a question is asked as to whether the information has
20 been received from the server and as such whether it consists of an applet
command. This is an instruction to the applet itself instructing it to display
further information or make other modifications to the displayed HTML pages.
if the question is answered in the affirmative, the appropriate applet function
is executed at step 1103 in order to effect a change fo the display and control
25 is returned to step 1101.
if the question asked at step 1102 is answered in the negative, control
is directed to step 1104 where a question is asked as to whether an HTML
page request has been received from the server. If this question is answered
in the affirmative, the local browser is then activated to receive the HTML
30 page and control is directed to step 1105 resulting in the HTML pagé being

displayed as a page of information in the second frame, whereafter control is
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BT- P35- WOyaskgesksad step 1107 is answered in the negative C?’?f?{@é@’d%m

directed to Step 1108. Interrupts may also be generated by
browser. Such a situation may occur if the browser is required to nove to a

separ at e page, thus rermw ng the left frams1c§3 For exanpllh%s‘eegHg%thg ace?

W thin Java as 5 "stop" may be called that the a

tidying up operations before it is closed. Under these

woul d be arranged to cl ose the socket connection and to Thus
it should be undsysiapth §tBpt110he "end session” event could corre fromthe
browser in addition to comng fromthe keyboard or nouse etc.

At step 1108 the everiithteyp@s ign |aabm pt lep Hi4 latanswepedmﬂQemagwmtcmmht

t denti f Thi t tr t
b the type i 11 i Rared 0stP ol WEEREA ibsfin iR aSkit 55 36 sulRel e Boife
server at step %éélbee}ﬁ)/&:eh\)é'ﬁtfréﬁté Q@§b65rdt(h%ds)ép& éxﬁﬂapﬁéféﬂﬁﬁu@%e@i‘éégt!f

I dentification, required by step 1108, are shown I n Figure
These condi st ofthideq‘uesmng i ahawetas! lmptime regadivenno vitiusr actionumay rtekei place,

obronr are. - Thaeviaaed slitbes 64 td sftis il SopelTefoer ot ar
type of event '?he%]%hééf&gas?éd é?%brﬁbﬁbiﬁ a?%ré&%t}ﬂf‘gfﬁﬂgéﬁwtae%@estz% ds

associated with the event are returned as require
This al |l ows eaclaskeenat, siepi ¢h0Iws towdiethenthia rapmentsoaenemrﬂ ofas%xcm:tlrf on,

a button press or _a text. entry_etc.being. uni.qu f.ined s

i nformati on may 3HEW ?ﬂ%‘il'?e €t %fﬁfrﬁ@t'\éeer trgf rfg ‘ﬁé‘%ﬁ%& G}[ ﬁg?y efehglf‘ethe
server ungerst afé%’bhcihﬁ‘\ isiodiPahd thd BrdcBAlre epfiied Mawé@@r , ¥3h¥ Qfuestion
appl i cation, ver Ittle processing being provided by t

appl et itself, mkedta’taate;a odi isi arswerad ipdbe neggtibe costrar medzrexaedi tocstepe
I ni echoe ation. nts in_Java may

o g S ot 905 BB, 05! B AP 7158 hSn Rk slAh e
Java envi r onnentsy Ahén ‘nhanet@FiPHd Brstskras’ reH@FétPEb hioveald! é’dselé)&rétb%ab%va
virtual machi ne whenever "any event occurs in a conponent .
nmodi fi cation, t ltihgs femq\smguge\}wfhfram;ep&ooiexawm theametrmIdelmqurawhanda\tawea
calls var1i5o us e\(,e,[rétp,, rr‘r‘?‘anyd & rcgﬂedﬂ' sorﬁgaeirthé %p% (rjforms rt;gymg uepnct);')erations before
it is closed. Under these circumstances, it would be arranged to close the
socket connection and to remove forms. Thus, it should be understood that
the “end session” event could come from the browser in addition to coming
from the keyboard or mouse efc.
20 At step 1108 the event type is identified and at step 1109 relevant
event parameters are identified. This information is constructed into a
message, of the type illustrated in Figure 10, and this message is supplied to
the server at step 1111.
Java instructions of the type for performing event identification, as
25 required by step 1108, are shown in Figure 8. These consist of defining a
handle upon an event which in turn returns parameters defining the event
target foliowed by other parameters where appropriate. Thus, in response {o
instructions of this type, the particular type of event is returned, as required
by step 1108 and parameters associated with the event are returned as
30 required by step 1109. This allows each event, which may consist of a mouse

