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WO 2004/ 061695 PCT/ US2003/ 012097 -1 | NTERACTI VE
E- MAI L STATEMENT TECHNI CAL FIELD 5 The present
WO pooafosiceh rel ates generally to comuni cati on PET/ERZN03/012097
about el ectronic docunment fornms of statenents and
reports, and nore particukat+y to providing such
docunents by e-nmail with integrated c bility to
respond by insﬁﬁﬁ@ihgggﬁéEﬁ@Ag¥SEfﬂﬂﬂﬂEEQES|on
BACKGROUND ART Conventional |y, docunents used as
statenments and reports (collectively "statenents”
herein) are prepared IECHNPAL HEED ncl ude data stating
like nonthly billings, lab results, etc. Such
statenments are prepared by enterprises acting as
Vengdopesdt ingemﬁ)ﬁ raates ger11‘éi‘a¢19$o canmimjication of graiibpat dl@irenic
that need to re ggﬁglcagg ¥rﬁf|the|r cllgpts
docgpen foama g S REETS rep%ﬁn e partieyfary fopraviding suc
doctrdr@ e dmbi® it ikt 6drald L 4JabilityS0 SePbn b BinBadiahdsOdddn st chitg
as goods or services custoners, or as clients that
sessfoicei ve regul ar, detail intensive conmunications on
standard matters. O particular present interest are
how statenents are then sent fromthe preparing 20
parties to the recei BAGRKGROWNPAREND t hen how t hese
parties handle foll ow up conmmuni cati ons.
Traditionally, the statenents are sent via a
co moﬁvﬁnitlomally @msjnahts osedas siatearents @nd reperts ©bllestivels éstatemgnts"

| | t
herqi) alfpreshien peer ol R gBl o e baRbl e il o
Such StalehRRE R prébafed 1B/ eﬁtms%idlﬁg Bagentiors bdpdodeotigervicdshoreby

provi ding party n details or .ssues.in the
orgag7ati et neeﬁhtafeav@v ce@mvawatfmflﬁlarﬁ?laﬁhﬁﬁlwnﬁéaaﬂ?rf‘énaﬁers
Con@&@éﬂ/ | tHstRenBitt Sl 11%511&%5 GorRng eMBrptikesRY offhizatiins @QiHgia€ lgoods
to the providin arty. Alternately, . the
or smzn;es aristognepsapt 35 clienin ceevoe egdlat detpid l%ffnéw SPHBUpIgRH{gpRS on
" Q%d%? phone, with a hlgh attendant |i kel ihood that
. provider's best suited representative for
ha @ﬂpaﬂgu]ah]a‘emt intaresivie IhOWestatmmnm areithiee senp fromahe prapasing

t he statene t
parfea B i@ kock Ve TafllcR 150 el é“’gﬂ}g S ol a'éﬁlﬁfr? {Bflosf, 88 Bbhahnications.
Tradieioillyethé hietemeive aie samdigs vaBlglomllaJolsmbcbrl CIotnyer(sérVEer@f dourse,

ol.l.ow u tra ctions, re state
a5 igHA ke i PRy Rty Sohera. ph R an Sitedt FhERE AT 1t
becSmBRakticufily 8 WiBHicvEs a rebéifiag phity R Rél ollo® upevialtipresidig party
to individuals rather than to roles or departnen

on details or higjes frothe gatemente ShativRiy cORMICHHHIR A EFBHie hghing o lottr
and%blllchﬁé‘ﬂ bPﬁlel or ddMier bARY¥ %‘thle fprcﬁ"ﬂhﬁ’g }bﬁﬂynﬁlterﬁﬁtéﬁyem E*écelvmg party

i ncl udes contact e-mail ddress, it may

angeyrte mclme prayiding Rty talﬂphoa?, Wikhos bigh a‘ltf‘élfiﬂnt\l@hhood that the
pro%ggr%/ L6 ré’&léekféﬁ%’ﬁ/r %ﬁﬁ%ﬁg the matter will be unavailable, or not have a

copy of the statement or other information readily available to address the questions being

raised.

Despite the advent and growing availability of e-mail, simple follow up transactions
regarding statements can still take days. In fact, trying to follow up via e-mail can be worse,
since it tends to be addressed to individuals rather than to roles or departments, i.e., not to
entities like an Accounting Clerk or a Billing Dept. Thus, even if an original statement

includes a contact e-mail address, it may be for a person who is on vacation, or who has left
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-2 the organi zation, or who has such a work | oad that
it is days before they can sort through their e-nmai
wane4deleeyat e matters. For exanple, if a convertT/wRENN3/012097
statenment is a bill in which nerely one itemrequires
clarification, resolving that-is likely to require a
protracted dialog that can be expected to 5 )
the aygdyszationicaihy hasdugly a peeyiniead thabit isgleys befereithey qap sprsthropgh their
ver the information in statements to
em E%éfgg&gggﬁR%Farification or correction and,
coibr dxainply, iffatchnyeintidnah gatamentlis & bidlin whichamereky, ong fiem r¢qtires

why. ent erpri ses. rgani_zation '
et 5By 150 "5 10k By AR apivagrd SR B Batl e o
substdallpddifesyRbhicPrag@etieilnsi delickd enderk ay tHedyforation at
despite whatever early paynent incentives Lﬁﬁﬁ naé.
statqRes 1Bl EZIWED SYGH GLARIEF Al At SPEechPn And, PIBPUREMEH WIAE Asdat owr

exaPIOMhAGE Fhi SntblBBses @84 0fmilatRhslioasy 418 k&I BbifiSelled UPROpdyment
upporting custonmers via phone_is_ a notariousl

terms b einsasy 80 fayspradite the oftqrhies sonsigerable delay W@&}Pé&ewﬁ
' : ' ; the ph i |
RS0 SRGE iR TR SRR 00 1, D1ene 1 8 Terel

representative and then
getAnothgr thepbasiaprotiém forstatenent pomdeisas b icestiof Selding telesales
t hat, bot h rties.ar | King. I hi
oSS eGP L IR R0 o PR 0 s s
are nGashifed i jhated susthf siepiner dpettendhaptione raseralyseyighiyngito the

. Jarge, been a failure. en a cust.oner s @ . probl
igh SSPHIHIAN & g S ng e ﬂﬂfgﬁf@@ﬂ?&ﬂg?@ clicgy igh e B
partle8 afttalkiheAb & ki sami€ kbing hQJ, tstiblisBing Rersiae context ABfi@ttto dite to

_the problemhere _is that there presently_|s no
miggaiaich SEWOT a1 has plg. by Wjarge, Eeé?n @E@iﬂ% &@“‘t qeusfopper has a
prob‘igﬁ ﬁﬁellerslga?lry vt BVMRhdle BMRIMARIy, BF fMéeiS oy SWEHt time

e-mal [ support that is highly responsive, they often .
peripd.nfeh asheat of the probéans hesprisrtBat sharg preggpily fsgrocassrianee chpt an gripail
Willde rés@hﬁ%ﬁ%‘ ?1% sHolt dr@drloP UG RN wiR ro'vﬁleQQElgf‘e%ehﬁe-ﬁﬂil support

i nproved systemto communicate statenments and to then
thatdohighig trespomsiegthey ofierufindcthati toeiscustoomsts stileopt toBDloSOLOSBRDY
el I NVENTI ON 25 Accordingly, it is an object of the

