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MESSAGE REROUTING FROM AN E-MAIL ENVIRONMENT TO A

MESSAGING ENVIRONMENT

CROSS-REFERENCE TO RELATED APPLICATIONS

[0001] The present patent application claims the priority benefit of U.S. provisional patent

application number 62/927,892 filed October 30, 2019, the disclosures of which are incorporated

by reference herein.

FIELD

[0002] The present disclosure relates generally to facilitating routing of communications. More

specifically, techniques are provided to dynamically reroute messages. For example, embodiments

can redirect a communication from an e-mail environment to a messaging environment in order to

perform services with one or more clients.

BACKGROUND

[0003] Clients often use e-mail to communicate with users on a variety of topics. However, the

widespread popularity of e-mail has led to an overabundance of e-mail messages being sent and

received, with as many as 1,216 messages received each month. For example, it is estimated that

124.5 billion business e-mails are sent and received every day. However, in 2018, business-to-

consumer e-mails only had a 20.7% open rate, with a click-through rate of 4.2%. The average user

response time to an e-mail is 2.5 days, average conversion rate is 3.3%, and 90% of e-mails are

spam. Conversions are measured as someone taking the desired action, such as a sale, coupon use,

form completion, etc.

[0004] SMS (short message service) is a text messaging service enabling text-based

communication between two mobile phone devices using standardized communication protocols.

MMS (multimedia message service) is a messaging service enabling communication between two

mobile phone devices that can send images as well as text using standardized communication

protocols. Messaging services are convenient for users in that they enable asynchronous

communication, alerting users when a message comes in without the users having to pay constant

attention as they would during a traditional audio-based telephone call. In contrast to e-mail, the
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global average open rate of SMS in 2018 was 95%, user response time is 90 seconds, and link 

click-through rate is 19%.  The average number of conversions is 32%, an average of only 178 

text messages are received each month, and only 1% of text messages are spam.  Similar statistics 

exist for other messaging channels, such as Apple Business Chat, WhatsApp, Web Messaging and 

Facebook Messenger. 

SUMMARY 

[0005] The term embodiment and like terms are intended to refer broadly to all of the subject 

matter of this disclosure and the claims below. Statements containing these terms should be 

understood not to limit the subject matter described herein or to limit the meaning or scope of the 

claims below.  Embodiments of the present disclosure covered herein are defined by the claims 

below, not this summary.  This summary is a high-level overview of various aspects of the 

disclosure and introduces some of the concepts that are further described in the Detailed 

Description section below.  This summary is not intended to identify key or essential features of 

the claimed subject matter, nor is it intended to be used in isolation to determine the scope of the 

claimed subject matter. The subject matter should be understood by reference to appropriate 

portions of the entire specification of this disclosure, any or all drawings and each claim. 

[0006] There is a need in the art for improved and intelligent rerouting of communications from 

an e-mail environment to a messaging environment.  A network device (e.g., a user’s device) may 

be used to generate an e-mail to a client device (e.g., a business’s device).  A communication 

management system may intercept the e-mail and extract, from the e-mail, an intent or request of 

the user. The communication management system may transmit the intent or request over a chat 

communication channel, through which an agent, using the client device, may review the intent or 

request via a chat window.  The agent, via the client device, can submit a response to the intent or 

request over the chat communication channel to the communication management system. The 

communication management system may generate an e-mail to the network device that includes 

the response and a conversation history between the network device and the client device.   

[0007] According to a first aspect of the present disclosure, there is provided a computer-

implemented method including: receiving a request e-mail message addressed to an account 

associated with a client, wherein the request e-mail message specifies an intent to address an issue; 

identifying a recipient for the request e-mail message, wherein the recipient is associated with the 

account; training a machine learning model to perform a semantic analysis of e-mail messages to 

identify intents expressed in the e-mail messages, wherein the machine learning model is trained 

using a dataset of input e-mail messages and known intents included in the input e-mail messages; 

using the request e-mail message as input to the machine learning model to identify the intent; 

updating the machine learning model using the request e-mail message, the intent, feedback 

corresponding to identification of the intent from the request e-mail message, and the dataset of 

input e-mail messages and known intents; transmitting the intent and additional information for 