movement, a selection, a bulton press or a text entry etc being uniquely
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BT- P35- WwWOvag6456vent hangl{l ers maﬁ be used to | ook for thepfpigEpahogowW

bei ng renoved, the B bei ng pressed, check box changes being
made and key presses H ﬂ
action to be uni quel

within text fields. This allows the

whi ch agyappropriate message may be 5
generated. A typical interaction wll be described with reference to
Figures 3, 10, 11 and 12. A custoner initiates a session by browsing the
Wrld Wde Wb and identifying a page of interest. Custoner then issues
URL1, as shown definedguch tBat feiioiermatian msay be shppliest iorthesiereer infthe fayef as
i ndi cated by arrow 1 Lch i | spl ayed. Qn nitor,304. The
di spl ayed page Wfﬁs%gﬁ tggﬁg‘fe{ﬁ%%ef iuﬁ'ggﬁg%n(&(% @?%fﬁ'g‘ﬁd?“i ¥ tIBFBLRrQC%FeQnd
makes use of cOiv e SBRR ARMCEECHSAINS vehH GhHieasrdcBEsiA w@i SviB¥d pe.
The HTM. page iq'ssp/di vided into a first frgurre 20%1 to t%e | € tpgantd amgfeg%ﬁd
frame 2002 to tapplel iigelf, stbk that 8 medited HIIMbIpage waftbel Beturmnedob@ckotes thehi ch
may be sel ected,..prefe |y by .manual epation of .a nouse in a process
conmmonl y%? ef er r‘@@g{"&g §£E%%EIE|%{§%€P%‘P?‘SER {her%tﬁgr 51669nd; spl ays pages of
| nformation whi ch megydiRs YRR rhP Bt ifferdrited BpRA Rlinfier W FAMARAS ERMRNY
server addressable by a universal Tesource |ocation. The display shown 1n
Fi gure 10 reprdsead Smetteods’ vgthinlitselJaya perosiodewr20The “handibEnenifEvarst \d)te
and is the starti 0i nt. for all subs ent .interactions. Fromthe user's
o1 nt of vi ow TRITE] fegier BY dfie Jnls SR st ShoFeV Tt SP oSPiv 18 FURL
al though the figghos@dntl Wihdae rdumdades, & AR 8Lt WAk ga@ df%@pﬂaagf%e&
subsequent URL's 1n order to present the conplete 1magé. Left frane 1
i ncl udesiG sof tpibee taod BeoTallstvariohe dvegehdntiess in oederdadattgnaintopthessverd.

this 25 bugton a cal] is made is to the seryer indicating. that the
cust omer wi shes! R4S e8Y I%‘%’P‘Fﬁ@%ﬂﬁﬁ 2’% Péﬁgvﬁot Tf’%f%{'gg?ﬁ %OFme idght beinghe
di spl ays a nes t+h) e 3 t i
caller is invite t\}g(af itﬁ%sﬁ(ﬁ%?hgfit Pgﬁgﬁ}%tﬁ) eptrnu g? %gﬁgkttﬁsekn%gge esé {E)%!engcal I
me button. A teahapgbamnd keynbressés beimgesrddradnwitieirttexidield) Ghisaliow$ el astion
appl et may include a routine I ch 30 . makes a further pronpt for .the

t el ephone nunbdf ﬁ’ﬁ tqﬁ%ql{?élfld%%tff% YEIEE i@ AARORRES B?ﬁpﬁﬁgga"ﬂaé’i &hone
nunber hfg beeny g afcd. BT- P35-WD After entering a tel ephone nunber in

text box 2004 and activating call
A typical interaction will be described with reference {o Figures 3, 10,