“B%®Sent invention to provide an inproved systemto
comsllbeathat whatisareedddss amhirovddsgstera dmchnathudicate stetements and

comuni cat | ons about .t he iefly, one preferred

to ﬂéﬁﬁ‘t?%ﬁl%ﬁlpﬁlﬁ?“%mﬁ%%ﬁgh?ﬁé%ﬂ on is a nethod for
interactively communicating wwth regard to a
statenent. The statenent is prepared, in e-mail 30
form and i ncl udi nBI%E%ﬁMWﬁO& a first
conmput er system operated by a provider of the
statement. The statenent is then communicated fromthe
fi rAsqeorsidmabys fitds amgliect of the peesend éwyisationdte ppryide-andppravad gystem to

co@&?{awgthemgﬂgmﬁgg %ﬂ ogﬁ)cﬂlg%ﬁﬁersb\éﬁﬁl ot} c'aﬁorﬁ%ﬁ&?cttﬁ&n. by a
cler assocl ated wth a receiver o he statenment. A
cl iRxidflys odetprefiemed enipdowend efithe presént inyeuntomds a method for

interactively communicating with regard to a statement. The statement is prepared, in e-mail

form and including a tag and a link, at a first computer system operated by a provider of the
statement. The statement is then communicated from the first computer system to a second
computer system via a network. The second computer system is operated by a clerk
associated with a receiver of the statement. A client software is provided to the second

computer system automatically, based on the tag being present in the statement. An instant
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conmput er system automatically, based on the tag being

present in the statenent. An instant WO 2004/ 061695
w03/ 012097 -3 nmessagi ng sessi on i s the@T/US2003/012097

enpl oyed between the second conputer system of the

clerk and a third conputer—&ystem based on the clerk

sel.ectively activati n%gt he link. The third conputer
messaaIpR fSHen gfhimgrarioysyl bstvesn thesecond sprapetpt wstemeof the clerk and a

third $6@HUSE W bdded B el Sl8dciiba enthald.
1 t he garre@gts? t he e_f i rst Ccon‘putcctalr gg?%ﬁ%g ﬁgﬁlggi%fa'lﬂji}?/d ‘p()%puter
SysiRbUIE RBFrated bY e serEige capbosdiirtistaseotiated avifhrtbs provideniaeditiagn
LiSiafy BB | interactive
potst gt }énen?g%%et}lﬁg?ﬁ@ééré&g%ﬂés '%?rgg, i ncl udi ng data
r e Rriaflyngnoties preferizideatbodimteniesf thd predeat B atteAe Y methbd r

f ut er syste erat.ed by a provider of the
conglcPhe R MM Seaen, AR Ba T F i Dndifing do ercarcing the
subfelrematsey of the Staicndeit, @t 4 Brst LG sPen@Bpdrtdd B4 provider of the

; trress{g‘gl ng cl hl%gé sgf tware in a second conputer system
Stalg et A &8 1Hipe Bytke a—ggacwr@a% tpIsFule fog pioyishngym instant
medshiin S E1h e Rare i al skébhd icdmBhtesyhiefl dpeRbdin atc:l:l@k GesBRhtbd with 2
one suitable for selective activation of the i ent
recl v Chee staRmeanh A knlais rlse inclidpd bythapmatisererstitahis Sagelegive
1198781 0P Fhe\Mij [ ntially th
B o N v L P EATRM BBy B} BB BtV o
third gerppuier sysipndpeientially the sawms ond asttbelfitat ¢dmytubee systan) apefated by a
j . red enbodi nent of the present
5 i ne'vrg%ﬂte%égtnaﬁpg5%8{@?4}%&&?11&13 9 Végé?‘nt eractively
c orfriedly caoihegpafrout eabsdiakarafiie. prddast ifteatiem B method for

. 1neluding a .t and_.a |ink, i received at a first =

el Y e e i el e plfeents Bkineddesfnete ik, i

receivedet ¥ Bfst cdmph@ sysitraloperell by AleHDSbeMtedHIS A8HcBYer of the
rovided in the first conputer

client software is i |
Statg’gz??-e%ﬂ mngartdREeet ignt ssEwa inprovied mdhe Best srpnyte sevem
antdnihtic4l8, BAsed 6ABRttag ﬂ_elél%(ﬁrbééht ih$hd MBS BEUHY & en selelclt]i\éely

.activated by the clerk to enploy an instant nessag
actiegiedshydhe pletiiie pployanfipsiagt megsaping sassig befystrethre frntl canputer

&R GRNY RS s - rvi.ce . ,
R oo aPLet u§§§2%| atog%%\%\n&lt{)ﬁggm%?{)% FeatEe apspgiated with a
proddegoéthenstatenBnf.ef | y, yet another preferred enbodi ment

of ' ion i.s a tement. enbodied in a
L MR R
embodigy Hgalt capmaiter eeadalhlk (sjﬂ:ofage Ete@ﬂhﬁﬂ Al sﬁlbsttﬁrﬁialﬁja g@%@t{]onal e-maifl is
readabl e stora i um ich js. coupled with one o
sork gl e ottt vapchipmbled withape e
computedyedni dfe peoviddrthat BasSLEAICHE QTRHT £4ecEUSIRPURE sRtem %f a
e

I clerk a(fsolgi ated with a recejver that has received t
clerlasseqipted with 3 rgogyverithaldiep Treeiveds ths apdilp pr ayihird sompitar sybtement a
twiodlk GHhére BBl k-rh1 B 8ERY cSAMTIRES i |

fle the clerk. eA talg ilsgci ncl uggg@%ﬁqgglﬁ%aﬁg?Fi{e%eg?%ltsag%
included imygaidee-prgi that #suidatie;fos praviding a Jisht sudimerd in thdvecad comguter

L st e —
sessiop bstagemthe 3B wvki wIvitratpesntatineasd@atbd @il tha ps@idkr C& link is
also foRlded ?%Q%—'n\{a%, gﬁess%?tiaﬁ% ?og sgﬂagtﬂfe taglevagglg 1\3/}|/ t‘ﬁg E:Ierléb)rol«3i1'11r1])l1<c>yi sSaid
instant messaging session with the service representative.

An advantage of the present invention is the ability to present statements from

providers for rapid, complete execution or processing by receivers, wherein clerks associated
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also included in the e-mail, one suitable for

sel ective activation by the clerk to enploy said
W0 p@iaste9sressagi ng session with the service  PCT/US2003/012097

representative. An advantage of the present invention

is the ability to present statenments from providers

£ r rapid, nq te execution or processing by
with Sheapapless ca Ao o8Y W RS ST e FVD 2 5 A1 0B1BBBHith
serR6eTepiO2R0B Q1RO Bt W itk BRViRRET vers can easily

follow up on and resolve any issues in the statements

wi thnothes edyagiage effhe bwantian iy svmedisto coritad dTheiprdviddiesent the

n

st (AB10D AP En Y BRAGHR e b 23pb A S 3Phat S The
clerkaifd nkbtyi;tal {hirengh-nested plaome nidnes, ohrik tikely be abheldtfer & mgmng
by SRS 63 ANESnT i € hE FoidRet e dbrshe e
timésor a long time. Alternately, the clerks do not send

of f, c nvgﬂalonal -mai |l s, for answer at indeterm nate

| at/S1othef peyautag %We%mﬁt%%h%? shaprsl Goptgsih Bpdythe elerk and
the bdiBEHepteBentdtive 6%h BLIBLENS at tﬁ@&a‘ihettﬁﬁg Gt @k mﬁfﬂ@me 18 clerk has the

service representatlve can [ ooki'n
statgt §efate ther stnghe link it 15“r\ﬁ1@t &3 bqeR chin yechis stathe interaction, and
the SdrAbERBRLPEH O My h
ebeen H?p %bed |tys?§¥? tagﬁﬁﬁﬁg%ggébgﬁehkméﬁrﬁevmnPOﬂmn$
befoge thecy quigpradis eAnsamissien besy fioanbe tlkd a5 tizt ietemtio Gimmences.
mer evan before themb
St AR pRRREI e AT e PR R EShpe ol o conler
costh. rﬁ@nmhmmrﬂmesrepreéﬂmﬁhef toaeht Ritgeulple tlaEks for multiple
n% is. the abili tor ce custoner, service
recelverst, fecgé;%ly glmu}tﬁléeouw e%}lg ﬂnep ?r 15 tgplgg la\gp%séton a service

repre&pfa&ﬁ@ma)b itjpise the auek toMnbtheMUihisl illpRved Bk kit @by and
% bp 15 receivers, effectively sinultaneously.

prodjfiity ol ceciiiCevide FPRrere g lop g B Soo alines; Yiddelal isuc

resoh 8RR EHRAL at i ve can be typing the answer to another.

