 #$9Re3evE>>?ABD6" ETVEW~ FCfi 2B | NTERACTI VE SYSTEM FOR ENABLI ﬁinllv
SHOPPING S Field of the Invention This invention relates to an it raﬁzfﬁiBﬁé}
system for shoppi ng systemin the hone for exanple. Background
of the Invﬁ@]ﬂ%‘ﬂﬂ“ﬂﬂw-ﬂmﬁa of honme shopping is not new per se. In mainstream
honme | O sh , custonmers have Long been able to place orders for goods
which are di spf@®Pf&d for purchase in printed catal ogues. Typically, the
custoner woul d tei epi ~one or fax the catal ogue agent and then order a
particular good by citing its respective catal ogue nl>snber fromthe

catal ogue. Wiile the process of ordering goods fromthe agent by reference
to cat<.logue NUMPRTHRACTTIVE E¥STEM FOR! EALOBL froowards g ppinag not

wel | -suited for ordering many types of products, for exanple, toodstuffs

whi ch custoners prefer to see and handle first-hand prior to purchase.

>' ~fore recently, honme shopping on the Internet has received attention from
the big supermarkets. Current tral schenes are testing the nost efricient

?0 and %ost;/q;i;lgq}(itggrma%ustgm delivenng direct to custoners who

i ncreasingl y to nmake their Lives easier. Tosco has been
testing ri.vo varilatis dngemibrek€efes oni an Sieapime: spedrl Yof uke) ad scanal oQue
on CD-RO~I and (Z) a website on the Internet where browser-shoppers c:n
conpi | e a sh¥MPPHIE YSEM UpEy Neynectar dxamplear range a hone dei:very at a snal |
cost. Sainsbg. .-y h sf% ql so Launched an Orderiine service, which takes
orders via tﬁmm%e or fa.Y, once the shopper has conpil ed
h!'s~her owe pe mongd | §OPPhOGe GALARGYS nBP newVbe& de. t & hiMnstahepamer fiel d
ar,d lceland ar also testing simlar home-shopping services tn therr
respect( ve shopmsaglcstenet mbeppigipeansablhonvpiaee orderbjfecodds wakkbuse
drawbac! ~s. First, actual usage of the Internet is 30 very small, which in
part is diedisplage fenamchgsopoprnted catlamigse Nomder iyaehgugtomer woMid ~  ~r
~~.fi ?.~~03,2.access tq the worldw de b. The costs of delivery and

adr ni ot at FORERRS oF gh et f bl 43BER g o4 FETtERR 58 BiehiREn  t ha
the inte:zl g rbpesBLhaBTUS! HEMS NrodUhkN@lalobid er el B AnE Usbos®: 5r have to
| earn to overcone the technological barriers in getting started on the

| nt er net anerdetireg | gdoedsi Heod et hgbnmibyt akfeseraree toradezibgue nquinber earl y

stages_of use_ is_high. The present invention ains to over cone or
subst bht i al SEpighs@nvardadt 1sex0d twelbfiitegtiof Reddme,/ @agy srmesEPradusibaieks .

Cbi d_Sur he, | ion It ds, th inci ' of the
resent | nvEREPBn et pr Bl PRl plsitid vE By RBHR e ERRElasRes T
shoppi ng t(po_pgrcggge_ect ed qui ckly and

More recently, home shopping on the intemet has received attention

from the big supermarkets. Current tnial schemes are testing the most efficient
20 and cost-effective ways of delivening direct to customers who increasingly
expect technology to make their lives easter. Tesco has been testing two
variations on electronic shopping, namely (1) a caralogue on CD-ROM and
(2) a website on the internet where browser-shoppers can comptle a shopping
list, pay by card and arrange a home deitvery at a small cost. Sainsbury has
25 also launched an Orderiine service, which takes orders via the wntemet or by
phone or fax, once the shopper has compiled his/her own personal shopping
catalogue on a visit to the store Somerfieid and Iceland are also testing
similar home-shopping services in their respective stores [nternet shopping
is, however, subject to vanous drawbacks. First, actual usage of the internet is

30 very small, which in part 1s due to the small proportion of households having
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reliably froma central provider by renote custonmers in their hones. In
broad terns, the present invention resides in the. concept of estla,blﬂ.r:'smi?[p@
i nteractive conmunication between the renpte custoners in their hones and

particul ar agents working at workstations at the central provid;,r, _ IS
and providing to the custoners visual representations of the agents and/or
of , products avail able for purchase For display on the

customers’ TVs so as to enable the agents and the customers to effect
transacti ons w.t| - hayi o) heir respective hones.
According to %gi?e?%rt%%gvn#%\agﬁ{eﬁ%n%ﬁgg égi %é gag\?ﬁrgeaﬂ‘da%&i"ﬂf%n&é?fli@% ZO
system for enahhi ngdTHMhesREBRI RF drieAh@ GBNbE adioW @WedethY tHeE ML Ser |s

custoners, said system conprising: neans enabling video and audio
communi cat i onsametresesitggishs Hugdich entweasted: ¢ustorsenstimveustlemarts ovartotte

central provider, said. | s ~rcluding disur:butlon means enabling (a)

i nconi ng cu.st‘gﬁ”é?ChPQ}O&)‘ﬂﬁ%I%gﬁﬁ%ﬁF. i B gn ¢ FHETEd apg “E)%!“{cflék{ﬂoéir agent
25 worksgat i qps ffsiAde RERLEELLRE O Aty LIRS SRRl NPl ural 1y of such
wor kst ations, an E 0 j outgoing :é.ugl 0 gnd video cenriu:M. I Cattons from
the plurality of dfenjrevantkstationnims m dbecrtomted stbsthinealhesdeed hvieast

custoners &-om whom the incom ng tel ephone comruni cations are received,
nmeans enabl | 6gmaGEHtesakye-dissusercadraBAReSwor kst at i ons to communi cat e

interactivel y,,with tg% cust omer.s, a dveprnovi de to the custoners video
rerresentatimw%&ﬂ—%&—pM&ts to be vie~. ved on the
c,istomers' televiisionge @itigRagse@nabl hBoplchdiagfRhacang, %EP@,I'&&J%OWS to
effect transactions. In accordance with an exenplary enbodi rent of the
inventiion, tiperaitser systdm onhickamablesPVi seppamg ontbeotFedted hjulgkig yastiem f or
enabling 5 custonmer communi cations to be ; outed to and h-om the agent

wor kst at i ongeb#bly e a seRER 5P HYFHRY remMHe CEFAmCEUSVIERHIONESsy st em may be

enbodi ed as a piece,of softwar Far_ex I i.ch is apted to run on
standard conmput eﬁ“hSFoc?'\%ar%r.m Ads%n?rgﬁeengug y?g?rﬁ\g{%lslr#érglct%g eC°§1§§Hteﬁ1frray have
~phi cs generahh it OBabEsd S menakhiipg beaiduut @e raape alseshnakaphigs of

avai |l abl e products to be provided for transm ssion to the customers' TVs
for vi ew nghomfas te partidudarn ageetsagtikueg 8y soetategynshavibe siegtral proividenp neans
for conbining videg signals generated at the central provider with

gr aphilés- ge#d BONHIRY 1@ ANe GHACTHERIHESYE FERIGTRRAISTR] PRASEBIATNET &fi gnal.s ...
for | S ' transm ssi h ust S TVS. .. ln e _exemal-ary enbodi nent,
an inperfac@oa%cr%_agwg%dégg_{ pﬁlécf%%r %?Cé?%?%voﬁldtehg ?&ospoewfl? cmfﬁ%gﬁﬂgsi on of

the video apdhRUH O EOMEURECaRE QNSNS thereeNtiFakadlldidi d8iholiP thbe

respective renote cudtoners. T ne broadcast interface may, for exanple,
conpri se anrustudiess fiaeng imteevd dea raspdcave hames.f eed

According to the present invention there 1s provided an interactive

20 system for enabling TV shopping from a central provider by remote
customers, sald system comprising: means enabling video and audio
communication to be established between the remote customers and the
central provider, said means including disaibution means enabling (a)
incoming customer telephore communications to be routed to particular agent

workstations of the central provider, there being a plurality of such

[§9]
n

workstations, and (b) outgoing audio and vidso communicauons fom the
plurality of agent workstations to be routed to the respective customers from
whom the incoming telephone communications are recetved; means

enabling agents working at sad workstations (0 communicate interactively

30 with the customers and provide to the customers video representations of



‘'O interface. T' ne broadcasting cart be via any of the establ i;w[eﬁt N mne
broadcasnng nedi a technol ogies, via, for exanple, a terrestrial'ne Wbr €77
(includin~ cable or the public swtched tel ephone networ':) or via
satellite directly to the customer's own dish ae:ial (or via a fecal area
ner<vor.'t). Advantageously, the video representat:”-a provided to the
renote 25 custoners are scranbled and are adapted to 6e unscranbled by a
uni quel y addressabl e decoder device at the respective custonmers' |ocations
so as to per mvtilitie preguasent i iverveed on ke Wuswenkron télbeisinst @ BéandZ' S.
i'~te decoderé@evi ﬁe may be a set-top box decode:, fer exanple, and may be
nte~ail;r cofRARUIEIE 3SFHe Bdhomstomerp\o effectiransactiqnsp003 It is furt her
envi saged that t~'1~ ry: odi.nent o jnyention has. addi tional
features For faci IL'??1 étg?(ﬁgg %%n“%ﬂﬁ?gaﬁ' o t%%ﬁﬁfr{en\z[éjr}latbgﬁflgerﬁw&’ renot e
custoners. Fefisuthuaon! enednBe coppirigns 0f Edifrd IRERhIRN PBYRE OFR $Qabline

i mage-capturinj means, a canmera for exanple, for providing live 5 ~

repr eseft at i GHOAT oFENHEGEatIgnGidpOroued thendmint Hie agamt edukitstiats dfhe

central provider. The syste y alsp be provided with | ) means for
Fecor di ng ¢ HEE GREFTRB e o PR R BT C BBE W Fieae godig Fhe

cust oners;  (Fdc.aBawiaL, fBF@Yibe!&QwﬁﬁbfthaQi%Eeﬁ%%ﬁ%d& da?@ LYinBlict O the c;
| Stoners when t~~e agents are not avallable to receive the custoner

conmuni cat i dmsfwaannd (~) suDervtslng IO neans For providing a facility for
overseeing the configuration and mai nt enance of said systemin use. The

system of the i nMﬁP@ﬁ%’éﬁ%n@édé@ﬂ%‘qﬂyeﬁV@f}?Fﬂ@@Ydmé/ie@WffiFéécmi@onveni ent
pocesa ot TS hanm 0 DL WRYL 0L ke coU el o0 et o

custo agehts a goods a

system car t pQide A1 LOBAYsiBh 16 BRSONRMN S CPVE @@ Uti lity for various
applications where the managenent of custoner-agent relationships (for

exanpl e, managi nEurdrequithid eésterdcsve rsyslenrednayThevabigrl anikifigirhder foeat ures of
the invention are set forth with particularity in the appended clains and
will be desOFIWHEBS hefidehafigralin BracTpsfef ¥r eHite t&THe RIOTERparyitng

i urry s e e P R N e e como BT ot 25
Fi gung 2 i saadekiieh & Heedmtdme!t Pk, di a~arn of the system enbodying the
present-inventi-on Jillustrating the .subsystem conponerlLts of the -syste=: T
h In the exemplary embodiment, an interface to a broadcast network Is
provided to effect transmission of the video and audio communications from
the central provider to the respective remote customers. The broadcast
interface may, for example, comprise an audio feed interface and a video fesd
"0 interface. The broadcasting can be via any of the established broadcastng
media technologies, via, for example, a terrestrial network (including cable or
the public switched telephone network) or via satellite directly to the
customer’s own dish aeral (or via a local area network).
Advantageously, the video representat:ons provided to the remote
25 customers are scrambled and are adapted to be unscrambled by a uniquely
addressable decoder device at the respective customers’ locations so as to
permit the representations to be viewed on the customers’ TVs. The decoder

device may be a set-top box decoder, for example, and may be ntegraily

connected to the customer’s TV



greater detail; and Figures 3 to 12 Ue a selection of exanple pr,ddesfég,g 2003
diagr~: _rns represeacati ve of vw-:ous tul~ctLOns or the systemo' the -

i nvenUOn in use. 30 F,~(3 ?003 5 Detail ed Description of an Enmbodi nent of
the Invention Figure | is a schematic bl ock diagram of the interactive
system | enbodying the present invention. The interactive systemgenerally
indicated at 1, conprises a renote custorer subsystem 2 at which the renote
custoner 5 is |ocated, a tel ephone distribution subsystem 3 connected to
the renote custoner ;$HREYS BMsZgedhG BN Rernt¥ Y 8o dtn@h: YRR PAL T cul ar
agent workstations are sited far receiving and processing custoner