11 and 12. A customer initiates a session by browsing the World Wide Web
and identifying a page of interest. Customer then issues URL1, as shown in
Figure 3, which results in the return of an HTML page as indicated by arrow
20 302, which is displayed on monitor 304.
The displayed page may look something like the example shown in
Figure 10 and makes use of conventional web browsers, such as those
supplied by Netscape. The HTML page is divided into a first frame 2001 to
the ieft and a second frame 2002 to the right. The first frame displays soft
25 buttons which may be selected, preferably by manual operation of a mouse
in a process commonly referred to as “clicking”. Right frame 2002 displays
pages of information which may be popped from the Java applet or obtained
from any server addressable by a universal resource location.
The display shown in Figure 10 represents the first display provided
30 within the service and is the starting point :for all subsequent interactions.

From the user’s point of view, this image is displayed in response to issuing a
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me button nmessage containing an indication to the effect t he
call me but %236 % bagnshas thameektpaeed i ncl uding the tel ephBﬁE"%‘?ﬁ?f@‘g’?&

entered, is transmtt r 204. Routines previously described

are executed 5 at im\!ﬁ)gﬂ“ ig} order tqQ associate the calling custoner
wi th an activated age : en an aégoci ation of this type has been
made, a nessage is returned back to the custoner station, which is

interpreted by the Java applet resulting in new fornms bei ng popped by said

appl et as Sho""”siingié: LRI Sthough the first return padd inchies an applet fofthé ading Bf
Figure 11, franme 2002 displays a new nessage to the effect that connection

has been est abl sshesfjueht &4RL'2 00 orderiodirepentyiheacomplets imageflLefoframbu2@ins

o o P il 8 B Bbn B i S 5 i, PR
exanpl e shown, gﬁbﬁ cllist RBde { o fied 8bs8r ?}rﬁi}c‘gﬁ!@%{tﬁ%&lé%&?gﬁwi%s to 4

second button 2 relates to training, at on 20 tes to
conmuni cabi on, asfablisi comuricat@Bivith ehaagentt Bhe rightframendisplays fat inebsagan

2015 | at t 1 ) ddj.tion, i xth tt 2016, .sel ected
ahi oh takes ¢ hotaus ShagiandSifs a7 bebagiadsnudne sltsiommien teil if e,
In this exanpl eﬁi&ﬁﬁorﬂ@ﬁ&mﬁs} 8R4 he&iPhlesUhs A1 704 buRSH.AN I8 He? €0

interested in obtaining insurance. TEI s activation is ggt echgn%i’g{The Java
appl et bei ng exentdred injext bdwe2084Ensl $eatavenapplet oty inglude a roetind evhich

bei d by t | et ' ' 12. Sim | , _thi .

ni oPnat | on i 5. EIAKGSLS IR PRIPGT hetelspdgns iars b Fell Tim Lo A0P3 s

transm t oSt m | 3yt bRl Ateldpnbie GMr rekHdeilbriiyfy. that 11s Tespective
a simla

appl et perforns operation resulting in a simlar form
bei ng popped. The neWffeoemierag = tedephdne Migberinli2xt ban20684 sndfadtivaing atlh

fields of different ¢ effectivel ronpting the custo nt er
nfor mati on. A 14 Byt go0s Feessads chalAnBG RN HHiGRIA LS e QiRst firbins Gall
pronpted to ent gtq bﬂ&bﬁﬁé@g%een' éctﬁ%?ecﬁgnc%flﬁ&&dﬁﬁ%qg?g%lgbﬁoﬁ@'ﬁ%n%%?et egih

i ncl udes the text "name". secon 2023 t akes e form
of a pull-down istranswhitieh todke sereriiddde Rotinds pedvidlisly descried arfd exatudeP 1