identification of one or more resolutions for the intent, wherein the intent and the additional 

information is transmitted over a chat communication channel, and wherein when the intent and 

the additional information is received by the recipient, the recipient can determine a resolution 

from the one or more resolutions and respond using the chat communication channel; receiving a 

response to the intent; generating a response e-mail message, wherein the response e-mail message 

includes the response and a conversation history associated with the recipient and a sender of the 

request e-mail message; and transmitting the response e-mail message. 
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[0008] In some embodiments, the intent is transmitted to the recipient with the conversation history 

associated with the recipient and the sender of the request e-mail message, wherein the intent is 

incorporated into the conversation history. In some embodiments, the account is associated with a 

group of recipients and the method further comprises identifying the recipient from the group of 

recipients based on the intent. In some embodiments, the account associated with the client is 

further associated with a skill and the recipient is identified as a result of the recipient being 

assigned to the skill. In some embodiments, the method further comprises inserting a header and 

footer into the response e-mail message, wherein the header and the footer are associated with the 

client. In some embodiments, the method further comprises polling a client server to receive the 

request e-mail message. In some embodiments, the method further comprises receiving another e-

mail message, determining that a conversation session corresponding to the request e-mail message 

is active, and transmitting a response to the other e-mail message. The response to the other e-mail 

message includes an instruction to utilize the conversation session corresponding to the request e-

mail message. 

[0009] According to a second aspect of the present disclosure, there is provided a system, 

including: one or more processors; and memory storing thereon instructions that, as a result of 

being executed by the one or more processors, cause the system to: receive a request e-mail 

message addressed to an account associated with a client, wherein the request e-mail message 

specifies an intent to address an issue; identify a recipient for the request e-mail message, wherein 

the recipient is associated with the account; train a machine learning model to perform a semantic 

analysis of e-mail messages to identify intents expressed in the e-mail messages, wherein the 

machine learning model is trained using a dataset of input e-mail messages and known intents 

included in the input e-mail messages; use the request e-mail message as input to the machine 

learning model to identify the intent; update the machine learning model using the request e-mail 

message, the intent, feedback corresponding to identification of the intent from the request e-mail 

message, and the dataset of input e-mail messages and known intents; transmit the intent and 

additional information for identification of one or more resolutions for the intent, wherein the 

intent and the additional information is transmitted over a chat communication channel, and 

wherein when the intent and the additional information is received by the recipient, the recipient 

can determine a resolution from the one or more resolutions and respond using the chat 

communication channel; receive a response to the intent; generate a response e-mail message, 

wherein the response e-mail message includes the response and a conversation history associated 

with the recipient and a sender of the request e-mail message; and transmit the response e-mail 

message. 

[0010] According to a third aspect of the present disclosure, there is provided a non-transitory, 

computer-readable storage medium storing thereon executable instructions that, as a result of being 

executed by one or more processors of a computer system, cause the computer system to: receive 

a request e-mail message addressed to an account associated with a client, wherein the request e-

mail message includes a body, and wherein the body specifies an intent to address an issue; identify 

a recipient for the request e-mail message, wherein the recipient is associated with the account; 

train a machine learning model to perform a semantic analysis of e-mail messages to identify 

intents expressed in the e-mail messages, wherein the machine learning model is trained using a 

dataset of input e-mail messages and known intents included in the input e-mail messages; use the 

request e-mail message as input to the machine learning model to identify the intent; update the 
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machine learning model using the request e-mail message, the intent, feedback corresponding to 

identification of the intent from the request e-mail message, and the dataset of input e-mail 

messages and known intents; transmit the intent and additional information for identification of 

one or more resolutions for the intent, wherein the intent and the additional information is 

transmitted over a chat communication channel, and wherein when the intent and the additional 

information is received by the recipient, the recipient can determine a resolution from the one or 

more resolutions and respond using the chat communication channel; receive a response to the 

intent; generate a response e-mail message, wherein the response e-mail message includes the 

response and a conversation history associated with the recipient and a sender of the request e-

mail message; and transmit the response e-mail message. 