t el ephone corfmpddiatneh&ataed farddeidisttingi tminontdaton debssest e dgef@rand
transmtting Live and/or processed comruni cati ons back to the renote

cust oner subSYStERPYE FYSPHIET efPh ER@IRofioRYHFE Shstisntivestigy)mand a
control /sw t ¢hi 0 t oVi 4.such as to
enabl e t he cggg{lg?ﬁﬁY@%%%%%gpgﬁéﬁsbgbﬁ%f@gIeﬁ%pgér”id%F%ﬁ%‘élgmlgoﬁ‘é%d from
the went wor kiptr@ehtsnobtthe agems ;andforPs OiHede¥raikhblel By deeRt §olHs ishehi N;
system6 is preferably an event-driven system conprising a piece of
sof t war e t haprovifi¢s dhcEySes: amadaisd kopyidad W&hd&gmanﬁfgrureeo@ﬁmg tehe
acconpanying,.dr am ngs shows the subsystem conponents of the interactive
systemin gr%éj{og’rm agf%ﬁ’“fn.m"ll%t’fjﬁf E’e?"f%ﬂ ® 25¢H a?‘gﬁ?ﬁ ‘é”sé?fg‘f’ané{r} BeBSyst em 2
conprises a =) Q . f

el Bpho, ~, & o B P T I P aleRr L 5 35 e
central provdest dailableed esdedicothe sattotheardrmnecaiiers; dey (Desudervidies
television set 8 is adapted to be connected to. a broadcast network 28 via
t he ddfoder M@ANTh@rpPEPESESofa rfapdity efasyiovemsedgr tBei sonfagwneg agndsi sual |y,
at the renote.custaoner. l.gcatton, v;deo representattors (Live and recorded
vi deo, For BY rlmé’fe(?fs?ﬁéysafﬁ@rfps}lsﬁg and%or of products avaii abl P For

purchase at the 2§ ¢oEhalr BE QY 8bnhdvINEgdRGed _vgdéaaassiﬁz%%a%i gp

)
functions: (() ~t provides a uni que address (tha?lrl a nu
i denti f yt nacomwemared proeassh forelidt ehappstp herwhp cdt intara&iveuchmaginioaipgr m t
ur,iau video representations to be sent (Tom particul ar agent workstations
at the centbehVess SRMeEr CUSIQBEThanG agprist lva &b o8ds ag/9rr sffvisEd M ti ne

unscra ol ErTREEY: BEG TpFde: Y Beftaferitd R PEReay s 0 bl Hl kBP0 10
for various applications where the management of customer-agent
relationships (for example, managing enquiries) is involved.
The above and further features of the invention are set forth with
particularity in the appended claims and will be described hersinafter with

70 reference to the accompanying drawings.

Brief Description of the Drawings

Figure | 1s a schematic block diagram illustrating the system
embodying the present invention;

25 Figure 2 is another schematic block diagram of the system embodying
the present invention illustrating the subsystem components of the system 1n
greater detail; and

Figures 3 to 12 are a selection of example process diagrams

representative of various functions of the system of the invention in use.



6 provided to the custoner 10 by converting said representationq .Qg m an
anal ogue or digital format into a vie~, uing format suitable for Ji pﬂﬁﬁﬂ@p
the custonmer's television set 8. It is envisaged that the decoder 9 is a
set-cop box decoder and that this nay be integrally connected to the
custoner's televtsion 5 set 8. The renote_custoner subsystem 2 is connected
to the tel ephone distribution subsystenlésvia a public switched tel ephone
network 12. In the preferred enbodi nent, the tel ephone di snbution subsystem
3 is a conput gned Peb¢rapitiomodAn cdiimenti aftthefgvempogyst em conpri sing a

voice IO record sy.em I g). a tel %n tgret |4 enabli n‘tgrﬁa'udi o

communi cations to BeSEff c‘feadS%ﬁf 1Cag‘é?ﬁ 8T h I ntlEr WEREFES VXS r bsponse
system| S an 7 bd&dh. S '

hor ot CaTRARTE bR RUS YRR SRR, TERACE

calls to the cohtwolgsises ehremgtesystentrGubipeembidewhiaht theneshoteaistygs of the

tel ephone | S distribution subsystem 3 are descrjbed nore fully

herei naffer. Bhiec¥sicad ckrdeac YaFBHIID syPaNseEs t ¢Eneaisahia itksy remoteecor d
optionally ~"_ t i al of, t el ne uni,cat i gps.. ber<veen the renote
cust oners Iocélﬁg)?rf%eg%% RS o ?hg%tl?%?@pgrﬁoéi gEervgﬁl.chﬁélmvC&?ageagcéléor der
i 3, being prefakabliyns apnegtead fdro réevinm e HY6dseMgl Gustoaierbedisede t O
check (1) the 20 accuracy of producdservice orders and (2) the general
qual ity of tcomumpHmpeions/ 8droidsast Bsirgtionf subsgsteor S plor charsanittifigelive
interactive voice reggs%gseéﬁ?%stem.l ~ oger ates under the control ~f the
cont r oUswi t ¢ ATHOT SJRGEEI & G UUC IO, PSSt O-We TE TR FHYOTMR SHAFEHER &d

at: endapt segvi.g cust calter ( B L ~Eax . are
Busy. 30 suct oy BB B e B TP ot e Bt dnle o

cal ler's nunigginested (3 1be (&addal ngrovidee hdené f & Jroardamiestite fekoRieVvi di ng
the custonmer caller with the option to call back when an went 29 becones
avai | abl e. Aogonumigations d9sber poritolledy ahdveowthe facidd t fromo the) agemtmi t

gueuing with onotional, voi ce .and rodeo hol d; ,(Z). record .

pr oduct/ser~“~’-‘§%§m{5‘?’a§ei°?dfé? SPRELeRIPVIdSE & g{gwi h?ﬂﬁoléﬁéméa?ﬁ SYFER OfS by an
agent 29; a ) 1+ S= l LG : £ sSBFwIre thHa rovi de
statistics @gﬁé’% g\pﬁgég\s\nﬂ{lﬁ@ff%rt&g%g Igw%gl%gltolfgrg maye Ejeag?%):? wou are
third jisn t hetagdetdeompatdrimtddareai t time 5 minutes'. The controllable swtch
system |6 conprises one or npre-s—-vit-eches -adapted -t-o -1 AU &F Face-between--t he -
t el ephone ci rcui Figweinks06f thehecenmpanyige~8VrISS Sapwiscélipr spsyeem| 2 and
the agents 29, via thqeir headsets, at the ceE:t réall .ﬂroI\r/xi gler t'4' Th[g swi tch
system | 6 neRIRANCEOR Hify TSR SRIER d MpPGatTEt 94 he Is higure, the

remote customer subsystem 2 comprises a telephone instrument 7 for enabling

mcoming customer telephone communications to be effected with the agents
20 29 at the central provider 4, a teievision set § and a decoder device 9. The
television set 8 is adapted to be connected to a broadcast network 28 via the
decoder 9. The purpose of the television set 8 is to display visually, at the
remote customer location, video representations (live and recorded video, for
example) of the agents 29 and/or of products avaiiable for purchase at the
25 central provider 4. The deccder 9 has two main functions: (1) it provides a
unique address (that is, a number) for identifying uniquely each remote
customer location 2 such as to permit unique video representations to be sent
from particular agent workstations at the central provider 4 to the respective
customers 10 from whom the incoming teiephone communications are

30 recetved, and (2) 1t 1s adapted to unscramble the video representations



itemfroma third party and typically does not require any rmdifiga}ti on for
use in the system!| of the invention. Advantageously) the switch §ystém @3
may conprise a va.~i ety of 10 PA>3X/ ACD (Automatic Call Distribution)
switches. In order Fiat the controUswitching system 6 can be successfully
inte:i2ced to switches of thss type) it nmay be necessary to enploy a
conponent Payer interface wapper such asto provide a generic interface to
the control/switching system6 and a specific interface to the PAB. ~~/ ACD

switches. | S g t eci t _t.he switch .system 16
perforns the PJOLJII%% ﬁ%st?ﬁp%rs?og?\%p%n% ?%ﬁgcxit[%%t Fad STPRFE SO T‘l«f‘i’?ivaéhti on,

i n co-oper at i gixlovuchort Bigi@OME MM & i gingy el SuitdHid dNeispyt &hymyst em
16 may signal to the concrol/sw tching system6 that an incomng call is

ri ngi ng toget®emghtelqessigaistt hgltls savisaess ikt e EQodaL? )s & ketawpitbabl e.

(2) The cortrplL~sw tching system 6 may |abel a call with Ong-tinme Cail

Ref er ence anaa%fﬂ‘z% ainﬁrslb?ﬂ@fy?lﬁé bg\/\f“t‘:élﬁlugﬁnélﬁ?‘i:%?? §e GiFUTeT s ededgipn to a o
ven extensi oRe;§3) The controUsw tching system 6 may instruct one svvltch
system~ 6 to 25 answer the call when ~ ven indication by the went 29.
(=-'.) The contr olTvyérhoangusysiee rmubsyseym nB ~isucdnrecred $oM the htefeypgbgim 16 to

put a call or, hold. The controUswi tch: ng system6 may inse-uct the swot::
system | 6 t odiSEIGYtORsSURSEHEM Di@nbaebhc piritchsd telgnhgne nesvarkyl2. In o3 8 (6)

The contr OUsKiLENN.AUSLEMG MBY IISIHE! 408, SIACRLBYSLem K6 Lo route

call to another gven extensi dn and answer the ca

control / sw teMideSysiRiNed MYmhRgt EULHisABusoM tilemySdBpRiiRgt L v6RAf erence
anot her extension into any call. 5 (8) The switch system |16 may sisal to

t he cohld r ol /rewirtshistam $¥,s2 tatedonhauret datnabbngvdudiss tymputnicmionskabéas been

wai ting for h{ge ge i ~at ed egéod and nust now be re-ans vered., (9) The
cont r oUswi t CREREAsY% 138 m2EeTHay i AR tIRIFERCTRe VRIRF tTEFPUYST B9 to Wi ehr down

the call. | T i S r t Syst t at us
request to gé?b%cfl;ag}s%& er%ﬁg})é%&s§§’n&%%$&®lgg%p%%n@&??%ﬁ? G‘CEIRNZ switch
system 16 nByszibstisi)d Iy8redn,Cabl ShRtHBg I etitesihgt Gelspipley @@tk 15t afeus, queue

position, etc; and any e::or conditions. ( |Z) The switch system 16 may be
confi gured tantmé/cwprimg systear 6cohif tbere-m8niiontdc fatwes Off tipemte! behone

control/sw t.ching system6. _(13) The contr t chi system 6 may request
e B DayA iR eR S eaRteh? S e POt TR CORRSol | o f chi NG sysrom 6

may set the Ti nBT}?J v@@g rgc%i'd Eﬁ?eré%%?@viaé@&%@aﬁ%i—liry tc; record optionally

the dialogue of telephone communications betwesn the remote customers 10

and the agents at the central provider 4. The voice recorder i3, being

preferably connected to the switch system [6, can be used to check (I) the

20 accuracy of product/service orders and (2) the general quality of the
products/services being offered for purchase.

The interactive voice response system 135 cperates under the contrcl of
the control/switching system 6 and its purpose Is to provide an automated
attendant service to remote customer callers 10 when all agents zv are busy.