Those avdP: abl o 185 SRS PRB R SROGEHS dhe SIS PHEPRoR LIS 5 AFiaTeD
field name 2024 jaehhsiahign! @Hen 4 BS&aciatrSoMnisifypb! isdb&8H a2 a fnessage
I ncluded for the“address wth the text
is returned back to the customer station, which is interpreted by the Java
applet resulting in new forms being popped by said applet as shown in Figure
11.
20 As shown in Figure 11, frame 2002 displays a new message to the
effect that connection has been established. Frame 2001 now displays a
plurality of soft buttons which allow particular product types to be identified so
that appropriate application forms may be completed with the agent's help.
Thus, in the example shown, a first button 2011 relates to insurance services,
25 a second button 2012 relates o training, a third button 2013 relates to
communication, a fourth button 2014 relates to travel, and a fifth button 2015
relates to mortgages. In addition, a sixth button 2016 may be selected which
takes the user back to the previous display, as shown in Figure 10.
in this exampile, the user selects soft button 2011 because the user is
30 interested in obtaining insurance. This activation is detected by the Java

applet being executed upon the user's station, resulting in a new form being
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"addr ess'wo blygs46ldr ess takes the formof a text area and hﬁ;z, abPdosigPars S
2026. Custoner fiel dh@G&E’tHathedﬁﬂﬁrq ed by a field | abel 20 éand consi sts

of a first selection i o button) 2029 and a second simlar
button 2030. A caller omer or ,gay not be a custoner, no other
possibilities are available, therefore if one of these selections is
enabl ed the second 10 becones automatically disabled. Thus, the caller
identifies hinself as a custoner or not a custonmer. This field may be

nmodi fi ed whet hegogperl by teoappiet as shown iirs Figuge d@s Simitrlypthigtirfaswationdis ailser
etc. Finally, field 2031 is a pull-down field identified by field nanme 2032
which in this exangnidtednas Rdeessrge detthe) fatYeRWRICHyige turmnTHaasMits csidar
may 15 ent. £ i .eld. I ' from
the pre- progr aiasElan B SacisEydh S P A8 BpERNE BoiEL REIbRs
interest in notgmilanepertion redlitieg ires sinvitdrifovgn beilgl pappiedbut t on 2003, branch
exchange 207 will have initiated a voice tel ephone call back to the calling

cust omer uch that theengw form, Asselpmp inddougel Zgenisisiagf diveAatadielis ekt e

in this way. Th u . r ' | o Jel quesk.l ons
may be asked an@ﬁ?ﬁegﬁg@eé;ﬁ ﬁﬁga{)erhg@{ogﬁe&g{g|h§tée}§sg%r88%#onme+t§?fr§éﬁg&?&IAﬁ{?{
custoner coul d fayeaiif i euldxy DeRERavhRS: ek eustoptet isi grompted t6 agtef Miesir
agent could type information in resgonse to verbal information provided by

the custonmer. ThMgslt has anggaseciated deldoame 03B maighhinsiusies dae fewt name”.

form To ensure that NIEOHSIHACTE RN BR3hmh et LR e Rt e
reduce t{@ riskpdlentdredcumtiRines tbe fdioA0MJot, hfteBRANER, indRticuRAContHbSBnay
information is entered b%/ryelther the custoner or the agent, 3 this

0
information is besslaciadirpm agayailadietonithe pudriowsuseieetinn. thie fisigshasn
provi des an env%trﬁﬁﬁiggﬂr?%fa/\ﬂéﬁ‘g %ﬁﬁ%ﬁ&e&fqgée I f custonmer and agent are

BT- P35- WO conpl e sane _ wev ~ds previously described, the
agent and the cust onarsifilar field eawee 20R8NE idtilfied doc e apdasdsblith the text

i dentifying text which has been identified locally or has been received
from the renot eagggessthdhgorddress tales tharierm eha taxt\arearand has eeimbass
di spl ayeg: so thg@ziither the 5 agent or the customer may press a
button to0 reque 1 new HTM. page for