 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0011] The present disclosure is described in conjunction with the appended figures: 

[0012] FIG. 1 shows a block diagram of an embodiment of a network interaction system; 

[0013] FIG. 2 shows a block diagram of an embodiment of a network interaction system that 

includes a connection management system; 

[0014] FIG. 3 shows a representation of a protocol-stack mapping of connection components’ 

operation; 

[0015] FIG. 4 represents a multi-device communication exchange system according to an 

embodiment; 

[0016] FIG. 5 shows a block diagram of an embodiment of a connection management system; 

[0017] FIG. 6 shows a block diagram of a network environment for dynamic and automatic 

message processing during communication sessions; 

[0018] FIG. 7 shows a block diagram of a message environment that reroutes communications 

between e-mail and messaging environments;  

[0019] FIG. 8 shows an illustrative example of a process for routing an e-mail message from a user 

to an agent or bot associated with a client in the form a conversation message in accordance with 

at least one embodiment;  

[0020] FIG. 9 shows an illustrative example of a process for converting a conversation message 

into an e-mail message for delivery to a user a conversation message in accordance with at least 

one embodiment; 

[0021] FIG. 10 shows an illustrative example of an interface for configuring e-mail message 

settings to enable e-mail messages from users to be routed to a corresponding agent, group of 

agents, or bot in accordance with at least one embodiment; 
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[0022] FIG. 11 shows an illustrative example of an interface for assigning a skill to a particular

client e-mail address to enable forwarding of e-mail messages from users to a corresponding agent,

group of agents, or bot in accordance with at least one embodiment;

[0023] FIG. 12 shows an illustrative example of an interface for configuring e-mail message

headers and footers to be included in client e-mail message responses in accordance with at least

one embodiment:

[0024] FIG. 13 shows an illustrative example of an interface for engaging in a conversation with

a user to address an intent or request in accordance with at least one embodiment; and

[0025] FIG. 14 shows an illustrative example of an environment in which various embodiments

can be implemented.

[0026] In the appended figures, similar components and/or features can have the same reference

label. Further, various components of the same type can be distinguished by following the

reference label by a dash and a second label that distinguishes among the similar components. If

only the first reference label is used in the specification, the description is applicable to any one of

the similar components having the same first reference label irrespective of the second reference

label.

DETAILED DESCRIPTION

[0027] The ensuing description provides preferred examples of embodiment(s) only and is not

intended to limit the scope, applicability or configuration of the disclosure. Rather, the ensuing

description of the preferred examples of embodiment(s) will provide those skilled in the art with

an enabling description for implementing a preferred examples of embodiment. It is understood

that various changes can be made in the function and arrangement of elements without departing

from the spirit and scope as set forth in the appended claims.

[0028] FIG. 1 shows a block diagram 100 of an embodiment of a network interaction system

which implements and supports certain embodiments and features described herein. Certain

embodiments relate to establishing a connection channel between a network device 105 (which

can be operated by a user 110) and a client device 130 associated with a client 125. In certain
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embodiments, the network interaction system can include a terminal device 115 (which can be

operated by an agent 120).

[0029] In certain embodiments, a user 110 can be an individual attempting to contact a client 125

via telephonic device 132. A client 125 can be an entity that provides, operates, or runs a service,

or individuals employed by or assigned by such an entity to perform the tasks available to a client

125 as described herein. The agent 120 can be an individual, such as a support agent tasked with

providing support or information to the user 110 regarding the service. Out of a large number of

agents, a subset of agents may be appropriate for providing support or information for a particular

client 125. The agent 120 may be affiliated or not affiliated with the client 125. Each agent can be

associated with one or more clients 125. In some non-limiting examples, a user 110 can be an

individual attempting to book an appointment via a cell phone, a client 125 can be a company that

provides medical services, and an agent 120 can be a representative employed by the company. In

various embodiments, the user 110, client 125, and agent 120 can be other individuals or entities.

[0030] While FIG. 1 shows only a single network device 105, terminal device 115 and client

device 130, an interaction system can include multiple or many (e.g., tens, hundreds or thousands)

of each of one or more of these types of devices. Similarly, while FIG. 1 shows only a single user

110, agent 120 and client 125, an interaction system 100 can include multiple or many of each of

one or more of such entities. Thus, it may be necessary to determine which terminal device is to

be selected to communicate with a given network device. Further complicating matters, a remote

server 140 may also be configured to receive and respond to select network-device

communications.