25 Such a system 15 may have means for recording he customer caller’s number
via CLID (Calling Line Identifier) and means for providing the customer
caller with the option to call back when an agent 29 becomes available. Also,
such a system 15 may have the facility to (1) permut queuing with promotional
voice and video on hold; (2) record product/service order details for later

30 mput and confirmation by an agent 29; and (3) permit simple queuing and



20 It is envisaged that the system 1 of the invention may pr ovcge a. power
dialling facility in order that custoners who have called the c it rrthr?ﬂ%
Left a Call-back nmessage may be automatically dialled when an agent 29 is
free. In that situation, the switch system 16 perforns the foll owtng

addi tional functions: 25 (i) the controUswi tching system6 may instruct the
s~.vitch systeml|6 to call a a ven D recfer;~ i, unber. The swatch system
|6 may be conti~ured to respond with the cal' status/proeress: "r~r.~ing",
"busy') "ansvmped?;statistics detarl$ tz@O318 (for yxamplanthepaillet nduyr bagltihgocal | i ng
phase, the contrqQUsw {ching system6 nma inss~uct the swtch systeml16 to
connect the c&f Hugdgn eé%?‘éenﬁtgﬁa‘éﬁd"%hé%r PHELESAD ; (iii) the

cont roUswi L ohi ng. Sy e olBY: LIALE UGk kD SSRGS GUSHET .. Bfigye] car an

extension froma conference ca a v) 't I'ng Sys

contain a steamiédio eaficederesarte eficftirie@RuititnBkEal thaReticanepoiCal |
Label) for each call, when applicable; the Calling Line Identiner (CL1D)
for eacl cal bervigReprovidesi 1asng; thehegegtntzds ¢ BaEhhesdpets, ehdhsygstwaln |10

Status; and the.response and error .conditiaqn indi cation nessages and
codes T om (HEVESEET oLR TN oteEh dBaRmb: T Y S0t RBCr TR Fap
provider 4 oferh B& oS Y S4B bdrrPhind RpiddINaleds 0 rddu@launl SnBtie¥hEGHFR use

conmput er-driven user I nterface and a workfl ow sal es"and service process for
facilitatingnseasystimd,ofitet mvemadn.and updating of information | 5 about

avai |l abl e products/services and custoners. eI\/Ir%tre particularly, .as shown in
the preferred enmbdbévanEaaeoBslyFipuswiol R ekt MAY FPEHPNderd Z28eHp?li ses an

agent jnterf e 7. a fi I t em:. a kus i i Xi ng
syste d;9, g@é@@%d%pﬁg}oﬁfi E\régr y%@gggﬁ)ﬁ%%ﬁ%co%ﬁ J\’/rf%llegﬁ% @leng system
ZI, a vi deo §ifdIRtviaMEeEkeim 3Zantt QURELHYIly iRpHEEs Genehaid g Bystem 23
and a ?0 sail video library system 24. The above-nentioned features of the

central prowpeet mhydreenatessery tolmmiploy eravntpdrent lgerinterficerwraPperesualyent
interface system |7 preferably conprises a plyral.i of workstations, in

the form ofaSP@st%’ngﬁaﬁiﬂeé‘F TH¢C aPet¥oC SWILC FEIFBCRiAE 4 nconi ng
custoner tel ?8%8'}& 8991%%8 md@baw}i&%cg~ contro~'switching system6 and
to provide BFeo ouf:gof'ng rodeo and audi o conmuni cations ~, vhich can be
routegs for xarmeligalsd & boappeoiatal sitt 0B swigthsyigtam & ptdotme tHeespect i ve
custoners at.the.renote custoner: t ocati-ons {iomwhomthe.incontng tel ephone: -
communi cat ifolfsviageémpectent fdcti@Gsaphie siysigmee & Hicalny oL fill seoPgtationbei ng

of fered for . ugchase ~~, n.be Sog%)g_nerat ed at the central provider a by

neans of st 95‘?%“%‘%&@5?%%@ the ~4 ~~~~"~" ¢ a?~,3 10 control

of the ageﬂgyi Qgﬁéfs@&'&hs le 1%%%{%&#%9"[%‘%ohéoﬁé%éﬂﬂ?@;%té’mb@ provi ded

in an over I Cs generating Sy connected directl'y to sai

interface systealdn ird@uARE 8ULRUSINng t¥euRgeith ROChASgACaeSEntide Nunber of

live video S sources. Firstly, there is provided a Live video syste.:r I8,

conpedsi ng a vi@dd) daveriabltor exanple, such that, if required, the renote

custoner 10 can_see live pictures of the ent and/or of avail able products
5 drelincy ¢

on the cudgbner PACUETUSH SLNGTSKTL ¢, TRK iSCHF §OiIdEFeE B¢ Hg | mage
video library whi ch Jbe in t r f ent | |t r digitally
recorded on a Cé%r(gn%“e?“%/cg{r}l.“gi%sqﬁéglgeg;evglttgﬂzgyséﬁggﬁgéog{cég%lgs?gllt? go gti |
pictures from gnd,nmBag s\pdeo library system 24. The pictures are typically
held in digitaf form Further, the central provider 4 has nmeans for

sel ecting(gnd Mhxicogtrbi/setchitt seeon dechayi deoudiahpsovicheysesi hgte vi deo
output. For exanple, the first video m ;ing system19 is arranged to
confifne a Li veanswgedhestatlaaherf gigan tridecatiog gy f\gllé 2g¢eld system | 8 with a

recorded video_signal fromthe recorded video Library system.20, and
generate (44 si Al @Rﬂ%&é’”&[}@g&tﬁf@%éﬂm Hbsmﬁb\henﬁv”“h Systertt 1610

put a call on hold.
(5)  The control/switching system 6 may instruct the switch system 16 to

retrieve a call previously put on hold.



i mges. The second video m xi ng system 2l has a different function fromthe
first video mxing system19 in that it is arranged to m x video %Mgfﬁaﬁg
output fromthe first video m xing system 19 and the vi deo format convérfgp
22, and 20 provide a single synchronised output. In this regard, it is to
be understood that the video format converter 22 transl ates anal o~ae vi deo
signals output fromtl ~e overlay ~-aohic& generating system 23 and
converts themnto a format suitable for m xing with notion video signals.
Advant ageousl| 56) eacheOdorkY/shtdhalgl dyktetl 63A8PLNWRIKLALLARE et &
cenrial provider 4 is adapted to provide the follown~ functions 1n the
system | of the inveuieiasall t¢lapotitenkycardiansicacndpinsivea tioavdllog of f requests
and chance pa s;.far exanple, to. m-tiate requests to u~:e

wor g, reques
concroUswi t c: fjag s&??éﬂFgopﬁwg‘é’t‘n%éWEﬂe RAAMSEHS B SehebasEm 16 to
t.ans~::ission on %%?e?gg‘?%‘ﬁ%ﬂ é?&c&%%gaéy ﬁall.l yf_ ~nor.. ~~13 1t (2)

510 (4) 15 _ (5) e controUsw tchinhg system6 nay indicate to
a particslar @8prksThd oitch hgttean [ 6 naoyisiigat ab Ithe Wohtro Thitcitifig Wodibhng to be
answered. Wthin a given tinme interval, the particul ar agent workstation is
responsi bl e for reBgonaihgranansly pet agdnid bas hpshegiting fshedetigmtahl | . The

i ncomng call may al.sg bg a Eall Bl\lni ch tvhee(ﬁgent 29 has put on hold for
| onger than the pé’Fﬁlo 8 %Lés {184, °9 WeACEFE en video is ready for trans..

fission and apceptrhbhQnk8yPINSEnE QMg £AN I BUSMHC AL SYRdL 660
i ndicating the allocated TV channel nunber "and the I D of the associ ated

feed to the broadclest down et ewdk. k head end 27; al so have the ability to
specify the 117 of the associated feed cable to the head end or allow the

cont rolBwi t cHiohg SHEEEHEHBSYTEBOSBEY TRBOMEIR 2 BXFATT SEATES Fegdast f HeiRdst e t he

switch status For 0 Vi i i face 26 in order that the
contrcUsw t chi ng yscb‘e%géscagg%gét%\gﬁ;?Q%dlg%%{'opri ate video source to the

feed cable to1} herHeeadii@ngystom 16 may respond to a call status request to supply
call status, queue position, etc; and any error conditions.
(12)  The switch system |6 may be configured to accept an error condition
15 indication from the control/switching system 6.
T ) Tne.co'ntrol/‘sv;/i—tc'hing- sys_tern>6 may request Time of Day from the
switch system 16.
(14) The control/switching system 6 may set the Time of Day for the switch
system 16.
20 It is envisaged that the system | of the invention may provide a power
dialling facility in order that customers who have called the centre and
left a Call-back message may be automatically dialled when an agent

29 is free. In that situation, the switch system 16 performs the

following additional functions:

S
w

(1) the control/switching system 6 may instruct the switch
system 16 to call a given Directory Number. The switch
systern 16 may be configured to respond with the call

status/progress: ‘‘ringing’’, “busy”’, “answered”;



I ndicate wish to transfer call (voice/video/both) to another agent 29.
Indicate wish to put call (voic,w deo/both) on hold. Indicate ish:teo 0
retrieve call (voicel!video/'ooth) previously put on hold. Indicate W rq ‘io
term nate call (vocewcdee~both/inmedi ate/ del ayed). Wthin a ,~ ven tine
interval, respond to status request which should supply calf status; any
e~or conditions; associated P:~B: U ~CD Dprector Nunber (D~; agent status
(to i nclude Fnancial value and nunber of products) ordered). 2~ (10)
Accept an error conditi i ndj cafjon,i~=:omihe ral. ! [.ng swe:n 6.
(11) ~-~dicate agent opgpati glﬁlalaa&lgta Jt)fgt Paor exanp e,%alru&ri}yd\;tpﬁggeacc %t
call's. The agnt worl st addnond/swaghialbs@siet 6onhy gured: tige ketph rseaend of a
vanety of parane;ers, For exanpl e: 4 ~ (. ~ 21;t13 12 workstation |ID;
agent nane; agent )D, d4€&e88eqtévaegall o exgensigiesd ansatanshg ealy. not accept

Che 1D (D) of coni 1 o5 " (RSB lpY R Pre B SRR Beb R bt atus
(this wisll include thes{derane t@'c!éﬁ@'aﬂ%x%s@np&&ﬂ%%n@ér@%@&mQﬁ&]at e),
|

status code; know edge of the local video switch source 26 ar destination
port references and vi (&b f gbelswirdlsng kymeheldgaannontam estprefatderingf
response and error conditipons, nessages an odes fr t he
controi/swtching syst‘@ﬁ?%fogrfaet Helgr @%@.&fﬁ)‘cﬁﬁeﬁf é&gh deteabxier ek he
broadcast distribution.gubsyst afe: t £/ AR ion, there
is provided nmeans enabli hgﬁ%l/i dg@lgﬁd eéu@?ﬂ%ﬁrﬁmﬁéecg% on gi@r@?i Eé)rgur ced
fromthe ce.”. tral predcllelldwhercbe afinbles edSaarossSeahbé0ndeasy gt wor k for
encoded Transmi ssion such as to maintain a one-to-one correspondence

bet wed t he signal sodtaus;(#hé dentrespongs oidderrog) condition| indggationhe si gnal

recipient (the renote custoner Q). .ivfore particularly, in_the .
pre:c glrred <(anbodi nent B’fcléﬁgﬁﬁra‘%d Eo%ﬁs Ef‘i% t%%&%f?&éfﬁ;‘/‘ﬁl% lr@éﬁgﬁbé the

broadcast di stri Py 0NnSWhs YR &Rl GRIRISESE @e SYEEEN] Bﬁtﬂé‘&%rﬁﬁaﬁ? 26, a
head end control system 27 adapted to be connectéed to the sw tchihg

interface 2ferans peohdahdaaatputetdsirek R8r foerfecmind agvadaiounsaed ihs rout ed
fromthe 10 central provider 4 and, ~or the controUsw tching system6 to be
transmit t edercaIBcese ARt Bcditaingnaearaiingatwisve andapdagng phéfamaatiennent i oned
components of the. broadcast distribution subsystem ~.i escribed nore

Fal Ty her ot R BESERl Erhg iR aPPorR o B Rt SR 1o eans - .

of patchin cal e QM t ageqnt 4N o5 ak O t he
br oadcast %Iegr?l\% rriﬁgghvi deog?zrgd%fgg.g&%t atlhgg pr o ir}ggg&étﬁhe facisFlsta{;/ of

t ransFer ri ageny irl@facealybenb €T, wekve agleatsgst2® M, tahfast videquhiixige $lzeent enot e
custoners 10 to charge video channels on t~~leir repetitive set-top box
decede: - s B 2 Peowigd Gy iPREL T b 3 secapd vEdeoe@ Y8 seSBovi-ded by a

vl deo mama .s~. voch, Th .y tenlng interface 26 _pe _wo the fo(iowng
Lasks: | videq-lotesh s fester 32 A8 S RY e Ch g e RO AtT 60t t8hitng syst em
6) 4 may «GANRELS 1igkSHAYREET 28NV 85d el Rdn Yo R0 FIQUES & e RBY Aot WOr K
video feed. (2) In user "node it r:~ay only allow one source to be patched
to one 5 destiddratirodesdribed upee iil$phersipdéei.t may al | ow one~source to be
patched to nultiple destinations. (3) In supervisor node it may pe::nit a
reset or di scodnecigeal Iingoasresystems | rgtteferably comprises a plurality of

workstations, in the form of PCs for example, which are so configured to

receive incoming  customer telephone  communications via  the

control/switching system 6 and to provide also outgoing video and audio

(8]
w

communications which can be routed, for example, via the control/switching
system 6, to the respective customers af the remote customer focations from
whom the incoming telephone communications are received.