This inmproves the efficiency and productivity of each
serViPHT 3 pHtageithe i linwltmn ¢ thilitydo sotdiavevmi tuilt itrditional call

cent@x@‘éw]&tﬁt}ﬁ r11‘11%?&51‘1?telcsrcgrﬁﬂ'lrI tlﬂiﬁ@ hﬁgf ITE ser\?igé/ %@%‘g tive

the invention | |ty ave
can {1§emﬂ1Wth_r;k19¢t of fliejr hog®s, caamvbars in( the torld,het effecnhﬂy Support

C structure he .se
o SLESATNALC RSB el S S,
distrainyedroai eeriters tHaEarwmﬂnﬁ],ete)l/ﬁttralﬁlﬁefraﬁ ttd the bystGh@poF dlients.

| t .Thi | t
o et Sy e e b e nE iR & b e dpoBiispues in the
statem&lntsewfth tlogure. dfitead @MRAEA SloymAil ARsA3S BN but z&teY lc?ﬁeement is

or clients. Another advantage of
rea"g ’ﬁe 1ssue Wil bespsoived (3ay 19 mksh %@P@Oﬂ)égw we elegitonés

versioﬁ cﬁﬂDBe indRedbdtely ?{1@1@& fo th¥biehk, @vlhgt% W &n bk ﬂﬁttngcﬁgteﬁf ﬁlgg\{)h{]agtd

to mail a form out after agreenent IS
tranggpttechhack rrerhaps with hplmfromathp egvicy eyreseHstiveowhmban still be around

o &M plished to the ol erk, where it can be

i mneithert aélvgntigelolfétdt imeentiom the abaalltg m lidve én DAmkdiate &aRRASt of
the c\i\%rft Q?xjage pegresgnm Evlg%ogx?errs\/alttgnes P {rz?nséceﬁptt %Eu{ yc%ptu\rﬂgaq by eit Clq‘lel‘ party,
or by one and sent to the other for acknowledgement. It can also be digitally signed, if its a
transaction meriting that. Such transcripts can be archived and further used for training

purposes or for analysis to improve business practices.
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and interactively assist. 30 Another advantage of the
invention is the ability to have an i nmedi ate

wo ecaaserdpt of the clerk-service represent atiRE/US2003/012097
conversations. The transcript can "captured" by either
party, or by one and sent—t%—the other for
ackpow edgenent. It_can also be digitally signed, if
it anoflie adyantagnolipe Ipentignisike .abI%EYdﬁ tyh Arggedtiop ingo ¢ sales

oppoeuAEE WiBEoABRed With R urinsSd diffal & glgig{}}ség gusp a?@%‘?a?r,s\?ﬁat Aarted

for analysis to inprove business p
as QI WePews SatMmWSLddund MO0 signdd trmshctiomfonedditional goods or

serAtaDhagic tdﬁgﬁgleh‘éﬁﬁ}ob%@r.i s the ability to turn a

question into al es” opportunity. Wen conbined with

s eclhes¢ gndantigkr dbjgets ahd slvginages pEthe presentatitentiod i1l beshat clear to
| d turn

t d .,as_.a guest.i.on, about a_.statement cou
thofe ilef i 118 3u S PR o HBroqoPon O5ihe Pref Brrsmug Sbeen gpodc of
canyi agwu::ﬁﬁ iﬁ\@gﬁ_ﬂcﬁl ?memg&@gw a?)mam@]gofﬁeqafeﬁﬁéd ertﬁboﬁlﬁﬁaﬁ as
a er objects and advant ages o e presen
des?ﬂ(?&%?ﬁe&mgﬁ Flﬁ’sté%f% thy sexpral %gur%%ﬂs”élé‘—‘ dRving®d in t he
art in view of the description of the best presently
known node of carrying out the invention and the
i ndustri al aW&%ﬁ@R?WT@N%TﬂE&MWMGSnbOdi ment
as described herein and as illustrated in the several
figures of the drawi ngs. 10 BRI EF DESCRI PTI ON OF THE
NePoTsang adyaotess aitit racbeanibegeion ofll bheppareaseh the

j ' ' he. rent fromthe .follow .. .
SRR o b R ERln Rl b g i

f i gUGebisafschknaatic birsk idagrin mhvidingla@ova?iesv &aﬁ%ﬁ%ﬁﬁ}ﬂeﬁt

bl.oc iagram provi di ng an .overvi ew of an enbodi nent
aCCTgl%gz%%‘IF&% r?ﬁtlYeglnEeVI g+erw%]é]ﬁ’tl Aot EWEY | ve e- nai |

dodUGENIs aSyst €t depiGinga proceds by Wich Mgy ihv SEBh ﬁfag Bﬁeglét%; and

pr ss. by which e jnvention nmay operate; an .

3 &*‘i&a? SATehrRatate biﬂ‘% dlasemaRyPEfingeB vV eIviey ofs compleyiemiodiment
accéfling t¢ MBRRNti@Nbodi ment  according to the invention.

In_the various figures of the drawi ngs, |ike

r efletheygdeusiearay b thedeavingsolike tefdacor are 2@dso dérogerlike or
simBAreIBRLE Lktesd €PS. BEST MODE FOR CARRYI NG OUT THE

I NVENTI ON A preferred enbodi nent of the present

invention is an interactive e-mail docunent 25

system j ' i ' her ei n,
and part ;A%ﬁgirv#@ﬁﬁ ﬁbﬁ.%&l@t}%&ﬁ%ﬁﬁ @Hﬁwgﬁ
preferred enbodi nent of the invention is depicted by
th eperal ref.eren character 10, FIG 1l is a
S ROTELT e BP B GT 2 i GO TG Am U R e ol dgqument
systeIhAadiligiitteddt QRNAHBE drdvinBEhdreM SRl ipkRIchBE S IARE LXG of FIG. 1,
ment system (I EDS 10). Briefly, a provider

his S TR |. docu : ;
this pre f‘@’.‘é:ﬂéf“gf’ o8t oftih Tareen Budepisted bydhqecavialiséerense gharacter 10.
r @8 VIEK a kbheWlafic BloPEEMBGH pkSyidifs ah Svdr¥iRl%2hd ¥mbodiment

according to the inventive interactive e-mail document system (IEDS 10). Briefly, a provider
12 generates a statement 14 that is provided to a receiver 16 via a network 18. As is typically
the case with statements, generally, a clerk 20 that is part of the organization of the receiver
16 may or may not need to communicate with a customer service or support representative
(CSR 22) that is part of the organization of the provider 12. The statement 14 therefore
permits initiation of an instant messaging or chat session (IM/chat 24) between the clerk 20
and the CSR 22.
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30 the case with statenents, generally, a clerk 20

that is part of the organization of the receiver 16
worey406160Ry not need to conmuni cate with a cusPONES2003/012097

service or support representative (CSR 22) that is

part of the organi zati on of—~G-he provider 12. The

sta nt 14therefore ermts initiation of an

i ns a Secdion,cnd ppweéwﬁdedza)hmnmmﬁhe
1nvE1?cﬁIGQ'EES'10 th ro%

PCT/ US2003/ 01 oggﬂr i%%@ SR AT AR itrﬁ? (Eprsane asa
vendp orgaergasivatiemepediog teseguladi dorputibae withtits x:hem ort shamdard