[0031] A connection management system 150 can facilitate strategic routing of communications.

A communication canan include a message with content (e.g., defined based on input from an entity,

such as typed or spoken input). The communication can also include additional data, such as data

about a transmitting device (e.g., an IP address, account identifier, device type and/or operating

system); a destination address; an identifier of a client; an identifier of a webpage or webpage

element (e.g., a webpage or webpage element being visited when the communication was

generated or otherwise associated with the communication) or online history data; a time (e.g.,

time of day and/or date); and/or destination address. Other information can be included in the

communication. In some instances, connection management system 150 routes the entire
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communication to another device. In some instances, connection management system 150

modifies the communication or generates a new communication (e.g., based on the initial

communication). The new or modified communication can include the message (or processed

version thereof), at least some (or all) of the additional data (e.g., about the transmitting device,

webpage or online history and/or time) and/or other data identified by connection management

system 150 (e.g., account data associated with a particular account identifier or device). The new

or modified communication can include other information as well.

[0032] Part of strategic-routing facilitation can include establishing, updating and using one or

more connection channels between network device 105 and one or more terminal devices 115. For

example, upon receiving a communication from network device 105, connection management

system 150 can first estimate to which client (if any) the communication corresponds. Upon

identifying a client, connection management system 150 can identify a terminal device 115

associated with the client for communication with network device 105. In some instances, the

identification can include evaluating a profile of each of a plurality of agents (or experts or

delegates), each agent (e.g., agent 120) in the plurality of agents being associated with a terminal

device (e.g., terminal device 115). The evaluation can relate to a content in a network-device

message.

[0033] In some instances, connection management system 150 can determine whether any

connection channels are established between network device 105 and a terminal device associated

with the client (or remote server 140) and, if so, whether such channel is to be used to exchange a

series of communications including the communication.

[0034] Upon selecting a terminal device 115 to communicate with network device 105,

connection management system 150 can establish a connection channel between the network

device 105 and terminal device 115. In some instances, connection management system 150 can

transmit a message to the selected terminal device 115. The message may request an acceptance

of a proposed assignment to communicate with a network device 105 or identify that such an

assignment has been generated. The message can include information about network device 105

(e.g., IP address, device type, and/or operating system), information about an associated user 110

(e.g., language spoken, duration of having interacted with client, skill level, sentiment, and/or topic

preferences), a received communication, code (e.g., a clickable hyperlink) for generating and

7



WO 2021/087078 PCT/US2020/057905

transmitting a communication to the network device 105, and/or an instruction to generate and

transmit a communication to network device 105.

[0035] In one instance, communications between network device 105 and terminal device 115

can be routed through connection management system 150. Such a configuration can allow

connection management system 150 to monitor the communication exchange and to detect issues

(e.g., as defined based on rules) such as non-responsiveness of either device or extended latency.

Further, such a configuration can facilitate selective or complete storage of communications,

which may later be used, for example, to assess a quality of a communication exchange and/or to

support learning to update or generate routing rules so as to promote particular post-

communication targets.

[0036] In some embodiments, connection management system 150 can monitor the

communication exchange in real-time and perform automated actions (e.g., rule-based actions)

based on the live communications. For example, when connection management system 150

determines that a communication relates to a particular item (e.g., product), connection

management system 150 can automatically transmit an additional message to terminal device 115

containing additional information about the item (e.g., quantity of item available, links to support

documents related to the item, or other information about the item or similar items).

[0037] In one instance, a designated terminal device 115 can communicate with network device

105 without relaying communications through connection management system 150. One or both

devices 105, 115 may (or may not) report particular communication metrics or content to

connection management system 150 to facilitate communication monitoring and/or data storage.

[0038] As mentioned, connection management system 150 may route select communications to

a remote server 140. Remote server 140 can be configured to provide information in a

predetermined manner. For example, remote server 140 may access defined one or more text

passages, voice recording and/or files to transmit in response to a communication. Remote server

140 may select a particular text passage, recording or file based on, for example, an analysis of a

received communication (e.g., a semantic or mapping analysis).