Graphic representations of products being offered for purchase can be

30 generated at the central provider 4 by means of software operable under the



(4) 1t may accept an error condition indication fromthe con~oUs?/iéchi ng 10
system6. (S) It may directly access notion recorded video sisal rfdnf te3
video library system 2~ whsch is envisaged to be connected thereto. In
addition, the switching interface 26 can keep a record of video source and
destination reference nunbers; one-tirze switch IS reference per

sw t chi ng~i nstructi on; connection and copponent status; _ . . __ and

| ctowl edge and interpretation of response and error conditions, nmessages
and codes fro r i: | e;=+n i,5-.al.so. sho in Figu:e
Z, the out put g&f'—dr:mgrﬁ?f? Elteegs) Wéﬁ?ﬁépﬁgﬁf%%’a% Z%Cafim'?’ru % !Sp %’jseaé\é?otﬁeqﬁher and
passed over apmivilizdainesn RELMOF brapaiuiegdnetitingOsyistent 18 bsordeastiraet ! C
head end control ?7. The purpose of the head end control 27 is to

dermul ttpl ex t¥ad merr&ogsdsigded data and to convert their fornt, if desired,

dependi ng on the type of head end us 'ne head end is typically

anal ogue, alt hou@xgﬁ“'g?%eaﬁuf ei%@f, -ag?ﬁ%gzgc B 4°ves A iﬂQ@%FB_rorrn '5te Kidgp ~t al
interface. ~5,/Kes erablly, thele§ phBAGePa N9e GRS §lstedy 1808bHhy isss a(\h-ge@ heed
en d subsc: ~ber nmanagenent systenf %ontrol sw tch as rstafJ ed”ari1 d used by
t ~* ~e br oadcasmenefornadanile,t uchrhlt, éf amuirtids diel entdie cussnorel0 sarsed=t ep box

decoders 9; and (?) interried~ate, svvttch; nq control nte;:acing con~pon~ats
co-located, H¥F PasHarss| & thagenk apd/qp ofmyatlabl gredycty on Gieppisfomer TV

advant ageouslfec e sHeal S RI0LHA AT« G0 RELLOLIANA BN Lol foks as

summari sed her ei nbel Instri _ e contro g system
6) it may copneetihdhe ENeCionFoNti e epel Rt dBoret erldd (andvidbesghere TV
charnel .5 nunber) to a given set-top box. :('2). In operation node, only it
may al 1w onBiesagant &% alsbdiasaaceensdtot $1lbpectursst et aonmage Wdgeetibiaspr node
it my allow one source to be patch tq nulti destinations. (3) It may
respond to éysd%"!‘?;“al HEEET B %fﬁme@ﬁ ‘%ﬁ@&qglj?%e a general 1 ~ status
message | ndi cat i ng e enetal Jhaaky ol LRECOMERERLy abdlnikledTRY. T espond
to a connection status request i ch shou , gl ve a connection®status
nessage supphd/rdft@rdedl videBito @rovilie whiigdle widen ospuse Fos araimpiedhé @ryhi ch
vi deo destination and the refe:ence nunber of the nessage which instructed
t he swit chi vigeqimilking ghatasm tlione asrages! tol c@npineaa dudivedacesshal gemabeng system
iS us at the head end, these events . . . = shaoul d be,lo0ogged to a
e 5 1 (i iayieas CHREThAS dPibe TERTTRe ereo B EPRb TS FoRHa e .
con=ol / swt fl 56 SYSE &7 Band BYndehec B ARE SRlicd GRURRT (oS PARIRY d Thange ™~
request . 96%%‘? sI)ﬁeﬁ?il:ont’raoq/§;'V\5|I tr%:ﬁi ngls:S/sten(%G mely be a%ﬁfenzto request tare
of day fronmtfs. Shid @candvidedtngikiracs/sm 2( Hhs Thiefferent Aolchsmitoehtizg system 6
may be able to set the tine of day for the switching interface 26. (9) The
control /' sWRUEHINGI TS SETHE® IPaip et AbY aripesdndge YIHeo isad!seidpts
subscri ber .managenent. syst.em control,switc::. lon-on process. {10) It may
ronc tor ¢ nEOSy e AR AL eS STop A don4RS 7S TORe el S8fiol —ueq
| 006~ t 0, B fdel £ind DS, ABRTHISN0 GOR Oh (Rik BB SO ESTn RckBER AL Of
parafrf:eters suc; as~ t :

the video format converter 22 translates analogue video signals output from

the overlay graphics generating system 23 and converts them into a format
suitable for mixing with motion video signals.

Advantageously, each of the plurality of agent workstations at the

25 central provider 4 is adapted to provide the following functions in the system

| of the invention:

() Make and/or accept log on/log off requests and change password
requests; for example, to iutiate requests to the control/switching

system 6 to set up video chanrels for encoded transmussion on the

30 broadcasting network 5.



system password; c~a.~ent rodeo chal -ulel and set-top box )Ds; tinme
swtc7 reference per sntch:n~ ~nstruct;on; connection and corrpoﬂéni F3 N
~r ~~7? 13 is status; know edge and interpretation of response and error
condi tions, nessages and codes fromthe control/switchng system6; and tine
of day. Wth regard to the interaction between the swtching interlace 2,6
and s the head end control 27, it should;also be noted that any one out put
fromthe svmtchl ng |nterface 26 can be hard wired to a partlcul ar dedicated

TV channel f eed channe out put ~2 mj ht
f eed channel ?)%p Ii?“frﬁ PeatSV%‘FF‘o ¢ cBi¥r dpg‘ﬁma'tg t3 R¥ECH@ad end
subscri ber nﬁnagen%fncs%ﬁér?% H%ﬁddcg bl di, bt?;Ba > €0
channel s on 10 demand at the (a:ustomar S Set- copﬁgox éoé {5& '\Eg (t:)Lecones
possi bl e to enabl eanswesed. Ty' Withamnel givah ane xaruﬂvﬂnl theoparticulist @@t

set-top box decoder 9. T. he broadcast network 2~%F nprises an i nferface
whi ch, far exanpl eWOflﬁﬂ?%Foﬁelspfﬁ&HUé@ée By Espending 4tathe§éﬁf%%%wpﬁ’0@wder

(such ass;Cable T 9{vep¥headﬁﬁt ﬁxé! c m?r?J rﬁ*ag 24 9 a cayrvglgSH%kgre;Cg%%?

pref er abfy corrprl SesS an au cé an

interface. Typi cald%yhas\uden Heil@ sl §n<ft|%@1a§hedhle\b%frﬁﬁtédcpenod - the network in
ATM format, or in individual channelised feeds conpressed to the 1~EQ

standard, or (3 céﬁﬁ)ﬁ%@s@@ﬁbbﬁp@ﬁ teady ifere@adsorigsion arddicocwitbarspans

envi saged to be delive edtot tZVOrkln ATVL. for in.s arate
audi o channel i sed?‘P n‘éf’ chrftmt GRINSi SGRPBsPt & ?ﬁg’@%&éﬁoﬁﬁ%

Audi o feed can, H%ﬁépﬁﬁmﬁg%gxﬁfﬁ{edﬁﬂo?h@&%bgﬁm R b fiad B}bqughshns ise of

i nde~endeat transm ssion pat ~~0l ¢~ and video In e sysiem3i. Tla
conf esgpa deti ni t geradviameagentin?; o hive efef ailitoto tspecifngre ﬂ}?*o@ﬂhéie' ays to
the renote custoner location 2 is rninintsed. To avol d unnecessary
repetltton, it srﬁéﬁﬂfda¢ﬁafﬁ¢‘§/cé@eﬁéttéﬁ hepdengyor: dléowghe conmel/swieching

cen~-oUs~. vttch rforng a nety, of ':ev i.~-~ctions in
co-operation wt m%y?% i Wé?C%é%%%ﬁéﬁ?‘Z e?% when the system 1 of the
invent;on i 4y n USBcatkQhe %ﬁ@ﬂ?%ﬁtu«tf’a?a%ﬁﬂ videoSsiwiveH ﬁterﬁ!h%%%?&ia@ can

| oolc for ssages telling it that o cas ~r.com ng tel ephone cal™s From

ren~~ote custonetsy thandoaanl/swirtieng kpstemc Gsdaanpatcic ahe apptdpriate ardeo: t s
wor Ki n% at 30 particular wori stauons in the ce, M. tral pronder ~, and can

handl é
calls on ho or. transfer them a su erV|s It can also
make requesdjg |nItr18 Ctaﬂe wbﬁhotgg%a&éx[erg@ifl eggll% @P%@rtotaf}()@gf tﬁ? é?deo channel s
and to tear hem,dpun Wihco l@m QR @fviakh/botgbatidiye agent - cust omer
communi catioh session. It can also perform5 Supervtsory functions so as to
provi de gerf@y al [adidarepercilr itc maragemEn{vdiod/ordeafioon) atvidusttheusyst em in
use.
hold.
20 (8) [ndicate wish to terminate call (voice/video/both/immediate/delayed).
(9) Within a given time interval, respond to status request which should
supply call status; any error conditions; assaciated PABX/ACD
Director Number (DN); agent status (to include financial value and
number of product(s) ordered).
23 (10)  Accept an error condition indication from the control/switching
system 6.

(11)  Indicate agent operational status, for example, ready to accept calls.

The agent workstations may also be configured to keep record of a

variety of parameters, for example:

par t.i cul wsourge {q the fEECBC@i&MhiQ%“%@fEFE%?s for exanpl e, to put_those. .



Addi ti enal

facilities may al so be provided by the system1 of the

invention. T ne central provider 4 may, for exanple, provide a database

adapted to store and retrieve information associated with the opel at Fpn 2nd
| O mai ntenance of the system 1. Typically, the information to be
divides into four groups, nanely: ( | ) paraneters for configurati
operation of system for e~atnple, action to cake or~ various fai
events ("static data"); (2) seni-perrnarE%t i nformati on, such as
operators signed on, call status etc. ("dynamc data'; (3) decisi
criteria for |nconwnﬂmwakkxsttﬂmbuhmnn kgmﬁ"ﬂajhcmﬁuUhﬂg glahRd) agantd (4)

audi

si gni ficant event sS{™§

t

| og for malntalnllﬁg a hlstor of all c

ig Pt 3pC§P FfH IS, 6‘6‘%%4 Ak DoreTiBF el refereace,

stored

i on and
| ure
nanes of
on

call ers and

present ed her el nbel gut o pieudE SR, PAY ATRICYD) | des eaLresper %Jdngeto the

above-nenti oned four cat'e~ones ©
and reI iably in rlapp&cam algageraf amahs wus quai?cInmel th/eX’}‘ﬁamNh} value™4f = " T

V~i .. Ci ~C

y~-
~'57i deocent Péﬁdfgcf @Fﬂ@ﬂﬁe{@a@z@t éfaéu—? COdC @Mleégﬁ of the- local wkg:ent

curely

Vibr kst at 117s_and TCP/ Lt A t of valid A Na d
11r7sswat hhgent - GRS A6 ﬁ%‘ggégﬁ‘}?ggnﬁ’ro&fc&gﬁngys %q%v@m%ii DS ot of
valid PABX, % ACD Bidwetios Y andiMBRsdrdRlor® e nsdRnse aﬂg tdiRK 8o fgcgﬂoﬁs\/pe of

event nonitoring to be applied 4. 4.T;me-out Pe:-io

nmessage type | | rncssﬁgmamcbnedctsotrmal@emnnre@h‘rﬁmg:,fsysrd:mr&g anddirg@bfoc per

to use

r each

cemoner!t and per call status 14f~~Bt003 17 Table 2 iieoceu I.
General System St%¥us 2. System Status of individual Videocentre corrponents
3. Cal],Status o ent.

curren[ y | ogoed Rggé#n%ﬁlééé ré%{ﬁ%@ﬁ%ﬁ?@% tj’rdt?["h ggg%@pgt'g\ﬁ eﬁ?"fa%?]l tised

Agen

t

| Ds 2.] LbstheOfinddatnoM théreNoy

for which no scats are to be recorded either for Agefit |Ds andlor.
Servi ce provemmdnication shggtads shated HenCaht cRowtli popviddri4 ad de gwiathed use of

the foll ow ng Dyngrrzc Par anet er
| ogoed on 23cTeH(3

of Agent Names and_ I Ds

ULl ng act S A il 2B GEdenk 0 L ORRCAI O UEnal SAHLL BAE Ul RGOS, ¥

rout!'ng u :e cal

e agent onge

Hadede wvary %%a%'icghri ”&Pe@féw FUGl fpi MaHalnca| |

REdvicRef \{h@.@xspé@a\btli‘ﬁeavllde§ arkd Shaf CLI's

Nor mal

currently
ry ~-om
ne,

conpl ex al gmatthérsxg,balsﬁa@memtdtherérﬂ@z@reu@gm@@ 1091 sMoke Qesﬂcurany m Eﬂ% of day, o
shopping-hrstory, avail abl e agent base, etc. 1.
preferred embodiment of Figure 2 of the accompanying drawmcs thc

o
n

20

broadcast distribution subsystem 5 comprises a switching interface 26, a head

end control system 27 adapted to be connected to the switching interface 26
and a broadcast network 28 for enabling communications routed from the
central provider 4 and/or the control/switching system 6 to be transmitted to
the remote customer location 2. Each of the above-mentioned components of
the broadcast distribution subsystem 5 is described more fully hereinafier.