[ ider 1 ically

malt O 81 G W b R of Sl b B e o

clicahthet igeaives ad;gulan deteieli amgmmmuraagmd fagh theqmmammz arie stitdoient 14
its clients. e.receiver 16 is

carl ghSorfids B0 gL RARDERY 6 ali b3 Fevats TG dteTiera g e vigually any

docnnighip Imludmrg adstdberGdrit Sﬂiccbmtblﬂsﬁfa@ré{p%ﬁts rT(ﬁgﬂh%&ltoﬁ %ﬁ'f%ek efther
e Statenen

cations from.the provider
rep i, LI FERLE G eI P i Formisiean g e, muio, or
anim@fidTdsmentPihcdrph@BCRe. It can be virtual ly any
docunent, including a statenent of account, bills, lab
r epHiePEovides AR igerratiporndmsevides she stateraent 14 &pibe respiver 16 in the
gen@xtahﬁﬁmro?%%tnﬁul %1 &ﬁﬁll l?&’rdapugeg ggn béqésgéntlaﬁ)rst anrc#] or encryption,

f or mat S, It can have
digiga] sigmpinEss,iche opley famdeb(edeflme lnildhtlﬂnﬁilipﬂ Wd@he lhoﬂx%cessarﬂy

th t
BRSO BE LSS LB LA ol Mgy .1

shows mevird deftls wfitn el?%l’blarﬁ statemmeasBidieid. & 1hc§ludﬁs a@dﬁj&& 26 ‘ﬂ[at 1dent1ﬁes
res, etc. enpl oye

pt digj tal i t
the GRBbERT RNl it RS i Sl e DR e
recdivi® 16,01 Wi ENEMES SF @écoﬁluclhoﬁmlmmﬁg) MY ehicadied r€po?eﬁbtl: that
in FIG shows nore details of

ns. An inser
Conétﬁlétﬁ?ﬂhﬁ M Vyé’lug’t"é‘?r‘ééﬂle it&teﬁ‘é?*e“ The st3temenid4 algo srwb}déttonzeﬂﬁonal
-mbil dkadelig
e nd o0, TR OR, B 0 {Mhbne 4 BAIs g
30 ndadinkidE- 16, i.e., the statenent of account nmont hl y

bi Ity B 30 ﬁ&lﬁ&%ﬂ%ﬁﬁb&&%%ﬁ t§ e?@olpge’d t§ %he recelve{ 16, yhezg it is then

constitutes the very purpose o at efre
readytfar esaelrihe ¢larkad0sastivated thelbisk 3 Mhe tagi3o nsa]basmeHm Appleasein an

e T
stat¢nagnt Mlsmpemdd@'sheﬁ:blemrﬁo sblfomara&erﬁﬁté &chfob@ tHe Q) e@ffjrefeﬁent:&?by
rea or use | t he

the {ae%alpeéeothg glilein\/ g&%ﬁ)@r? {9{& jiirﬁtkc §0Ks tlﬁ,]lgcql g:gchg @04 loads the client

softai3adtonythare, Mppisett. OMBrvisk Bl et Mmtfmﬂs& mﬁ
deplf,ﬁgtﬁ{rent 14. This has the usual behavior in

cAPRRRIoF thismay be e REryidsy 13, ne shovey Rr &E@ﬂleamatmewsmble
via Ak hewielis1 4. onkoad clig s@i@\bﬁg 34 [sqf)ﬁ%& ﬂ(i?gal{qéeﬁé ﬁﬁ&ﬁﬁ%ﬁ? cI?é% 20 to

here the client software 3 Irst c
enggegdpa lixpMicha 24 SPSIS@nO’YItWSRZ% software 34 fromthere,

i f . uest a
10 e gt L (B R
dyngnigpweloadifg, iagalbtionwnnd estomaiat dperatibo 6BdofvAramce sSthdLigent

software 34. Various means exist to address such concerns and to insure that the client

software 34 is safe. For instance, it can be downloaded from a trusted source or it can be

vouched for by a trusted authority (i.e., signed). The security of the client software 34 is a
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via the network 18. Once the client software 34 is

| oaded it is started, allowing the clerk 20 to engage
WO nooa/obicy® | M chat 24 session with a CSR 22. TP€T/US2003/012097

recei ver 16 may, understandably, have sone concerns

about allow ng the 30 dynam&—downl oadi ng,

instal|ation, ng,autormti c operation of software such
maﬁif o Rl g W%gc % {Rd#vesuBROTteg by bpreserfeciiestieanddty qode signing

tooRGHS RS SR vERIBERIESseAREhIE Pr WASHE ﬁo\xfllﬂ@édat)%%o&é. i ent
software 34 is safe. For instance, 1t can be

dowHredided: Vhehachvated; seuses ©o glede2ip becommntebeia thonctwedk 18,

to hOCSRY2 n b Wt ik PRI, e e 5215, SR BNy, TG imaniggesivos
a "tRAPR' UB20DSE ek 2097 the rdceivet 1 @presses atelsi auiivighat M s&kioh SOf

day ort owsers directl nd, by code,
couldt BB The DB Pu Rl Gt Boincphe@t Sitsmtosd the
cliehtoftward Idngd davin] @ataly AndofdeumihBe wishlkedi 103488 Buch a "azy

i vat ed, causes the clerk.20 to be connected, via

ct .
103‘? HRHRS 4RBFIpTIaS; since fherp ls negRin i, ingurpipg the Jpwhleadipg of the client
AHQESIOeryRhise 4 sAkmaR: 145 ] | | eed
% desi red ,Cry 5 a, "tb ultnt on" % ?1%?&?’%2& %I@%}rlz m%ﬁgltn\é% F:‘!éwe néedd a
large perspifage of ghsies Sdtermatele depengingien iplsmantatio, ik A0 need not
i . - -have to
el SO ] ROIP TR Sy RO YR oo
loadjpg eigdamenige the slent geitware 36 ks aliomploptiomn it assuming it
wa . . C l | oad" be
 seabieaiic aeded AL GeTUAR 20 28 MlGRE ey ot
linkcfi@vaah eladbety Wt at higeadl operted Deldchbngaireindey €Vt ¥s, tHelTRIkB2 may not

ot TR et Sp e A ap BBt S e I - ¥ conld ey

be rAhnting malt ebijablai@pepstemtiaiionol wEpd)enment at i on, the clerk 20
need not press _anything. Merely typing a nessage into
i Ao tRegRer Beatorie A0dispics Bresitadd sneaipithe B¥/ohat 24 session,
ih@d inftsaging WittdW BofBeackivd ih $n A

an_l ption. a;’gnggelner al 0t heal i %E@%Sl?\?vi&%%ﬁﬁh%%é?zhetasﬁ%g bihser

winflqy asthe statemisaisid, perhansdne vew onelvad fetolale 20 an vgin typink. On the
WAdera@RidR| B0 i | M.chat 24