[0039] Routing and/or other determinations or processing performed at connection management

system 150 can be performed based on rules and/or data at least partly defined by or provided by
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one or more client devices 130. For example, client device 130 may transmit a communication that

identifies a prioritization of agents, terminal-device types, and/or topic/skill matching. As another

example, client device 130 may identify one or more weights to apply to various variables

potentially impacting routing determinations (e.g., language compatibility, predicted response

time, device type and capabilities, and/or terminal-device load balancing). It will be appreciated

that which terminal devices and/or agents are to be associated with a client may be dynamic.

Communications from client device 130 and/or terminal devices 115 may provide information

indicating that a given terminal device and/or agent is to be added or removed as one associated

with a client. For example, client device 130 can transmit a communication with IP address and

an indication as to whether a terminal device with the address is to be added or removed from a

list identifying client-associated terminal devices.

[0040] Each communication (e.g., between devices, between a device and connection

management system 150, between remote server 140 and connection management system 150 or

between remote server 140 and a device) can occur over one or more networks 170. Any

combination of open or closed networks can be included in the one or more networks 170.

Examples of suitable networks include the Internet, a personal area network, a local area network

(LAN), a wide area network (WAN), or a wireless local area network (WLAN). Other networks

may be suitable as well. The one or more networks 170 can be incorporated entirely within or can

include an intranet, an extranet, or a combination thereof. In some instances, a network in the one

or more networks 170 includes a short-range communication channel, such as a Bluetooth or a

Bluetooth Low Energy channel. In one embodiment, communications between two or more

systems and/or devices can be achieved by a secure communications protocol, such as secure

sockets layer (SSL) or transport layer security (TLS). In addition, data and/or transactional details

may be encrypted based on any convenient, known, or to be developed manner, such as, but not

limited to, Data Encryption Standard (DES), Triple DES, Rivest-Shamir-Adleman encryption

(RSA), Blowfish encryption, Advanced Encryption Standard (AES), CAST-128, CAST-256,

Decorrelated Fast Cipher (DFC), Tiny Encryption Algorithm (TEA), eXtended TEA (XTEA),

Corrected Block TEA (XXTEA), and/or RC5, etc.

[0041] A network device 105, terminal device 115 and/or client device 130 can include, for

example, a portable electronic device (e.g., a smart phone, tablet, laptop computer, or smart
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wearable device) or a non-portable electronic device (e.g., one or more desktop computers, smart

appliances, servers, and/or processors). Connection management system 150 can be separately

housed from network, terminal and client devices or may be part of one or more such devices (e.g.,

via installation of an application on a device). Remote server 140 may be separately housed from

each device and connection management system 150 and/or may be part of another device or

system. While each device, server and system in FIG. 1 is shown as a single device, it will be

appreciated that multiple devices may instead be used. For example, a set of network devices can

be used to transmit various communications from a single user, or remote server 140 may include

a server stack.

[0042] A software agent or application may be installed on and/or executable on a depicted

device, system or server. In one instance, the software agent or application is configured such that

various depicted elements can act in complementary manners. For example, a software agent on a

device can be configured to collect and transmit data about device usage to a separate connection

management system, and a software application on the separate connection management system

can be configured to receive and process the data.

[0043] FIG. 2 shows a block diagram 200 of another embodiment of a network interaction system

200. Generally, FIG. 2 illustrates a variety of components configured and arranged to enable a

network device 205 to communicate with one or more terminal devices 215. The depicted instance

includes nine terminal devices 215 included in three local-area networks 235.

[0044] In some instances, a communication from network device 205 includes destination data

(e.g., a destination IP address) that at least partly or entirely indicates which terminal device is to

receive the communication. Network interaction system 200 can include one or more inter-network

connection components 240 and/or one or more intra-network connection components 255 that

can process the destination data and facilitate appropriate routing.