The switching nterface 26 provides an automatic means of patching
the local video source from the agent workstations 4 to the broadcast network
video feed 27. It also provides the facility of transferring video calls between
agents 29 without requiring the remote customers [0 to change video channels
on thelr repetitive set-top box decoders 9. The switching nterface 26 is

eavisaged to be provided by a video matmx switch. The switching interface

26 may perform the following tasks:



|8 Table 4 I. Each entry will be fully Date-tine stanped 2. Call ﬁga us:
for each change in call status there will be an entry which shows t't£&8 20/03
call status as: "Ringingi Pre-Order/ Order/ Delivery/ Wap-up/ Post-order
etc" and with this the "One-tinme Call Reference" and any associated valid
information: "Wbrkstation 117"; "Extension and Trunk DNs"; "Agent Name and
117"; "Error iVlessages and Codes" 3. Agent Status Change: "Agent Nane and
| D'; "Logging ONVOF F'"; "Shop/Chat/ Reaqé~ot -ready/etc." 4. Conponent
Status Change: "Initialising/Fteady/ Faul’dCl osi ng-downl etc"; "Error/ Status
Message and Code" 5. System Status Change: o

"I'nitialising/lReady$ FaRdttCIassi AY- dban/engol/swiEechisg/ Ssysagms fesgageanand
Code" 6. All Videogentre.Supervisor actd ans. taken_ tomlog-in to l.og-out,

i ncl udi ng transf ercoflﬂ?céﬁdé‘c}‘fag{ﬁ&[ B SRSROCACEARS RHEST 10920 GETHHE - Ee 1 al

pi ovider 4 or the fggontroUsw tching system 6 nmay al so provide a supervisor
faciliry for overseeing and managi ng the configuration, nmaintenance and
instal |l ati on(Z)unctn omsr afodehe ygtarty hilofv bhe soavente dre pddaked es rone
"supervisor" is used ge:~erically here, and it _is envisaged that there ar.e
various-l evel s of isé‘ég??rﬂ-yﬁh%}ﬁ’é%s‘ffr%W%iléanﬂﬂ%& OSSPy OREtARohsd i ous 10

associ at ed passmtrodrﬁmd ?Jd%s)ﬁggf%rfs’ the supervisor facility may have
seaar at ~ passwords associ ated with the systenis

confi aurati qiJr nainnugeasee/mdtt id b9t peoid AIRGEI ONGiscdhiRcsHPRbNh&ghnd aci lity
hardware is envisaged to be as for an agent workstat;on (including

P: ~Bk~' . 4CD headg®ide; so that not only can t '~e | S supervisor listen in
on calls, b al so can _act as a suppl enment~s~ agent as required,. Tce

conver se ~sl® soitt gy 2CCSPt 2R 108 °885¥188tm§i9ﬁ?%% LG ST SWACETRe: wsor
woul d be able tos%@gni(gn at any agent workstation as required. The super,
isor would be able to to~~!'e be”.veen the nvo nodes by sinply cUcl c~n~ on
app; opnat e [t t oftsmey diretdy abgsyvehction fecgidednvidesdimals fo@m kheFvidBo ?_003 19
From the workstation, the supervisor wll be able to oversee and nmanage the
syst em conponent Bbramheysteet 88 malgh Gvandsaged 19 baysaraekgdrihergto.of error

conditions as | .current. statisti.cs:,.call,s in progress and their
vari ous stages\:l\eﬂ“saﬁalzllogh VAT R qrfagg&f;‘uc:ané(gfzq)gr rgiogfg, i f appropriate;
and "total 5 valygdakeRe &id hRLyRfon }@f@}c%epﬁﬁnp&é,ermelﬂﬁ%sgm hVI SOr

facility may have a direct Link to access the data wthin the above —
di sclgsed dat abasferenfdpesspirching distmotikst edrinecticmynd eonpbeaeritataregquest each
call's status (refer to the dynam c paraneters previously discussed) in

order to make shof tknpeleAsgeidsiTdprpretaieth oO4sresnanse eandi rreh ceadifions, O operat e
as an agent to clear ba The sugglr%;i sor workstation may

A ='g of ﬁ-?elcl PR Git t
al so be able to”ﬁfﬁ?e?a?’% ?e‘% ﬁén or%“Fﬁ Ui 8‘38%3%? e dudit |og (see
previ ous di scusgl an)ish BhAWHSE FiQuriKeel ANGuds &Fm S8cisiions; iskatdd ng | evel s;
duty rosters; agent groupings; etc. A su ry of the resp8ctive functions
provi ded 36 irbengtpleryd segether-and pabaxi dvdryy Wilegireemebves@i qtbatawn - (1)
Cetlset tinme ofday for any system conponent. .
20 to the broadcast netwerk heac end control 27. The purpose of the head end
control 27 is to demultiplex the received video data and to convert their
format, if desired, depending on the type of head end used. The head end is
typically analogue, although alternatively,-this could be in the form of a
digital interface.
25 Preferably, the head end conmol 27 comprses (1) a head end
subscriber management system/control switch as mnstalled and used by the
broadcast network 28 to enabie and disable the customer’s set-tep box
decoders 9; and (2) intermediate switching control 1ntertacing components

co-located, for example, at the head end.



(2) Request stars of any individual or all system conponents directly.

Al though this is also available fromthe dmam c data stored within the

dat abase to which the supervisor has direct access, it is considelédF28 2003
inmportant to provide this direct Iink for resilience. (3) Adjust switch
settings ef the switching inte;-face 26, either for naintenance purposes

or to "listen in" co a video channel on an appropriate nonitor for agent
(4) Adjust snitch settings of the head end control

supervi si on pur poses.
27. 2~ (~} Confim~re and operate the vojge recorder |~ renotely. (6)
ConF~..ire and operate the interactive voice response System 1l renotely.

(7) Request, ~cancef D.l part,; cul ars,agent 29. (8). Notify the
super msor of systeﬁdggé%:tg??(%l%y’wco E?aélecglqsc.ontmgzy C%%Hﬁdéﬁnlan"%l&aﬁf:%%ﬁto a

general know gdgerefisehaetsta@swt, 1ts conponents and the various -status
and error nessage possibilities, the supervisor facility may need to keep a

record of, intlgr ahk$aingmtedn dynpdrentonmefiswenbieg, baitoul eflgeitanday
interpretation of 5 re nse and error..condjtions; nessages .and codes from
the system arid (PRESHIRRIIEHIEY SHEVART 195 (CHOFIVERETTR arbamsh

advant ageously prQvihiershopsopetalbpgost ati stics and broadcast network
infrastit:cture statistics,”in use. T ne below Table (that is, Table 5)

shows a typi €3l | iisbpergtioft nsadeh ostyalr insdyi dldgw foae sautceQopiser pdtchddato cirbl e node

area, generated by a statistics nodel of the systeml|. Table 5 _ .
- C~le Areas: HonB&UpaEeRdn SRREFYSTNFRET HgTaNBllo BlonsGeUrIsHe TFiEdieNhx
Active Nunber of I I e: Channel Allocations Required Per Node:
" SAllrg' LE G?OGERg}%E&%ﬁd%%P.a&SSSr‘ A LW LL,W AL - -C M.~ S~~OP
OPERATI NG ~. (3W~. - lY mf2¥ resporfd/toVilgederil stards fequebtwhich!shdlidSsive a- geferal ~~- I
Hone Shop Stofe Customer Base N3. of Custoners in Each ~, Veek Tvfax No. of
Qperatmds Av No. stftuOmessago irsdicdtargmhmghioeraf he@dihl o the component.

(4) It may respond to a connection status request which should give a

connection status message supplying information of which video
source is patched to which video destination and the reference number
of the message which instructed the switching with a date-time stamp.

If a dedicated interfacing system is used at the head end, these events _ _ _

15
should be logged to a file.
(5) [t may accept an error condition tndication from the control/switching
system 6.
(6) [t may accept a supervisor password change request.
20 (7)  The control/switching system 6 may be able to request tune of day
from the switching interface 26.
(8) The control/switching system 6 may be able to set the tirne of day for
the switching nterface 26. -
(9) The control/switching system 6 may be able to manage the head end
25 subscriber management system/control switch log-on process.

(10) It may monttor the system cormponents m operation and have its own

—~

simplhified logging to a file.

The head end control 27 may also keep a record of parameters such as-

r

system password; current video channel and set-top box [Ds; one-time

switch reference per switchung instruction; connection and component



Busy Hour G ade of Service Area AiViulti AreaMufti AreaMufti Area '
2700004500004500007500005%%8%8%4409009001 5000. | 80. | 80. 280. Z9 22 ;3' 703
:Val ue=~"QaTue' ,~Yalue~::~-~ Year-ZA ~. ~~'-~"e~at;3: r~. ~ =—ear=_ q‘
11000 22500 36000 60000 960i 1965031~r 206240080l 692534
9254771118347711113i | 99%629%2%2%20 ~ F < i~ ZQ3 21 The nodel provi des
statistical information on, for exanple, (1) the nmaxi mum nunber of
si mul t aneous users of the system (2) the average nunber of sinultaneous
users of the systemduring operating houts of the shop; (3) the cunber of
TV broadcasts set up (and cleared down) during 5 operati ng hours of the
shop; (4) the prokadid;idnsvBade ﬁldjﬁartérbf\clt'z{tﬁfn §P8RPEhsOln dodiot be
avai | abl e when the cust oner (Shopper) calls to the shop; e maki mum
number of active otrasagsissingesodas ent dlcpcrommuﬂ/ewmahmwmtsteﬁnépmnd gnenwiber of
shoppers si nmul tangousl y using the se:vice wthin each geographi c code area,
and (7) the channé#”-allocation required per nede to 10 ensure that a

channel is availa qﬂ;g“fg hes to
shop. In operati oﬁ}gﬁéﬂ% ?Cﬁg%rggégﬁc@log S E?gln%wn?&pgéﬂgnvgﬁ??&ﬂg in the
cont ext s of TiWe $bapgidgottiolt I8 ihesRld hlso Wel ﬂxorb@m%ymaﬂnﬁma&ozﬁftﬁéct' ng a
successf ul shopgmg transacti on between a custoner and an ageat (the . _
| S productis |1@@§fa}§r-‘(3\¢|f@érb)‘—‘ haygivared tp 4 paribyles dedieattdMovhagest eps,
nanmel y: - . t cust al | el ephgne. nunber, associ ated
Mih The sydEEmper St Rl Fe S T sthoh R e enet or
exa, Tnpl e) ; 362xcyt het eleephanansa!df donaloP Ul Sthidish NGe d(e%Mt QMRLLGeCal |
Di stribution) based equi pnent to an avail abl e agent; t he agenfi i denaFes
(usi ng val i thanageneadesy/set,. psddneo 2Qalastisnige paatidubar anﬂ:ol bisdnnefst snt he
caller to select a particular TV channel nunber on the custoner TV set; (Y)
t he cli8t omedermadit A SEAOWEE f S f@péwdﬁ@oc%ﬁr%ﬁévwﬁmpgm@e t¢ emafiledi ng an

inset live picture, of ent nthe TV scre typical ly,
achi eved bﬁ%sﬁ e %% 5% dgfio o%usé%m?rﬁg?éo%??’%ﬂiec&dﬁw de: with a
cane: a, m Xing taephbadel: a¥y@orkikh GRS @R iR n@@nw %EP
conpressing the image to |tvf PlorrGZ stoandards (ltcf/:pl cal yfpg%ﬁepr V?dl ng the
syal to a mhexydeeprdvidedtby apprapiiatpicopsuyndar (Eukenis Ealal‘ret'ﬁﬁ?i) of by aaUOn) for
transm ssion acrcss, a broadcast i ngep% vork_(a CATV network, for exanple);
(=) the cuSdeWes SsFvicgATPYIdehs st itartans Pé%‘éﬂ”é)blcémyﬁ’ﬂé%ﬁjé@ gudio f8é TV screen

the cust oner - ==
the network in ATM format, or in individual channefxsed feeds compressed to

t he

the MPEG2 standard, or in compressed composite video format. Audio
signals are envisaged to be delivered to the network in ATM format, or in

separate audio channelised format, or tn audio/composite video mixed format.