PO 2 R ROl i8R R o R E e A b (an

perhags eptitlized) GSBBBnbwrthacionatiealtympesof window ohardetioeat that

- j - alre e..runni ng an .
b i T O T —,
preaigebyethettGSRe2 2 Dep@@inignsi thaleed of seidsstic@iohUedRgagr 4sh t he
] M.chat. 24 sessSi Qn, n instant nessagi ng w ndow
snaigli Rl it SR Sysnedton o5 g Fmvaaped Son opiEvSathich CSR
22 detsangaed inpanikalvr ST/ dhie2 45dei GRERY: eiﬁnpl@,%it&%ﬁ?lﬁﬂlﬂazt%npﬁ%
e

.one). and the clerk 20 can_begin typing. ot
°P“B¥7€%}P%3P bfg’aéﬁdc?@,fher *éent}th@f G FrcaRpel o3eiarastgpisiesafor altvat the
clerb20 (23 ﬂ@tic@ﬁﬁgfé%%, {1 s@je@ b Rink 3Rl cheh AN a sHELDRAithin the

"speci al i zed" CSR 22), "but then automatical 'y opens a
stateRpeRt b cah thmary inks 3 ere mayidedighexpatenent id), the ataitbiliics snd
expdridd dratoedicasr L§rRbASCl erk 20 had initiated a .

conversation wth "~ precisely that CSR 22. Dependi hg on

t h&he patale of thedMipthiab 24 srasiommvanl elso bedptinsinet], dspedding on the

: _ ¢ 1ol ; h .

sopt B AU 0B Tl leplig FBpPTCRR For chanple e iveror
contemplates that it will be popular in many embodiments of the IEDS 10 to include context

meta-data, such as a copy of the very statement 14 which a clerk 20 is viewing. Based on

experience with conventional, paper statements many experts feel that that this is the only
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25 22 gets engaged in particular | Mchat 24 sessions.

For exanple, without limtation, such optimzation
weanw4beiehhsed on the identity of the receiver RGI/US2003/012097

characteristics of or about the clerk 20 (e.g.,

native | anguage), the subjeet—of the statenent 14, a

-fopic within the statenent 14 (e.g., i f many

Wa}’ F IeensnuRENiGHigy PaEke guaraptead. S Bagkeapdf system)s ar¢ tegarded as not
R ey, PPN Pt SR R el TR
invpdive BEP Rl depwedtepismt hlgltc;htommepalmgan appicaeli have, adé diffeesht

F ' he .
em%&érg%r?% ?dn'mgﬁdﬁ%ﬁ n%rlxs %&'dteé(t e orgares tggrg%gégdratﬁe ﬁgﬁxys.
enbOuliyveetisk 3% 1stdhp1ctleEBSFIID ltbot bedteligbosethi€ Xd not a 11m1tat10n and
3 SRR BT 5 BT, L STT ek

22 maj‘i]ﬁfﬁaﬂtld@puitmenmaf d1$i%ﬁi1€16&e[ﬂfo§s WREM t Pﬁ‘é‘{/ s 228 Ie the
pIOV!g is the only WO 2004/ 061695 PCT/ US2003/ 012

it bech lapie 18 v AL RE FosRivEkD mghgbwammlle

. mamﬁﬁ&lh‘releﬁﬁchaﬂ§ L& ?é'g%l :{eﬁgé%rs ¢eth (ﬁﬁca%%tf the' ep‘? ?Q—l 18 located in

enoug to store read -onéﬁ/ non- nut
dlffswnwfats The supmens d¢ mighidhen;henararitilp ifveie fdﬂhodammmesr The

prot/ﬁernﬁt anl {0 Ireﬁgveg 96 HM'ch Eééngt% @1{11 t?iB e 51%%: r\]fe r(]:e o ggeadaaccountmg

ferent ments can sup arl a
dEPﬁlalthIé& 1&3$ saydn Dyﬂasoanda&tms,eﬁsmctntel}g iff calp hgpdmttmﬂmferk %0 in

Kk n_ Fi S
LB o Bt o PR lorsiseperomied P REpievidRicsLos
Ar@zes coﬁﬁi’cebmdpo puitebed duplichi ehfadin thé @t Bicellsl thSpdwide@s Denver

ctiv [fferent departnents .
ot M L L Sk eonset G il 2 by wicpBrie o ks i
Dalmx,almalﬁmgelega)enpﬁpmder 12 mght be a large law firm
and the recel ver 16 m ght be an autonobile

marft et ERmpis @ﬁa%taﬁ@uwame@u@m()@g alndyerycesier flf phnchases
seatdelitk ﬁ@ﬁl é‘ﬁ] ro¥i0& 120 S8Y oreith %@%\ﬁ agtg di@n’ﬁ“ E]L R that single

citie e statenent 14 m ght
faCIIIWVTSh%%atﬁlaﬁnttlﬂ st wight hegadnvoideghat mim sctgposm toandudtehlab reports

certff?fﬁ 'tﬁé?fhe i)ﬁodugt S theBt &6 %ﬂ‘%&éﬂr’[ sgo %1 @éiist?rﬁar%s Let us

cen ral 1 zed accounti ng
nowal [thas thersterloR hasito follomsypemt thbey spdcificatnits byipginveiced Rk have

it d tt
s LR AR RS WERE bRy oo R sl s
It fonnge testhefibd efeliffarst ks 5 Rire6dn facitiu reAor o gp@Pﬂﬁe hﬁ‘ahty

e provider's Denver 1
coniir(ﬂeangts3{9@%%?&3@0%%#?%' ude respective |inks 32 to
r e&'@(t} Ziisﬂrﬂbw dhaftelepiciies Pptobdis IM}J Which HRInANSR 1BDS 10 may

, etc. As another exanple, let us say our sane
OPC%‘t 2’5 rogess | Mlikpsisteps pecuringet the grqyides hagad thus shavwbislat s

proxfldé?meﬁ’do? FQYIrdRn. e ﬁ%ée@s a7 a‘)f o%? Ft%%st cﬁ:b&u@ﬁﬁ ?whg pecg%}ylti and

departnment's wi thin that sing
thu@bgwémxecqner{m;tgmmrg@pn b@4 an i nvoi ce that is also

o R e o SR ARk S PERel beore ket )
lmtlgttcamparatiens 1h&t oagsr. Imastes HB thdﬂﬁhtetnbﬁ latlieplepadOd RaiSin b Gtep 110 it
s 9@0 tﬁereg ), QReWhet her specific units being invoiced for

In a step 112 the receiver 16 receives the statement 14 and the tag 30 initiates a
request for a copy of the client software 34. In a step 114 a copy of the client software 34 is

retrieved from a storage 115 and sent to the receiver 16. Both step 114 and the storage 115