Customer field 2027 is identified by a field label 2028 and consists of a
first selection button (or radio button) 2029 and a second similar button 2030.
A caller may be a customer or may not be a customer, no other possibilities
are available, therefore if one of these selections is enabled the second
20 becomes automatically disabled. Thus, the caller identifies himself as a
customer or not a customer. This field may be modified whether the customer
is an existing customer or a casual browser etc.
Finally, field 2031 is a puli-down field identified by field name 2032
which in this example includes the text “insurance type". Thus, the user may
25 enter text in this field or pull-down to make a selection from the pre-
programmed entries. Thus, the calling customer may identify an interest in
motor insurance.
After activating “call me” button 2003, branch exchange 207 will have
initiated a voice telephone call back to the calling customer such that the
30 customer and the agent may also communicate in this way. Thus, as a

customer enters information in the field, guestions may be asked and the
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di spl ay i nwbhegsgdssght frame. Wen the form shown in Figure g-hagsshasi
conpl eted, appropriate further action may be initiated by the custoner or

by the agent. This may result in the generation of URL2, as shown in Figure

3 with the subsequent 10 reception of ayyeb page from service site 3.
BT-P35-WO Cl ai ns 1. A et hod of conmuni ca%| ng between a first station and
ab second station, conprising the steps of establishing comunication

fromsaid first station to a serving neans; establishing comrunication from
sai d serving measgentomagi provieordsistaiceo rSimilagyl ay caling | custaneproouf inage
information at bgoth said first station and at 10 sai d second station;
recei ving user gaiieHlY cOPYRIRT| A KE¥RRAEe Do WHSH sASSIhengoent i Re
either at said fj : t i . eIk i i aid
user generated i’h@&%ﬁ%ﬁ%ﬁ%t nsgtto?%r@afﬁ ﬁ@@?’g‘g a? ?%ﬂ%dngpg?ggggﬁée@gﬂg

station and, at mgpirdid disstavailablie do pidvide further informatint andglakification, seers tdat a
specifying_ desired pronpting informatjon; requesting said pronpting .
i nformati oh f rorﬁ%?‘ﬁ*etﬁﬁt‘é‘sé‘gi]%éom gt @atoem. ip tansyme dhatole mjerrption: is;

receiving said p QP i i J Rt t i ] to
sai d request; 20é ét’e%d {2{ g?ﬂ@%ém ?\ég saitﬂgsr%g:?ftﬁ?z%}ém%ll F}c‘; sal @gstﬁe
serving neans; afghralctisai d second station: receiving said specifying data

fromsaid server; requesting sai g@gronpti ng information fromthe renote
source in accordance Wa¢htiRg infar@edpy de esjseed Dy;aigen e cusiamersor the agent,

recei ving said DEA 4.Af; [ r r [ to
Sai d request. 2 R RIGRRRA (SIRELRIaL BRVETo Bl 3P Sl gt FREAML
said firstQ st atigovidestdra¢redronoreny whict appedre tobkbave iftaastomert dng agent are

serving neans. 30 3. A nethod according to claim2, wherein agents at
sai d second completing the same form. HoweVer, as previously described, the agent and
the customer may perceive slight differences, possibly identifying text which
has been identified locally or has been received from the remote end. The
soft butions remain operative when the form is displayed so that either the
15 agent or the customer may press a button to request a new HTML page for

display in the right frame.

When the form shown in Figure 12 has been completed, appropriate
further action may be initiated by the customer or by the agent. This may
result in the generation of URL2, as shown in Figure 3 with the subsequent