20 Audio feed can, therefore be provided alongside video through the use of
independent transmission paths for voice and video in the system . This

confers a definite advantage in that the effect of transmission delays to the
remote customer location 2 1s mimmised. N
To avoid unnecessary repetition, it should finally be noted from Figure

2 that the control/switching system 6 performs a varety of kev functions in

[E]
n

co-operation with the other components 3 to 5 when the system | of the
invention 1s 1n use; for example, the control/switching system 6 can look for
messages telling 1t that 1t has incomung telephone calls from remote
customers, and can route those customer calls out to agents working at

30 particular workstations in the central provider 4, and can handle particular

and gent %%—?399%’8 aa\ytﬂeo %éL pzﬁte%ﬁpg‘gp{c%g 98%0%(215 grde Dcre&?l e_lphong '[2(2)



t he shopping transaction is conpleted. This final action, on the part of
the custoner, frees the particular video channel for future use. 1H dUEEI00)
3(a) and 3(b) of the acconpanying drawings illustrate schematically the
initialisation and cl osedown process sequences typically far 5 setting up
and closing down a TV channel in the system| of the invention in use. As
shown in Figure 3(a), the controUsw tching system6 first comrunicates with
t he head end control 27 (in response to ﬁ request by an agent, for exanple)
by making a log-on request. In rl'~e eve ? that the head end control 27
recogii ses the | og-on sequence such that the request is accepted, 10 the
cont r oUswi t chireggesiy,s faaneeunpln, pr peledwse catlecquresbld he thesfir eein 28 dtherset up

a particular TV channel for use. T ne head end 27 is configured to report
the changed sPEEOAEURLEVERTt BT BORRLTEIR sy SiechPedcastesiagure. 3(b)
the process s I GUL 1ol -S4SdA0 37 S : s to show
how an existiﬁgﬂgepghﬁﬁﬁlIagégggg%%fgﬁﬁﬁ%s%grggﬁ%gxﬁé(ﬁhggggﬁngg?gﬁn
readi |y gain iagcesivei agotidustosyest @mrhunfcatihe sesg@nt | o0 can RyscepELHinNY a
particul ar | og-on sequence with an associ ated password into the systeml,
and Fi gut e 4 SEREWSOR dBRF&UISORIIglopPERYEdS Ffngtarind sPefenpriagement s. As
shown in Fig%&?nﬁmkﬁbﬁxﬂﬂ%ﬂ%g%%m?hl%%9 cen~-al provider 4 makes a | o0g-on

n ont o

request and enters a passwor e controUswi tching system 6, and 20
this system 6 can awdidicad]efabiiese Ba} heesbhYprebrieki K@ M%yﬁém&ga&m&k
sequences stored mthe database facility 30. In the event that the agent's
f 0og- on sequemvenmat. chEse aepan!’ powider $enaenbe ¢xXamile, daivatiaseda)asthe
controUBmﬁth%n s%sten1o .S able.pp respond os%gvelv to the agent 29 by
way of accep H%dt eSIPEy 2ot [FEGYR SHOmaRen @Rtecaeh Vi tiehaperatiomaBned by
t~~e 25,syst v, sﬁggﬁ; ald.. : ir 29 is
abl e tgocharggh%?é$ﬁ£§Fg§HS%%ggabr pﬁggigghm?%g?ﬁ ﬁégggiggﬁggggﬁg%ar.

val i dat e t hén@g@it 'gBotpe Mafdely: i(M) paribiviers 8 cohAgWsse A Rratich showy, the
controUswi tching system 6 nmay al so be equi pped w~t~h a tiner in order to
prevent t he sggent f@oeamme, aqtionntg thke ontyagosy Sedue eveats ('stabatdazadgnt 29
fail to aAt%b a valid I%%-on 30 .sequence witlun_.a presenbed per;od of tine.

~or- SEPETEARHLNETRRUPReSUCR L BARET R CAFEIRT g&ened o, | e
i 2 | e : el e : _
P Cvaen § nodeBRr P RBIONAY, UL ¢HERBISCRLORACAY BRI o8t WP

provi dsr 4. (“Aall shaiy daiaThend i(guneiit idyeforemmineainmisl £histdyidtidll adllsy dials up

the system s tel ephone nunber. 5 The resultant tel ephone call is received
by the swi tehengndyssgrafica® evtts (Endipiasa)a Herapriphaenssai TaHys Wi éh rout es
the call, typica.lly, to the controUsw tching. .system®6. Th

cont TOUswi FERIRGE L aRTE e A Her T o SFERHE. LR & TSRO 1R (ufMbase
facility 3 . ibnd L.LRg b Aakd o RYZPASES ; one of the
agents 29 gFB?%gQ@%%?fgﬁﬁbfo@FééggJdt %T ﬁt ﬁgg ?e?g?gégg%g%gﬁﬁgxconing
custoner tehephabl igon@FUMabatifadilinyOne of said agents 29, if available, is
accordingly enabled to respond to the custoner call and identi "ry the
cust@fer caller 10 if u~-ilczown. Figure 6 of the acconpanying draw ngs s

hows a sim | ar process diagramto éhg@g?f Figure 5, the difference here
being that tine 15 controUswi tchi ng? em6 is adapted to re-route the

cust omer Moo = o s e (3018 -aggagmﬁhigpg;q@yiher agent
(agent  2)| ERoid Thertorst L RR R Laa AR BT mCle s S o R ild to the
cust omer els.lr%s:&g cﬁ%ﬁ?%@(st%or?sPH%MTW & ssegor exanple). "Fijgure 6

uses the same reféfence nunerals aS wera used to desi-~ate same. ~lji ke parts
in the desciitifen@fAddnt Nintesand Z0sR ghregear dfrothiacaegarpamytdag | dram-~s is
a process di agram showt ng

provided by the groups

3. List of valid PABX/ACD Durectory Numbers {or extensions and trunks and I{
type of event monitoring to be applied

4. 4. Time-out Periods to use for each message type

|
|
5. 5 Actions to take on recerving failure indicat:orn per component and per call (
status ’




how a video path for a particular television channel using CLI (Call gg
Line ldentirier) is set up in the system1 of the invention. Forl &nkt B 2003
avoi dance of repetition, it should nmerely be noted that a request -~s
effectively nade to the controlL'switching system6 to set up a video path
for a TV chanr _el and to 2~ comrunicate wtth the head end control 27 in
order to request the channel. response is then expected on the TV channel
d: at has been allocated fer the particular session. Further, as shown in
the figure, the agent 29 is enabled to tefl the custonmer what charu-tef the
telev;sion p:ct~,.ire w~(I be ava;lable on, because the control/swtch.~ng
system 6, by co-operating ~.vUh tl~e database ~0, 30 matches the identifier
of the custoner caller I 0 using the caller 's te;ephone 24 nunber with a
set-top box identifier (typlcally) so Tasbie@ route video through to the
respective c OHRf— - - . £ nmeral s
as were used; ' 60 ﬁP ) CERIG oo~
Of — t e —acconpanyt my ol TgsS—1

previous fi : -
process di ajam EHISWI ggmﬁfhﬁ deo path for a TV channel can be set pin

the system Il ofsthg $AUNA AMvidl Widdaoe BShBgnden (Cal 1 ing Line
Identifier)., T he process sequence, as shown inh the Figure, is initijated

fromthe agent Caildeat29 ofall cnik espragresgiuest to the systemto set up vi deo

path. In re pons t 10 r the contyol/sw tching system@g is
enabl ed to hPééﬁ%ﬂf\%ﬁrﬁq H%‘*gﬁ%%ﬂ”é?ﬁ’dly Bﬁg‘?‘{ﬁ“ 27, the switching
interface 2 0, in a

manner as previously discussed, such as to perm't video (live video, for
exanple) to be routed through to thegpss 9ner box. Figure 8 again enpl oys

the sane referenc nunerals as wer a used to 15 designate sarrelllke parts
in the desc Zetpisnn=gety meﬂre‘@]fkgunngl?afametepﬁl S e b
pr evi ousl y, ™ _n-L-‘qu 12 ::ﬁ R R BT :-Ii 2 aVAMK Lyl ALVE S 1 et 'i-n PIERAY: 'n-

facility forl. rimmo{&hlngndlg@ﬁ@@atz@ mebcitiser pgeat Dpar t i cul ar agent

wor kst ati o entr der and Figure 9 of the acconpgnying
drawi ngs s 2 P%ﬁ“@%ﬁ?&égg‘df% 99% acconplish this. As sHown in
20 Figure tj iﬂ?o?r@EﬁsﬁrWH&'%esché drBichi B etoRyedt aaer%P%&a/enf%" 31 which
snakes a request to the systemto nonitor, for exarrp , a pa"rtlcuf Ar agent
29 at_one f ifiForaNemtal\detrkist pidvidesl  ~ ccordl ng!y, in response to"{hat
request, cjJ ie controUswi tching s stem6 is adapted to comunicate{wth the -
dat abase . [ Notef6at theefailt foytamg cra%lI Ypp grakease §|§ﬁé¢\fp56mr)c Ayaamisp to
re-route cofptrol sals 2~ to the switching Interface 26 and the swtch
system 16,| TE¥PEECi vely. Irt tie event that the request spade is validated
th a "supg:vtisgr rAg%n?ﬂ@ﬁie@%&%?@&rf'&ﬁmlbbsed@ﬁ utonng function. Ag dacussed
prevcousl ;r, tze S5, ~Ste; ;i 1 t:~. e’lnvéntion c~-~ handl e requésts, for
exanpi e, fﬁOr@hH@IﬁISotﬁﬂ cals mﬂromwm ng custorrer calls or ;-cold 3p or (b)
to C ansfe . 1 >: vilsor _
~ ~ ~5~ 233 25 and Fi gures 10(a) and 10(b) of t he accorrpanyl ng dr awi ngs

show exa e process,_ di agr chj eve functions such as these. In Fi~ure
o) PP g by B 2 e o et PR g e SRR R 258 1

response t9ﬁ“@8&{'roapﬁécgta ggg@%ggfpgmﬂgg%@ bEadPihESiH geo s and audio

signal s on and to the sw teh system 16,
respecti VedoyppiWﬁoéﬁmseoa%b@bewln@ahl@rc;ﬂl@s B topimahie dreguested to
"pl ease hol d” and”thereafter, within a prescribed period of tine, rl"°
sane shopptng history, available agent base, etc.




agent 29 can nake a request to retrieve said video and audi o signals on
hold to enable their subsequent transmssion to the caller 10. 1Q InmsFpapgre
lQ("o), a first agent (agent 1) nakes a "call on hotd" request to the
systemin response to which the control/swi tching system6 re-routes video
and audi o signals on hold to rape database facility 30 and to the switch
system 16. The renote custoner caller ? is typically requested to "pl ease
bol d* and thereafter, once a prescribed %eriod of tinme has elapsed, the 1 s
control/switching system®6 re-routes (that is, transfers) the custoner cal
fromthe first agent (agent I) to a second avail abl e agent (agent 2). The
first agent is disconnected fromthe head end feed of the system and the
second went is enabled to establish video and audi o communi cations with the
caller 10. The systen1nay, as shomn 7pﬂggude an apology to the caller 10
for keeping_20 , L d [
be noted agg :;5‘#3‘—’ =BT '. TS e o 2 ] urrer als
as were useg - Tl

-éoun.—'f:-f;.ks- :.' REE

the system|l Cshotvls ahé chNeninQn,: “Rifing %@Meﬂ*@ﬂd&/‘@é@@&w Wilp-ubd
conpi ete~. ji t%’o%b&%eﬁ-rétc' the Wrt(ﬁcﬁﬁ§ ﬁ@Q”O‘rl%rﬁﬁe' @aﬁtl@éifc%m”vﬁﬁr Jlle
cust oner Ca||%£ocg[ %Qm% %n%ﬁ ? 9¥%5€%gﬁr§ mﬁg agent
subsysten1 t ,.“ mgP o he coh

CQ(r~S VI C %ﬁé&é ﬁé"”frs“rs tIIeCetO 30
re-rout es e)m*“r"élllt SR gh@%‘%"t heAgﬁ'HeNag&‘o angly IEDsyst ;
16, 26, 27, 30 “ShopE-hat/Ready@itzeady/¢fach as to effect cl osedovvn of alll
exi sting v| deGompdnanydf anpatTiapgandini ddiséiy/ReadyF eult/Gadsied-doWnéehannel s
are freed orugﬁgrpgtmmessgg@ﬂde@o@( a) and 12(b) of the acconpanying
dr awi ngs ce gr . ySt.em