10

15

20

25

30

actual ly shipped, as well as follow up regarding
omtted |lab report data for sonme other units. |t

wo odosoer9t hat the use of different |inks 32 heP€r/wsIw03/012097
facilitate reaching appropriate quality control and
shipping related CSRs 22. 25FIG 2 is a flow chart
depicting a process 100 by which th ventive ZED

are oy o b wihe (bt DEESS OB Saon [ G G BIF AP Gictssed

that Es*}]%t E.’%e?@ %ﬁént IR thePOhot S SR W b Risdwhde.oVvi der / vendor

e process 100 al so has steps occurring
at m osey btﬁethmcelw 16gpepives pubingtaldughe clieng software 34. In a Step 118

the crlﬂrﬁgb U & Gt %n@he 1R B200) P 4f thyafeﬂpf@&:&§ fotdfvat Mk bisik 32

ere conventional, optional set-up and
say, DEcausd thb}alﬁave no mseafsamﬂmhs stateneniclduss reckived, 18 & gigp 10Bothkre

statement 14 is ared and
con‘feat@%pqog%sglng & 9% ‘g 1§ 14 2 8B 65?&’? Pfte egsr%%oe é/léte. dicgwéﬁ:[&al,
op t161§‘a@ %ﬂﬂfﬁv&ﬂﬁd&éﬁﬁﬁﬁbﬁ bpirétmﬁhl@ ehalyecur ?gstagol Initiates a
uest for a copy of the c sQf twar e
st gﬂfe@tﬁ >a1fdbwer§<¥20t4‘ass i e dk e Sgp 124 the 10 Fhas 24
sessg thﬁejgﬁe\éﬁ thelrE QMR 16 IR 86 Erol'ik‘r'ér BNEk&PMce! Thehhia o sBpeli2g @ther,

step 114 and the storage 115 MD 2004/061695
conREMONISPOOSHDE 2@YFecUr Zdeip step ﬁ%%le REICESSAS 2IHRPPRPINEL hi n

t NerRr Pl qgk{e{rrhaﬁ@ gﬂ)rc gfaﬂ‘f‘gri'x@lam B bverdSwiir %%bﬁﬁ&k)émbomment

dlscusse equi enent Ei ther or both
accarfling trethe mmlMEaSMetleéhe prnvxéergtzéps ttw lpgpsiopss @dptagation

16 r.eceiv st al |
e
systes A®twith tvot(market eidcoﬂﬁlng’bﬁsl "qoatht}a gdsimanged le’rmaﬂnph lpu@,’@ses)

5 say, because they have n ith t t.
e o ST e BB R s A

stor%é{ﬁﬁﬁ&ﬁ%he%ﬁébp@cﬁfuf seaviflg the cﬁeﬁ@@mvdra 34 The 2|mi dm»em 38 and
| ete. Conventi onal

t | d
3rd b e oR TBEIRE S SR S8 e Apuing SO ey F9 g, forinstance,

dll‘cAlz EVEERARESdsiohd tottfi‘eehﬁil 16¢d601 9815 988 aktiboaiibeR 38daskd dtkbusiness
In a step 124 the | Mchat 24 session between the

hours Hleiveesr, alisaneed previonyysineay differens ertsrip catlee usyih By thejropting
venti onal processing can
sofald FPif ﬁgp Q{r‘&nd @gs& £}

ur’ an e process is also conplete.
Fl G“he&eaeszeal @nﬁiﬁ@aﬁ has tlodedaticiisagAtirtogation # 2 syl X location 42b.

oY BASRTER) OEEBpE%F Hf e s e

5thll@aadd Mpstias totstledkoe@ithaked 'SBaljty 2mdrd1’bﬂﬂt"islnippiﬁgbﬁor enachple
3rd | ocation 38c. The 1st | ocation 38a includes three
PmBWﬁ%h@%% systens 40, with two (marked "accounting"

gn dDesSH@ité dam ﬂfrz ReRer, fiRlen®yaifeheo ki EBBSEH) in¥3G LG Bdnerely
Yy rovi aer to construc send_t he

s subititedmsen o6 mﬁ%ly&%fgmcxpﬁ?é e Roadimcpip (ARl EDS 10 in
FI% z{%ﬁﬁg{mﬁ%ﬂ s?ﬁt%mqgmlarl}edf'ﬁécoﬁﬁ[ 'Qh &rB&e BilliR Hiat&EntNBS tBat are

ocation 38b and rd | ocati on 38c here
dirérsadeo thew 0sr markedzhcounties. | B prayderopsiorl n%k%ﬁuahty

ass{lr%%%elt" I@gﬁ c lab rgﬁoktes‘fa% ngé\qtscﬂlathat%e EH%] gtcﬂsrﬁ e maidd

ocatlon base on busi ness
"quality control.” The clerk 20 marked "quality control” ca.n forward a lab report statement 14

to the clerk 20 marked "shipping," and that clerk 20 can directly follow up with an IM/chat
24 session with a CSR 22 if desired. The clerks 20 can activate the links 32 to reach the CSRs
22 in whatever manner the IEDS 10 is configured. For instance, the CSR 22 marked "CSR1"

can be "hard linked" so that it is communicated with only when a link 32 specifically requests
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hours. However, as discussed previously, many
different criteria can be used by the routing 20
W@ odoumenses 36, if it is present and if it is uskdr/UI1we3/012097
receiver 16 in FIG 3 has two locations: a 4th
| ocation 42a and 5th Iocat%dﬁ~42b The 4th Iocation
account i ng"

ked
i« Bebr i3 tadr o or MBS SERR st oot
und‘ai‘ ecﬁrkﬁ)l 8Bné Faiik e Qoﬁ‘v@d{'@ké t’Dhu@ HHeh Hle CADS m%hée{i’ DCQ}Q 2" anrusy

s\g@ pur poses here%’ 25 Despite Its co exi t
andff Br20 mpkedinsenintien?” astivates i, ﬂ@romtlrEIS@W&eBQ can

autfﬁ%lﬁtﬁ%l?l}é dg%c? O %Iéﬁ%%ﬁgm%h?&%p ?%tﬁg FE%@Z%%%SJ ldyE?% "or

r
"C§ 41‘I$ertb¢rmwred§1e GSRs 1 xmmAed M 4 niigitaotieten ibg's hadan service

st at.enen are. direct to the
repfisGteDth il e 5 BUGHERA Susfin. Wi g RROEs o 40
progeuioedictltjuainidceying asktkl 2006t ortpWhed ©abhel GSRY BPAE bl busy.
ﬂents 14 t hat arﬁ directed . to the clerk 20 markeéd

30%3“ & Y]y EBReqiments hepjebegn Rﬂbfd ahaya 8 ghovdd b yrdgrstood that

thejZ Bi\teﬁf%n p&@dﬂteﬁ%%yd)f @xdn@be Bﬁ? Ol ni% lﬁ{éﬁe[eﬂr%ﬂt THA, thttb Brebdf and

étg 20 marked "ship
SCOB? Pidhe yention showld ﬁot\}aeﬂm%ﬁ by mnc ﬁ%the alzwesieeeb@mewnpm
emBodngds, b i t :
T NS PG Ry o Gl R IR B Ul g hei
equ!‘Ei%tslo is configured. For instance, the CSR 22 narked
"CSR1" can be "hard linked" so that it is
communi cated with only when a link 32 specifically
requests WO 2004/ DEIGYBRIACTAREZNFEIOIRNO7 -10 it. The
other CSRs 22 (marked "CSR 2," "CSR 3," and "CSR 4")
can then be "soft Iinked" wunder control of the

r OljfheqngesemfIEm 16 iSEell S8 forapsiitatibietolondri AR skddhents A and
and. the clerk 20 marked "accounting 2"

therf 4P Vo i 300 s RATAN e R 8B siped herei with

z&d N8 lirve ol Ybedi #1664 ankd
reg DIe I SROr Y bt 16k ar @?C:esf%{’e;féng%din%n@ﬁfe it nfif RS @ meets