[0045] Each inter-network connection components 245 can be connected to a plurality of

networks 235 and can have multiple network cards installed (e.g., each card connected to a

different network). For example, an inter-network connection component 245 can be connected to

a wide-area network 270 (e.g., the Internet) and one or more local-area networks 235. In the

depicted instance, in order for a communication to be transmitted from network device 205 to any
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CLAIMS 

 

1. A computer-implemented method comprising: 

receiving a request e-mail message addressed to an account associated with a client, 

wherein the request e-mail message specifies an intent to address an issue; 

identifying a recipient for the request e-mail message, wherein the recipient is associated 

with the account; 

 training a machine learning model to perform a semantic analysis of e-mail 

messages to identify intents expressed in the e-mail messages, wherein the machine learning 

model is trained using a dataset of input e-mail messages and known intents included in the input 

e-mail messages; 

using the request e-mail message as input to the machine learning model to identify the 

intent; 

updating the machine learning model using the request e-mail message, the intent, 

feedback corresponding to identification of the intent from the request e-mail message, and the 

dataset of input e-mail messages and known intents; 

transmitting the intent and additional information for identification of one or more 

resolutions for the intent, wherein the intent and the additional information is transmitted over a 

chat communication channel, and wherein when the intent and the additional information is 

received by the recipient, the recipient can determine a resolution from the one or more 

resolutions and respond using the chat communication channel; 

receiving a response to the intent; 

generating a response e-mail message, wherein the response e-mail message includes the 

response and a conversation history associated with the recipient and a sender of the request e-

mail message; and 

transmitting the response e-mail message. 

 

2. The computer-implemented method of claim 1, wherein the intent is transmitted to the 

recipient with the conversation history associated with the recipient and the sender of the request 

e-mail message, wherein the intent is incorporated into the conversation history. 
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3. The computer-implemented method of claim 1, wherein: 

the account is associated with a group of recipients; and 

the computer-implemented method further comprises identifying the recipient from the 

group of recipients based on the intent. 

 

4. The computer-implemented method of claim 1, wherein: 

the account associated with the client is further associated with a skill; and 

the recipient is identified as a result of the recipient being assigned to the skill. 

 

5. The computer-implemented method of claim 1, further comprising inserting a header and 

footer into the response e-mail message, wherein the header and the footer are associated with 

the client. 

 

6. The computer-implemented method of claim 1, further comprising polling a client server 

to receive the request e-mail message. 

 

7. The computer-implemented method of claim 1, further comprising: 

receiving another e-mail message; 

determining that a conversation session corresponding to the request e-mail message is 

active; and 

transmitting a response to the other e-mail message, wherein the response to the other e-

mail message includes an instruction to utilize the conversation session corresponding to the 

request e-mail message. 

 

8. A system, comprising: 

one or more processors; and 

memory storing thereon instructions that, as a result of being executed by the one or more 

processors, cause the system to: 

receive a request e-mail message addressed to an account associated with a client, 

wherein the request e-mail message specifies an intent to address an issue; 
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identify a recipient for the request e-mail message, wherein the recipient is associated 

with the account; 

train a machine learning model to perform a semantic analysis of e-mail messages to 

identify intents expressed in the e-mail messages, wherein the machine learning model is trained 

using a dataset of input e-mail messages and known intents included in the input e-mail 

messages; 

use the request e-mail message as input to the machine learning model to identify the 

intent; 

update the machine learning model using the request e-mail message, the intent, feedback 

corresponding to identification of the intent from the request e-mail message, and the dataset of 

input e-mail messages and known intents; 

transmit the intent and additional information for identification of one or more resolutions 

for the intent, wherein the intent and the additional information is transmitted over a chat 

communication channel, and wherein when the intent and the additional information is received 

by the recipient, the recipient can determine a resolution from the one or more resolutions and 

respond using the chat communication channel; 

receive a response to the intent; 

generate a response e-mail message, wherein the response e-mail message includes the 

response and a conversation history associated with the recipient and a sender of the request e-

mail message; and 

transmit the response e-mail message. 

 

9. The system of claim 8, wherein: 

the account associated with the client is further associated with a skill; and 

the recipient is identified as a result of the recipient being assigned to the skill. 

 

10. The system of claim 8, wherein the instructions further cause the system to insert a 

header and footer into the response e-mail message, wherein the header and the footer are 

associated with the client. 
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11. The system of claim 8, wherein the instructions further cause the system to poll a client 

server to receive the request e-mail message. 