Eﬁ ca %ﬁ@@ﬂ%ﬂ&d‘ uﬁﬂ?lélo‘é?c{ é?qlgfu%

ar £
s&) on

tR
corrponent CQ LN e% {gg
networ . ' ~Q er )rsi%’é@ g V sessi gn network error fajilure. In
Fi gure |2(&) All NadwsmEFd R’ﬁfﬂ?ﬁf At desR Bomslogrindadea-aud iasweing cate with

the head énd tmosfer ito 20d outef agantabalédandlilg mode 30, and the agent gubsystem
4, and to detect typically a TV channel error condition | O associ ated with -

br oadcast” network node failure. Further, the systemas shown is envisaged . .
To poSsess recoﬁ'éﬂﬁeﬁﬁélnﬁfq‘@#efr‘é@tfl e GegoNsWiehiast 8@t rOMaYoREPt i on such

as to pernit t agent. 29.tq. effect successf ul (aerro &eec)
provide & AelvisSr fact ity for overSeeing and man omc nfiguration,

maintenance and installation functions of the system [ of the invention. The
term “‘supervisor” is used generically here, and it ts envisaged that there are
various levels of security access provided by the facility with various
10 associated passwords; for example, the supervisor facility may have separats
passwords associated with the system’s configuratior/maintenance/installation
functions.
The supervisor facility hardware is envisaged to be as for an agent _
workstation (including PABX/ACD headset), so that not only can the
IS supervisor listen in on calls, but also can act as a supplementary agent as
required. The converse 1s also true; with the correct software installed, a
supervisor would be able to log in at any agent workstation as required. The
supervisor would be able to togzle between the two medes by simply clicking

n approprnate buttons or clicking within a given window



transm ssion of video pictures on a particular TV channel across the_
network. In Figure 12(b), the controUswi tching system6 is arrandeé 68,2083
comuni cate with the head end control 27, the database facility 30, the
switch system |16, and the agent subsystem 4, and as in Figure 12(a), to
detect any TV channel error conditions etc. In the event that art error is
detected and that the systemfails to regéify the detected error condition,
an e:ror notification can typically be passed to the agent 29 and al so, an
apol ogy for the detected error 20 in picture transm ssion across the
nervork fromthe adeam 2ige tiorkstetieral ther surgrdaer Ballmbelab(anito hoverfee and

appropriate, a request to the caller to call back the neat |ater on).
havi ng ¢ hus' dGECRRDON DRET AUBRPFSH by iF SPErEn B G Lt raryags of
_errbOd' ment, | Enﬁﬁc&n@iﬂb@n&vﬁlvbemzﬁl\c n%Eﬁﬁgnéé?%Bn nxepr% 2 g'aH‘&%ciI"g QtJut.L%StI on
is 25 exenplary only and that rnodincations and varl &t; ons as w FP%ceur to
t hose possessadgaf “shep/cpnfracty/ mt-ecddy?;-omll £ cgeriray) d £ obtd Biata; yarke “iede

w t hout departure nomthe spint and scope of the invention as set forth ~n
the appefded RQI%F BEenefthsgEEVESTR 9F 2% Bof . For exanple, u' ~e system of
the invention ~n = & |0 i ¥ely,. TY.sh ~t.~ .n.the
honme. The 30 systﬁ%ﬁeemS 5%%%Ayragﬁﬁ%’ggﬁﬁg)égbé%r&éﬁéé%}égé f/c“tsﬁgpen%ﬁ%&tﬁﬁht of

~ 4 F~~3 ?. 11ha aBdveC USLRIFRYE -datipRid. eTheehiterARshivbsk AN nS bandle R
enquiries) using, for exanple, a cor”bination of conventional telephoning
conbi ned wi t hequiestecagiediadl’ ovasztupr(@afdeast therdineasc paramddhins | preyiouslyi s

envi saged that the,renote custonmer subsystem.nay be provided with an

on- screen mefECHsIE) iR 9radga 9 ﬁr&%édhpf?a&cpﬁgéq?é%?fg(séc%ﬁﬁ Bften i roneshpl e)
such that, u i,Wat fi.the aetl] g . t omer,
si gnal Qacan ecr}art?-%%ér%%“!f ?@8%?%%%?@%%&% %’ 8%5?2&@$¥F%5%%{(?)%&f%@%e
central provindgralsdf bé ubls ¥6 tgferatd dedoh@r faht &fe viddokenttanubR biarssi tted
back to the respective custonmer fromthe central provider on a designated
t el ephone nuiTpépus discusmienwayordaudd onade ognismicdadivess: ciaffing sudsessful |y
establ i shed petween the renote custonmers and the central provider of the
syst em enbo PGSRBS BARFEIPYRIASS: €%« 4 F E B 2003 28 CLAIMS 1. An
interactive syst f:ﬁfén g happi r Lder by
renot e custoner s?{nssal @?el%@croe%%??n%:hggaﬁ {eBtv\?\%érhﬁBgi @% rﬁ{?_gwg@

enabl iy3g vi dgedlitgigdgiausberembetswruni cation to be established between the
renote custoners and the central provider, one of said distribution neans
enabl i ng cuéldonefel/eqt sippbakdaydamraml SatdidASMRPRIL he central provider to be

d i cyl dvi kst.at|i d by h f
the cent al Cbr ovkBGIEst PHBRCOHEDh 6" GG BT iy Jor S CIPARST ot GVt at § ons,

and one of sal d giieddild 081HEaNtLI0 FRRANL ddafRC R Ul bRuAn thevl deo
comuni cations fromthe plurality of human operated workstations to be
routed to the rekpdatd v wHisi AeE®pdrasor has direct access, It (s considered
20 important to provide this direct link for resilience.
(3)  Adjust switch setungs of the swiching interface 26, either for
maintenance purposes or (o “listen in” to a video channel on an

appropriate monitor for agent supervision purposes.

(4) Adjust switch settings of the head end control 27.

%]
i

(5)  Configure and operate the voice recorder [3 remotely.

(6) Configure and operate the interacuve volce response system I3
remotely.

(7)  Request/cancel listen in2 to a particular agent 29.

(8) Notify the supervisor of system securnty violations.

on nmeans---—-.---



whom t he tel ephone communi cati ons are connected; neans enabling lséupi 5.
operators working at said workstations to conmunicate interactively Wi i (U
the custoners and provide images including 15 i mages of said operators to
the custonmers to be viewed on the custonmers' televisions; and neans
enabling the human operators and the custonmers to effect transactions. 20
2. An interactive systemas clainmed in claiml1l, wherein said distribution
means conprises control/swi tching nmeans fgr enabling said custoner

conmmuni cations to be routed to and from said workstations of the central
provi der over both S n. tive system
as clainmed in clai n@ldgfﬁogl g Je%g%%%? %ﬁg@%gﬁ%ﬁ‘hﬁé ?‘?ﬁg Xgnttoaqcﬁe
custoners conpri seshegrapious Sstgeneirat |e&@rn§@§@pe4p09§{blhmser@,@t gmrﬁgg em as
claimed in claiml or 2 or 3, wherein the provided i nages conprise |live

vi deo i mages of saf@llhﬁ’rfﬁﬁya?@rfﬁtl@ﬁg“wfd of, qumha~ z 0~~ 29 5. An

I nteractive syste cl ai_ned | C wherein said neans
provi di ng i mages c@%%rl s&SHEP a%l ﬁf&einﬁ:g mﬁ}? ?%Fre C%qubllﬁ FRRFSiAtgB0 i gnal s
generateg at the crRBpée MOMrsletontitidhsdARBAES SRNESARL e Haha s?mm”eans
for conpressing the conbined signals for transmission to the 5 renofe
custoners. 6. An |mdetrract01fxdeysystem as clainmed in any preceding claim
wherei n one of said renote cu tomers is enabjed to initiate cqomunication

with one of said HSHRrlaf ?h:? IBYCRRAN (3t AOR Y ARBEEPUSHE PBHYIGREMY and/ or
on-screen 10 F&ang@ ?tz&”ax%?ﬁr\%@éﬁttQé}ﬁforéxiﬂsﬁ{kzﬁ}é’ﬂaugucs% us{%t efActi ve

systemas cl a erein sald rnitiated conmuhication provides
a service regelest TshlgMeat V4, T8 ) ERANS 2 eRsibAll NginBUBduch pedtRtes, Sof @

conmuni cate interactively With said custorers. 15 8. An interactive system
as clailfred ipargtdaneablonods alea geneminst &y asatisedsophdelefeld Systemilni ti at ed
back to the renote custoner fromthel_ca%r?tral provi der on a designated

t el ephone nunber in response to said €Pated comunicati on by t he

cust oner. E "“wé .g:-—,—-»- =
3—' i "-'. il
A T 5 Poxe c"n... ey e
A G "“rﬁ‘g-.‘ 5 e ey
e ﬂ"".&

SRS
LoD %f.:
S e S

T
St

"7 T 77 7 | Cable Areas: Area A Multi Area  Multi Area  Multi Area’ -
Homes Passed: 220000 450000 450000 750000
% Users Shopping: 5% 5% 8% 8%
No. of 500 Home Nodes: 440 900 900 [500
Max Active Number of
Channels Per Node: 0.18 0.18 0.28 0.29
Channel Allocations
Required Per Node: 2 2 3 3

SAMPLE ( GROGERY = 1‘&“—‘@ N.Mﬁ:«it_%_j«‘mw—: :’é’:ﬁ‘i e “mmffr&:z}

‘SHOP OPERATING -, P x P
STATISTICS - ﬁﬁwﬁm“ﬁaﬁ%ﬁv e
S Rl Sl e M A R Sy N S T 5
Home Shop Store
Customer Base 11000 22500 36000 60000
No. of Customers in
Each Week 9607 19650 31440 52400
Max No. of Operators 80 159 253 439
Av No. of Operators 25 47 71 118
Maximum No of Calls in
Busy Hour 347 711 1137 1976
Grade of Service 2% 2% 2% 2%




9. An interactive systemas clainmed in any preceding claim whergin ﬁ@@cbmw
h

nmeans enabling agents to conmunicate interactively with the custoner
conprises a broadcast network interface. 25 10. An interactive system as

claimed in claim9, wherein said broadcast network interface conprises an

audio and video feed interface. 11. An interactive systemas clainmed in
claim 10, wherein the audio and video feed provided to the custoner is

scranbled and is adapted to be 30 unscra®bl ed by decoder neans at one or
nore of the respective custoners’ ]
permit said feed t@hbempeelepratidanstsgitdal UsbanBRiG: ohelByeghBpR; (LR mAN
interactive systemas clainmed in claim10, wherein said audio an
feed provi dedME8IMHB ByEpeel §iBUMgagRUSdUulass | dfcthedeysest d@prthadoress
i nformati on and ég,éggnsqitted B% ad?&gss circ

FEAIGEER I 9 i aepetite

t he respectiv@n%ustone

BRI PTG BRES S uct

ﬁit neans at one or_ nore of

~F ~ ~ e703 30 locations so as to

5 video

ons

fromthe vi des.@m?,e@g @edn@hbeab e ONrefdcasds et [ArBUL 9 dBANS) § :in o
ng the

vi deo communi cations to be routed to the customers, thereby perm

feed to 310 beperemegdioors Piidhe usemn@) she pedtmbilsiychst a fButiddar oiamac bt ve

systemas clained .in claim10, wherein the au
§1 %OéP&rﬁaﬁaéablaﬁah%t&stcw%rﬁ#&ma@ BB 18T Shapd(Oss

the custoner 38&(Y
or_nore

th L . _ e LA
i nf or mati on ggqngaﬂﬂﬁﬁhﬁ&ﬁg.QY @ggéSﬁﬁuﬁgiéﬁggﬁgggﬁgg2&§3§§g%?§9ﬁ§Fructions

the respective custoners ocations I n
fromthe videe hesdeenst ahosgirs dnalafesalyd @it thutd-oreMARsy enaRl i ng

i.0 and video feed provided to

of

vi deo communi cations to be routed to the custonmers and (b) unscranbl ed by

decoder neangeograpsil dodmarey amgr ) che tchanegisallneatien rkguatd pasnsde as to
the custopers' televisions 20 for

it id feed b i ved.
F i 0 14, CRIC I AT LISy Sl ENe 4L & S aETBRG pdsiye PEEBARDE<oPE m

Vi ewi n

e arranged to be viewed on a sel ected channel of the

wher ei n sai 4, RYeSH
upon conmuni cation to the custoner of the respective channel

custoner's T
nunber by one 2SIefopagitibnhofrir tperdataited fitenl bNtey adtdnyien S¥sStHem as

clainmed in claim1l or . Whe aec(
are int egr aFP§tiexiofn &t Eippping in- ey hormepitsvill be understood that effecting a

successful shopping transaction between a customer and an agent (the
. .15 product/services provider) typically involves the following stcpé, x'zaz_n-ely:- o
(1) the customer calls a telephone number, associated with the system [, from
a remote customer location (his/her home, for example); (2) the telephone call
is routed using ACD (Automatic Call Distribution) based equipment to an

available agent; (3) the agent idenufles (using validation codes etc.) the

customer caller and instructs the caller to select a particular TV channel

20
number on the customer TV set; (4) the customer ts provided with a picture of
the “home shop” (including an inset live picture of the agent) on the TV
screen - this 1s, typically, achieved by equipping the agent position at the
central provider with a camera, rmuxing the video signal with computer
25 generated graphics, compressing the tmage to MPEG2 standards (typically)

and providing the signal to a head end (with appropriate consumer
ident:fication information) for transmission across a broadcasting network (a
CATV network, for example); (5) the customer visually inspects the available
products on the TV screen and then, 1f appropriate, shops by speaking direct

over the telephone to the agent; (6) the customer hangs up the telephone once

13, wherein the decoder neans and the custoner's TV



31 16. An interactive systemas clained in claim12 or

13 wherein th

e

address circuit neans and the customer's TV are integrally connéct e,dL ]"EOS
An interactive systemas clainmed in any preceding claim further 5

conprising nmeans for recording the dial ogue of

between the human operators and the customers over both of said

di stri buti on neans.