H’@raﬁ% PEVidepBurESRupPivaRRgead “ CSR 4, " mi ght not even
be ThelIHIBN 030 ME 4.8 culrré?ﬁ’ Elﬁe? %H/M@rs #(% %’a%& D& o hents 14 to

automated system wth tin
recabyestykta pndhior el rbgﬁlwﬁete tthenqomnmhl@atc b2k 610 faltowaup" yvithd e

ar
proéﬁ%o gi Eﬁ?@h av glg‘ge G tgesn (‘:’?I#‘rgégla\é\g)&}agg& m@ﬁ@ﬁﬁtﬁd yihin and
genemideemplop dortviastionat ﬂneghailmama: sheess eﬂfsﬁﬁ@éﬁr@dlé@)é}ééfﬁﬂsd @J;r]nall
. e. onl and not ljmtati Thu t he breadt
mSt% %Igg%m&: bpEtdF g‘?'oﬁg ﬁuﬁt} 3sn{hl°” E)rﬁe@ﬁtoﬂ?dotgﬁg siggeand suppEE gkills
thattagtealwexmf for bechalxeieniges Uircthed11Gx e K, tﬁﬂ’ﬂi&%\‘%ﬂ&&s also

hi 1$ut shoul be defined only in accordance with t
g %F‘f%ﬁﬁn}? g"clains and their equivalents. | NDUSTRI AL

APt (8BbdsleTand oliter, HBR0RY, S & BMpetEPRalBe TE’DWJ) be tﬁé‘ i)ltegglt
. far ap Pl i cation to communicate statenents 14
invention will have widespread industrial applicability. Therefore, it is expected that the

commercial utility of the present invention will be extensive and long lasting.
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then interactively comuni cate about such statenents
14. As has been discussed herein with regard to the
WO pwebwps s best node and preferred enbodi nent BCT/UE®03/012097
inventive IEDS 10 neets its objectives and provides
numer ous advantages. 20 Thel-EDS 10 fulfills the
current need for providers 12 to provide the
statenents 14 to recdMNEIBCLAIMEnd for the receivers
conmuni cate back or "follow up” with the
wa&%%%@%%&§p12 In doing this, however, the invention
1. rmyk thethbdfog Eitgradtivelyenmrmuatbaiing With ragatd to gstatsment, jhe method
cnve tional mechani sns, such as existing
Com?gﬁﬁ%%gf By%tens, e-mmil, instant messaging or chat,
n e‘(aoqfrkﬁarﬁg glie seaerhée irl vl i@tn, toamdudetragagiasi zglﬁrﬂ<awﬂerein the

support skill s rea exi st for

nmechani %t?ﬁ?meﬁ‘ttls P‘i‘?@"ﬁe(?ﬁl alatlgﬁtrscof’%ﬂm W#egl oReﬁaz?d:lf}haepmVIder of the

i nvent i @fteingnt@l SO hi ghly econonical. For the above,

and other, reasons, it is expected that the | EDS 10, of

th éb)p(ﬁ%@“éwvcatms\ﬂ&ﬁ%’f%er\kﬁpm RS\t oreYist Bt RdsetPfial

applic apériiﬂn{téi 5 &E‘tﬁrv%f PhBwork! wheteif X8 &ERMd E&ﬁﬁut&ﬁk@stem is

conmer cl a ut| of the present invention w

ext ensi veeratpdiby @ rly agsaciatagl wihpe mlzmiﬁ@@iaé%em

P I\ Y ased
s PR o o Mid Kot Rl (i il B

regard bo s@d sipdiemgpnesent ih thewatdneat; agd conpri si ng t he

st ng the s
Erp]alagmg(a{; Lgpagﬁxg;esgag 19%?(65510 %?%fgéﬁeﬁfgi ge@on% B?lg{ltelf &t@n of
i S pr epadie dlcad and afthird tonguingy wysem bysst ermdpc&wahﬁdfabtyn taf said
provi der, of t at eme n Lcatin
st at emeHEk L-Y Barlrﬁ? glﬁﬁﬂd Wﬁ‘FrF@tsa@J}i‘r‘b‘g‘fo(é?g ‘iyﬁ’ FH £ Opgra§ é’é’ ﬁ‘cf ervice
7 coMpUt&resSMmati R Msicited Wig ¥ geoviddrer ei n sai d second
conmputer systemis 8 operated by a clerk associated
with a receiver of the statenent; 9 (c) providing a
2. Cl "ﬁl@tme?l‘fgdto%faﬁn L] owﬁé}éﬁ saiff $iad @oﬁ?ﬁf@x"éy%m%ﬁ& E&third computer
automatical |y based 10 on said tag being present in
systelmarrsthas@n®ent ; and 11 (d) enpl oying an instant
nmessagi ng session between said second conputer system
of 12 said clerk and a third conputer system based on
3. selBetmefiodadiclamtl] whereh sgidistp 16) ihdlwdes pyovghngisaid diekt software

rol 8 vy bR G DL o AR g Mo ot i
recﬁv&ysadﬁ{etwdrkzand“éhﬁ fﬁ‘fs’ttcbmﬁutelfsycﬂeml afsdid prdvidteei n sai d
first conputer systemand said third conputer

4, The method of claim 1, wherein:
said provider has an associated plurality of said service representatives; and
said step (a) includes including a plurality of said links in the statement, each suitable
for initiating a respective said instant messaging session with a specific said

service representative.

5. The method of claim 1, wherein:
said provider has an associated plurality of said service representatives; and
said step (c) includes routing said instant messaging session to a particular said

service representative based on criteria set by said provider.
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2 systemare the sane. 1 3. The nethod of claim1,

wherein said step (c) includes providing said client
waodoumerses 2 froma storage within a nenber of PEYESHO$/012097

consi sting of said second conputer systemof said 3

recei ver, said network, andl2aid first conputer system

of said provider. 1 4. The nethod of claim 1, wherein:

2 said provider has an associated plurality of said
6. SerXinfddger @aehlcahd ¥eDier@Rde FaSRALA fk ?r[%tl{oﬁ)cofn?ﬁgiﬁg ?1% steps

including a plurality of said links 1 n the statenent,
of:each suitable 4 for initiating a respective said

in |_ng: [ i 1 fi¢c..sai.d b

ort SsPRESEAC A SRRl by B S hejomen.
wher ei n:wigrdmsal proliiceepheabatarfirsassmpuiat edtepl apeatddby a

of said %gyyiggﬂé%prse_tatives; and 3 said step (c)

i ncl uded T8UT g &AM hst ant nmessagi ng session to a

par(b) indhalingsaiag in shidseidil Cehi €R EAS QIptiaditMBle Q&gﬁ&‘vi&lﬁg an instant
criteria set, by said_ provider. WO 2004/ 06169

PCT/ US2 @%fé?a@il@y ont soffwarg 12 sexORheqyRRYter systen Ararptad by aglerk

an i nt enaokinée withal 888 of 1B 8tfRIROdnF ONPri sing the

steps. 2 of 3&&3% preparing an e-mail including data

r ed8) HicHgingdjnkdr said emeail, wheremeaidilnk dnauitable for splaetiveiantivation
said e-gaidigl SRk i tem .
oper at eg?i %Ay}d ghgg provi e%ﬁdo erg{rt]%gﬁsl? lg? gﬁ) rreﬂ}r?%t rég‘%%%mg sesston

i ncl udi matha thisdcompuerististem wpérhted b e s@vive sapradertatiyei associated
suitabl§m5%5dgkgx&ging an instant 7 nmessaging client
software I'n a‘second conputer system operated by a

clerk 8 associated with a receiver of the statenent;

and., 9 including, a.link _in said e-mail, wherein
7 saidr elnuge?uli?di‘) Ciﬁﬂ? ?a%ﬁieée’flé?lg Sl cmPYier YRR P trigopputer
systsmiagke thk kamd. sof tware by said clerk to enploy an
i nstant messaging session 11 with a third conputer
system operated by a service representative associ at ed
8. 12 Tettetiiodiof cRIG Widrein daid tag F&itdBle rQstidigE %}imslgent software
wherein said first conputer systemand said thir
frong g shotage fithin aspemben of the setrongsting of $ai secPhdcomitadysém of said
c [ i i i [ f rovi di n
e e A e e e S S S 8 oy S pum of
saidgfroifs. set consi sting of said second conputer system
of said 3 receiver, a network accessible by said
second conputer system and any conputer systemof 4
9. sailthe prethwd @ rlaim 6, wherein said step (c) includes including a plurality of said

links in the statement, each suitable for initiating a respective said instant messaging session

with a specific said service representative.