20 reception of a web page from service site 3.
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BT- P35- WWV@P3BEH i dentify their availability to receive cROMGBIGMWBIONS
fromusers by contacting said serving neans. 4. A net hod according to
claim 3, wherein a tel ephone call is 5 established between a user

and an agent in response to said commgmications bﬁ;k%ﬁ est abl i shed
bet ween associ ated stations and said serving neans. 5. ot eplaced
according to any of clains 1 to 4, wherein said 10 ! 4 H ute
br owsi ng instrt;tzltﬁi’.ons, transmt resource | ocations and ¥ [ d
pages of infor R from said serving means. 6. A net hod according to
claimb5, wherein encoded pages include executable routines to present
nodi fi ed pages at sajd stations., 15 7. A nmet hod accordi t ny of
clains 1 to 6, vvhere+'n da ameﬂ?ﬁﬁé’g W@u&fgﬁngsb%@ﬂea E\%ta&ﬁ@%%a%{p #hd
transmtted to §AR4SSEYbNIcIRBASINngMens of e : m diNg
to claim?7, wherel ﬁdsgt:ég servi Eg mganspt ranssr%a?hsshg1 cggg@‘%@%es gﬁﬁ? sgtdﬁ'
associ at &1 st atfirehstation teeapendmey treeangcei vi ng sai d nessages. 9 An
apparatus for the provision of commpn jnformatiqon tg a first 25 |
station and to a sec%ﬁab%%?mg Sﬂfn”ﬂ%caé}%‘a&%h%a’ GIRPYING iMean i Saidopecond
est abl i shi ng cw.cation fromsaid first station to a servi-ng neans;
means for establishi'ng comuni cation fromsaid serving neans to said second
station; 30 displewmgssirhiar plosyitmgi infprisiatioh at bpthosyid ifirgy statforr awed Bon
both at said first station and at said second station; BT- P35- WO neans
for receiving i sgedid gt888Ndat a in response to said pronpting information
ei t her said first | ' (Malak n :
di spl ay?fnog sai d userreg%ﬁﬁer{r%?%%{q@ o§%&%ﬁ§§%@%§§%gﬁﬁsfﬁgsgga ﬁrJrﬂﬁtmg
information at either said first station or said second station; and

displaying said generated information at both said first station and at

said second station.

15 2. A method according to claim 1, wherein a user at a first station
initiates communication to make contact with said serving means.

3. A method according to claim 2, wherein agents identify their
availability to receive communications from users by contacting said serving

20 means.

4, A method according to any of claims 1 to 3, wherein said
stations execute browsing instructions, transmit resource !ocation§ and

receive encoded pages of information from said serving means.

25
5. A method according to claim 4, wherein encoded pages include
executable routines to present modified pages at said stations.
6. A method according to any of claims 1 to 5, whersin a
30 telephone call is established between a customer and an agent in response

to said communications being established between associated stations and
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station and said second station, wherein said first station conprises 5
neans forWPARP ng from a user data specifying the desir RETERANIOIIAG

i nformation; neans for requesting said pronpting information froma renote
source in accordance with said specifying data; neans for receiving said

pronpting information in response to said 220 requesiys r
transmtting said specifying data to said serving meansm im”ﬂmd
second station conprises: nmeans for receiving said specl ¥Vl i i,

said server; neans for requesting said pronpting information fromthe
renote 15 %%‘3?’8@’"?91 @08r dance with said received specifying data; and
means for receiving said pronpting information in response to said request.
10. Apparatus according to claim9, including nmeans for initiating a 20

t el ephone cal |l bet wedn sahdnsthetianterding te spyrfelaimsshital 65 wiierein narually
associ ated thr og&_perg%ldj 43t 1§ 8%caled 3s a message and transmitted o said serving

5 means.

8. A method according to claim 7, wherein said serving means
supplies encoded pages to associated stations in response to receiving said
messages.

10

9. Communication apparatus comprising a first station, a second
station and a serving means, including

means for establishing communication from said first station to said
serving means,

15 means for establishing communication from said serving means to
said second station, wherein said serving means includes means for
generating encoded information for application to said stations; wherein

said stations include means for displaying pages of information
received from said serving means and for receiving manually generated data

20 in response to displayed prompts, and

said serving means includes means for receiving information from said
stations and for issuing substantially similar information to said first station

~ and to said second station.

25 10.  Apparatus according fo claim 9, including means for initiating a
telephone call between said stations in response to said stations being

associated through said serving means.
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