18. An interactive s

claim further 10 conprising nmeans for p
via an automated system when the human ;gerat ors are busy. 19. An
Te flaitinagswing omedmesparsofithe

interactive s

Waglocrramwéaorp s cPmpint

i nteractive comruni cations

temas clained in any preceding
viding a service to the custoners

eractive system as

interactive vqice re tem, 15 20.

claimed in an(f/uspor i c &Fﬁgﬁ?ru'flfiﬁ%?h%%ﬁrﬁlﬁ% ge capturing neans at

the central providgfeut&r REPERE 1 We thdTB@esmebnwak d jhBeS O

and/ or of avail abl eggir—odtfgt)g to bgb)lshoopped 20 gl ﬁAn i nter 5ct1?1\§ge@ﬁs§stem as

clained in arsphpnetwdiﬁvngemxaamatﬂ‘ouraﬂdeﬂomdnmm;snncgssrseqmmcfe@lty;ﬁ&:@ﬂyl fog data
m 22 nln eractive systemas clainmed in

i n anal ogue and/or digjtal
ehGPeing il HatRs e g BhieisysETs
25 23. Anin actjy te ing im,. f
conpri sing s&lgéerwAs'si ‘rafg%er'lzlang1 ?Mé @Fdf‘w a %é’%?ﬁggn%rsg%\%rgr 36e
confi gur at i oBomAfimiGatd3t @htanae hehd %aﬂtioﬁbtat em (i rés86nse to~aTequ
24. An interactive system substantially as hereinbefore descri bed Wi t

ref erence toagdms facemmelay bngalingd [ngson request. In the event that the head end

claim 21’

AL AASR AL A9L AU Al ALX| L. AN2. ASr.. ASE. A&,
. NG, AR RAOE P Broaiion 68 BRI Eapest is abcepied

Ah. Al . A& AL.
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the control/switching system 6 can proceed to request the head end 27 to set
up a particular TV channel for use. The head end 27 is configured to report
the changed status back to the control/switching system 6. In Figure 3(b), the

process sequence of Figure 3(a) is shown in ieverse order so as to show how

an existing TV channel session is closed down.
An agent 29 can readily gain access into the system 1 of the invention

by entering a particular log-on sequence with an associated password into the
system 1, and Figure 4 shows a corresponding process diagram to accomplish

this. As shown in Figure 4, the agent 29 at the central provider 4 makes a

log-on request and enters a password wnto the control/switching system 6, and

this system 6 can validate these entnies by checking them against sequences

stored in the database facility 30. In the event that the agent’s log-on

sequence matches a particular sequence in the database 30, the

control/switching system 6 s able to respond positively to the agent 29 by

way of accepting the log-on request , and the agent 1s then enabled by the

system | to recetve a customer call. If desired, the agent 29 is able to change

his/her own password provided that the database 30 can validate the agent’s

identity in a manner as discussed above. As shown, the control/switching

system 6 may also be equipped with a timer in order to prevent the agent 29

from eatening nto the system, should that agent 29 fail to enter a valid log-on

sequence withun a prescribed period of ime.
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F ' 190mg qum;ampchﬂc\yvxth the head cnd control 27 i order to request Lhe chanrel. A

response is then expected on the TV channel that has been allocated for the

particular session. Further, as shown in the figure, the agent 29 1s enabled to

tefl the customer what channel the television picture will be available on,

because the control/switching system 6, by co-operating with the database 50,

30 matches the 1dentifier of the customer caller 10 using the caller’s telephone
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1B+10%& () - L Ho%dtsr With1D%i&oh box idMr (dpically) so as ¢ id o

| dEUS4- 10% & () -, , 10% & ()-g*lo% g ()- WPiaL) (§3 fO route video through to
the respective customer box. This figure again uses the same referenca

numerals as were used to designate some/like parts in the description of the
previous figures.

Figure 8 of the accompanying drawings is another process diagram
showing how a video path for a TV channel can be set up in the system [ of
the invention, but without using CLID (Calling Line Identifier). The process
sequence, as shown in the Figure, 1s initiated from the agent side 29 who

makes a request to the system to set up a video path. In response to that
10 request, the control/switching system 6 (s enabled to communicate with the
head end control 27, the switching interface 26 (a local video switch, for
example), and the dzatabase 30, in a manner as previously discussed, sucht as to
permit video (live video, for example) to be routed through to the customer
box. Figure 8 again employs the same reference numerals as were used to
designate same/like parts in the c_iés—c:-'ig_J—d-on of the prevxjous ﬁgﬁres. o

As discussed previously, the system 1 of the invention may provide a
“supervisor” facility for monitoring agents 29 working at particular agent
workstations at the central provider 4, and Figure 9 of the accompanying
drawings shows an example process diagram to accomplish this. As shown in

Figure 9, the process sequence is imtiated by the “supervisor™ 31 which makes

a request to the system to monutor, for example, a particular agent 29 at one of

the agent workstations. Accordingly, In response to that request, the

control/switching system 6 is adapted to communicate with the database 30

(for identity validation of the “supervisor”) and also to re-route control signals

to the switching interface 26 and the switch system 16, respectively. In the

]
n

event that the request made is validated the “supervisor” is enabled to perform

1ts morutoring functron.
As discussed previously, the system | of the invention can handle

requests, for example, from agents to (a) put incormung customer calls on hold

!Is to other agents or a supervisor,

or (b) to transfer the tncoming customer ca
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H& ()- 5 and audio signals on hold to the database faczhry 30 and to the switch system

16, respectively. The remote customer caller [0 is typically requested to

“please hold™ and thereafter, within a prescribed period of time, the same

agent 29 can make a request to retrieve said video and audio signals on hold to

enable their subsequent transmission to the caller 10.

10 In Figure 10(b), a first agent (agent 1) makes a “call on hold” request

to the system in response to which the control/switching system 6 re-routes
video and audio signals on hold to the database facility 30 and to the switch
system 16. The remote customer caller 10 is typically requested to “please
hold” and thereafter, once a prescribed period of time has elapsed, the

* control/switching system 6 re-routes (that is, transfers) the customer call from T

15
the first agent (agent ) to a second available agent (agent 2). The first agent

is disconnected from the head end feed of the system and the second agent is

enzbled to establish video and audio communications with the caller 10. The
system may, as shown, provide an apology to the caller 10 for keeping
him/her on hold beyond a prescribed period of time.

10(a) and 10(b) use the same

It is to be noted again that Figures
in the

reference numerals as were used to designate saine/like parts

description of the previous figures.
Figure !l of the accompanying drawings Is an example process

diagram showing the closedown of video and audio paths n the system | of

ction 1s compie As shown, the

the vention, afler a shopping transa
process sequence is started when the customer caller [0 hangs up the

telephone. This action triggers the agent subsystem 4 to transmit a “hang up”
contre! signal to the control/swiching system 6, which in response thereto,
16,26,27,30

30 re-routes control signals to the other snown system components
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communicate with the head end control 27, the database facility 30, and the

agent subsystem 4, and to detect typically a TV channel error condition
10 associated with broadcast network node failure. Further, the system as shown
is envisaged to possess recovery means for rectifying the detected error
condition such as to permit the agent 29 to effect successful (erroi-free)
transmission of video pictures on a particular TV channel across the network.
In Figure [2(b), the contolswitching system 6 is arranged to
15 communicate -with thé f;ead_ c_r;é control 27, the database facility 30, the sw*tch
system 16, and the agent subsystem 4, and as in Figure [2(a), to detect any TV
channel error conditions etc. [n the event that an error 1s detected and that the
system fails to rectify the detected error condition, an error notification can
typically be passed to the agent 29 and also, an apology for the detected error
{n picture transmission across the network from the agent 29 to the caller 10

can be made (with, if appropriate, a request to the cailer 10 to call back the

agent later on).
Having thus described the invention by reference to an exemplary

embodiment, it 1s to be well understood that the embodiment in questuon 1s

exemplary only and that modifications and vanations as will occur to those

[Q]
i

possessed of the approprate knowledge and skiils may be made without

departure from the spint and scope of the inveation as set forth in the

appended claims and equivaients thereof. For example, the system of the

imvention in use ts not [umited exclusively to TV shopping in the home. The

generally the management of

30 system In USE Mmay encompass more
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5 activating means (a button, for example) such that, upon activation of the
actlvating means by a remote customer, signals can be transmitted from the
remote customer ocation to the central provider of the system, and thereafter,
calls can be transmitted back to the respective customer from the central
provider on a designated telephone number. In this way, audio
10 communications can be successfully established between the remote

customers and the central provider of the system embodying the invention.
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central provider, one of said distribution means enabling customer telephone
communications with the central provider to be routed to particular advisor
workstations operated by human operators of the central provider, there being
a plurality of such advisor workstations, and one of said distribution means
10 enabling one-way audio and video communications from the plurality of
human operated workstations to be routed to the respective customers to
whom the telephone communications are connected;
means enabling said human operators working at said workstations to
communicate interactively with the customers and provide images including
15 images of said operators to the customers to be viewed on the customers’
televisions; and
means enabling the human operators and the customers to effect

transactions.

20 2. An interactive system as claimed in claim 1, wherein said distribution
means comprises control/switching means for enabling said customer
communications to be routed to and from said workstations of the central

provider over both of said distribution means.

25 3. An interactive system as claimed in claim 1 or 2, wherein said means

providing images to the customers comprises graphics generating means.

4. An interactive system as claimed in claim 1 or 2 or 3, wherein the
provided images comprise live video images of said human operators.

30
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6. An interactive system as claimed in any preceding claim, wherein one

of said remote customers is enabled to initiate communication with one of

said human operators by activation of menu button means and/or on-screen

10 icon means on said customer’s television.

7. An interactive system as claimed in claim 6, wherein said initiated
communication provides a service request signal via said means enabling
human operators to communicate interactively with said customers.

15
8. An interactive system as claimed in claim 6 or claim 7, wherein a
telephone call is initiated back to the remote customer from the central
provider on a designated telephone number in response to said initiated
communication by the customer.

20
9. An interactive system as claimed in any preceding ciaim, wherein said
means enabling agents to communicate interactively with the customers

comprises a broadcast network interface.

25 10. An interactive system as claimed in claim 9, wherein said broadcast

network interface comprises an audio and video feed interface.

11. An interactive system as claimed in claim 10, wherein the audio and
video feed provided to the customer is scrambled and 1s adapted to be

30 unscrambled by decoder means at one or more of the respective customers’
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20 for viewing.

14.  An interactive system as claimed in any preceding claim, wherein said
images are arranged to be viewed on a selected channel of the customer’s TV
upon communication to the customer of the respective channel number by one

25 of said human operators.

15. An interactive system as claimed in claim 11 or 13, wherein the

decoder means and the customer’s TV are integrally connected.
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19.  An interactive system as claimed in claim 18, wherein said means is
an interactive voice responding system.

15
20.  An interactive system as claimed in any preceding claim, further
comprising image-capturing means at the central provider for providing live

images of said human operators and/or of available products to be shopped.

20 21.  An interactive system as claimed in any preceding claim, further

comprising means for storing data in analogue and/or digital form.

22. An interactive system as claimed in claim 21, wherein said data
storing means compri.ses a video library system.

25
23. An interactive system as claimed in any preceding claim, further
comprising supervising means for providing a facility for overseeing the

configuration and maintenance of said system in use.
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