10. A method for interactively communicating about a statement, the method comprising
the steps of:
(a) receiving the statement at a first computer system operated by a clerk associated
with a receiver of the statement, wherein the statement includes a tagand a
link;
(b) providing an instant messaging client software in said first computer system
automatically based on said tag being present in the statement; and

(c) activating said link selectively by said clerk, to employ an instant messaging
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1 9. The nethod of claim6, wherein said step (c)
includes including a plurality of said 2 links in the
wor@umeent , each suitable for initiating a resperusaes3/012097
said instant nmessaging session 3 with a specific said
service representative. 1-303—A nethod for
i nteractivel connunl ati ng about a statenent, the
et hod GBI IR S0 G CUTae HHe 1§ AFecPRb e iaRS sytiem
st at enenperdted dyhistdice G QRUASGHvSWIRROPE AbRYidEYoBhe
clerk associated 4 with a receiver of the statenent,
wher ei n St¥Ee®f-at enent includes a tag and a 5 link; 6
(b) providing an instant nmessagi ng client software in
said first conputer system 7 automatically based on
11. s ai Thetregihdskdfietpimp rlés‘ehﬁrem maitl ke is twtabledon grovdieg Said e])u.ent software

L LADWCI

recd?@f/ 41520 R/20dREBIE by s4id fi 9st seaputarsySiehy@RItng abipiter ktem of
10

said® nfgter systemto a second conputer system
&58 Tad by a service representative associated with a

prOV|der of the 11 statenment. 1 11. The net hod of
3%1 10 wherein said tag is suitable for FrOVIdIn
2. 5 aj rearsthadiot ¢l |Gy wherein the statement iclides awlutality of seid Abks each

su1tQ516 fd?'@mﬁﬁlng%%@e@ﬁde@gld%ﬁsta?@in@ssfa 15? %ngﬁg%%rsa§c¥ﬁ Eﬁ Yvice

said 3 receiver, a netwrk acce

repreRsAatiy @ ndsspisk shem (chinaludesysaid ohask tseé¢ctlsylmaetmaaﬁg ot s lihk.
provider. 1 12. The nmethod of claim 10, wherein the
statenent includes a plurality of said |links each 2

13. suiTihaisteghodex claim f 0,aliengn therstsqpent invdesad Wudalistod8aid links each

ssi.-on.Wi.th a specific.said service .3
suit SRR AR a3 ot Lo e PRSSHon St FeBEd Vi Srvivr
rqxssmauV¢wa&ﬂmanﬂho&ﬁnﬂ&gcamﬁnﬁﬁgciI| nk. 1 13. The net hod
n the statenenh i ncl udes a

of cla'n1%0 ggFr?

pl @Pg‘f P Sterdel BT A% & TesBRatve 3114 inlt Biptaid qlerk; and

| niid said (M @ctBratid $hid REJediNe ARSARGLRESEPSHPNM th a
specific said service 3 representative, and the method

further conprising: 4 prior to said step (c),

14. SelAeqitbAG b8 EBERL 4 ¥enpafr iieahmgstmé éﬁl'e&’m&l' B r}(s%%d 5

in said (c) activating said respect Pve sald
selrsustatipNy exaiveptiopalrekmail stovgd inths tcamputarrbadahh(smr@é nhedium,

a conpu

ubst ant PP - ALARE SOREL HTMBPRRC I i Sncbra i
comput ecomma@tasmtan of epay@ienibdi hagrreadd \Mj& e@idil, & B®ond computer
conput ef bl,e, st or.a | ed Mﬁth one

diumis_co
of a fi} sysEem acccl)% lrjl%sgmatgg gfn%r;ﬁrgcfelvgr B‘ableff ag:rewpﬁ sgid paaail, or a
creat edtl‘mxdlcdm@uiﬁﬂs}isten@fﬁeﬁﬁﬂﬂk GBI ald e-Raib kel Of a
cl erk associ at ed 8 rec i ver that has received
said e- unigate om sa;l provider to said clerk;

a tag included in said e-mail, wherein said tag is suitable for providing a client
software in said second computer system of said clerk and said client software
is suitable for conducting an instant messaging session between said clerk and
a service representative associated with said provider; and

a link included in said e-mail, wherein said link is suitable for selective activation by
said clerk to employ said instant messaging session with said service

representative.
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6 third conputer systemof a network wherein said

e-mail is being 7 communicated fromsaid provider to
waaiod/oglees k; 8 a tag included in said e-mail, MMBUS1003/012097

said tag is suitable for providing a client 9 software

in said second conputer systlém of said clerk and said

clignt software . 10 is suitable for conducting an
15 nsfgﬁrﬂtgf?fﬁ@“é 8 ?elﬁﬁn g‘b e 13t e isrpuiablel fos peovidigsid dieng
sofBrd 10GRidIseRna T 6MbaLE 38icRSERE b &l i o Qo PHedE! ;

e e ot d ga%rer\gq“lq’ﬁl SRR Y
consisrg plsaid feeans icempufier systercalisid repsiviey stid oatwioyk, aftBsadifickt

REHKviOn 8P @YroSRLd 1 nstant messagi ng session with

corggi clr ger Vi celléd{fror@%l?esent ative. WO 2004/ 061695

PCT/ US2003/ 012097 -14 1 15. The statenent of claim

14, ' it LS suitable for oviding sajd.
16.01% TNVERGhG BPIEPL PR st el B B v S s
sofwas¢ Doagatondehicdesdble®Rinmald metwdrh end @kn SxLOisH Stishia @18t sofiware
tsgitd sgcond crgsg;guter system of said receiver, said
al SHES COUNYSHPE i rst 4 conputer system of said

provider. 1 16. The statenent of claim 14, wherein
sai taage is suitable for providing said client 2
7.5 0f ﬂ%ﬁaﬁ‘ e Jaigy 1) adercinceiddag tsiswitahlefos piogidinet saidrdtient
soffek WG b RPEs Ml 1O Within sﬁﬁ'{%\ﬁ&e‘rem software 3 at said

second conputer system 17. The statenent of claim

16, wherein said tag is suitable for providing said

cl ignt e aid storage is within said
18'pr o@%&teaﬁne;@%%%{flhlé\f@?éhe%hem of claim 14, wherein: 2

saisdidgronidatdies Sosssamtabmaeligtofdaipketviak rdpyesaftatsab; Gnd

sery\i represent atives: and aid link is suitable .
7 or AT GO B RS8P toled iefip o erehn Sliappacine saia

speci f i cers@k teprebesigtivel ce representati ve.



