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FIG. 2

Hello there!

about 7 minutes.

We've detected that you are using a
smartphone with messaging
capabilities! Press one to message
with an expert from your phone.

If you stay on the line, the wait time to
reach an agent will be about 43

minutes. If you transfer to messaging,
the wait time to reach an agent will be
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FIG. 3
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Dialed Num 350: 1 (800) 555-5678

IVR speech 355: “Hello. Welcome to
customer service. Please
press one to transfer to
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John Smith

123 Fake St.
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iPhone 68, i0S 12.01
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FIG. 6

Receive telephony information from a telephony system, the telephony
information including a caller identifier corresponding to a caller device
and call context provided by the caller device during a telephone call
between the caller device and the telephony system 605

A 4

Select a selected messaging operator of a plurality of messaging
operators based on the call context 610

A 4

Generate a messaging interface for the selected messaging operator, the‘
messaging interface including the caller identifier, the call context, and an
input interface 615

A 4

Receive a caller message from the caller via the messaging service 620

A 4

Update the messaging interface to include the caller message in response
to receipt of the caller message 625

A 4

Trigger transmission of an operator message to the caller device via the ]
messaging service, the operator message input by the selected
messaging operator via the input interface of the messaging interface 630

A 4

Update the messaging interface to include the operator message in
response to triggering transmission of the operator message 635
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