 

12. The system of claim 8, wherein the instructions further cause the system to: 

receive another e-mail message; 

determine that a conversation session corresponding to the request e-mail message is 

active; and 

transmit a response to the other e-mail message, wherein the response to the other e-mail 

message includes an instruction to utilize the conversation session corresponding to the request 

e-mail message. 

 

13. A non-transitory, computer-readable storage medium storing thereon executable 

instructions that, as a result of being executed by one or more processors of a computer system, 

cause the computer system to: 

receive a request e-mail message addressed to an account associated with a client, 

wherein the request e-mail message includes a body, and wherein the body specifies an intent to 

address an issue; 

identify a recipient for the request e-mail message, wherein the recipient is associated 

with the account; 

 train a machine learning model to perform a semantic analysis of e-mail messages 

to identify intents expressed in the e-mail messages, wherein the machine learning model is 

trained using a dataset of input e-mail messages and known intents included in the input e-mail 

messages; 

use the request e-mail message as input to the machine learning model to identify the 

intent; 

update the machine learning model using the request e-mail message, the intent, feedback 

corresponding to identification of the intent from the request e-mail message, and the dataset of 

input e-mail messages and known intents; 

transmit the intent and additional information for identification of one or more resolutions 

for the intent, wherein the intent and the additional information is transmitted over a chat 

communication channel, and wherein when the intent and the additional information is received 
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by the recipient, the recipient can determine a resolution from the one or more resolutions and 

respond using the chat communication channel; 

receive a response to the intent; 

generate a response e-mail message, wherein the response e-mail message includes the 

response and a conversation history associated with the recipient and a sender of the request e-

mail message; and 

transmit the response e-mail message. 

 

14. The non-transitory, computer-readable medium of claim 13, wherein the intent is 

transmitted to the recipient with the conversation history associated with the recipient and the 

sender of the request e-mail message, wherein the intent is incorporated into the conversation 

history. 

 

15.  The non-transitory, computer-readable medium of claim 13, wherein the executable 

instructions further cause the computer system to insert a header and footer into the response e-

mail message, wherein the header and the footer are associated with the client. 

 

16. The non-transitory, computer-readable medium of claim 13, wherein the executable 

instructions further cause the computer system to poll a client server to receive the request e-mail 

message. 

 

17. The non-transitory, computer-readable medium of claim 13, wherein the executable 

instructions further cause the computer system to: 

receive another e-mail message; 

determine that a conversation session corresponding to the request e-mail message is 

active; and 

transmit a response to the other e-mail message, wherein the response to the other e-mail 

message includes an instruction to utilize the conversation session corresponding to the request 

e-mail message. 
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18. The computer-implemented method of claim 1, wherein the machine learning model is 

dynamically trained by soliciting the feedback corresponding to the identification of the intent 

from the request e-mail message. 

 

19. The computer-implemented method of claim 1, wherein the machine learning model is 

trained and updated in real-time as request e-mail messages are received. 

 

20. The system of claim 8, wherein the machine learning model is dynamically trained by 

soliciting the feedback corresponding to the identification of the intent from the request e-mail 

message. 

 

21. The system of claim 8, wherein the machine learning model is trained and updated in 

real-time as request e-mail messages are received. 

 

22. The system of claim 8, wherein: 

the account is associated with a group of recipients; and 

the instructions further cause the system to identify the recipient from the group of 

recipients based on the intent. 

 

23. The system of claim 8, wherein the intent is transmitted to the recipient with the 

conversation history associated with the recipient and the sender of the request e-mail message, 

wherein the intent is incorporated into the conversation history. 

 

24. The non-transitory, computer-readable medium of claim 13, wherein: 

the account is associated with a group of recipients; and 

the executable instructions further cause the computer system to identify the recipient 

from the group of recipients based on the intent. 

 

25. The non-transitory, computer-readable medium of claim 13, wherein: 

the account associated with the client is further associated with a skill; and 

the recipient is identified as a result of the recipient being assigned to the skill. 
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26. The non-transitory, computer-readable medium of claim 13, wherein the machine 

learning model is dynamically trained by soliciting the feedback corresponding to the 

identification of the intent from the request e-mail message. 

 

27. The non-transitory, computer-readable medium of claim 13, wherein the machine 

learning model is trained and updated in real-time as request e-mail messages are received. 
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