METHOD AND SYSTEM FOR VTOEO COMMUNI CATI ON CROSS

REFERENCE TO RELATED APPLI CATI ONS [ 0001] The present
w@ppiizasso on clains priority to and i ncor por at BGI/D§2007/009203

reference in its entirety copending U. S. provisional

pat ent application Ser. No. 60/792,348 filed April 17,

2006. FIELD OF THE | NVENTI ON [ 0002] The present

invention relates generally to a conmuni cati on net hod

and system Mre particularly, but not by way of

limtation, the present invention is a nmethod and

system for video communi cati on. Even nore

particularly, but not b of I|mtat|o

pres eMETH(iéhm S‘éSTaE]&LEp F{}f’%{@?‘om
and met hodol ogy for authenticati ng a custorrer and

qui ckly identifying and connecting a specific subject
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purchase occasion, and a varlety of other vari abl es
60/? g4§ﬁ'ﬂedj ME17) %Ogust oner's deci si on-nmaking process.
|t|ona t’he process for selling and servicing a
cust oner has been predom nantly face-to-face or over
t he phone or the Internet. In phone and, nore
particul arly, faceto-face communication, when a

FIELR QM EHEINYENTION sal es representative, the

[0002] The present invention relates generally to a communication method
and system. More particularly, but not by way of limitation, the present invention is a
method and system for video communication. Even more particularly, but not by way
of limitation, the present invention is a customer sales and service tool and
methodology for authenticating a customer and quickly identifying and connecting a
specific subject matter expert to the customer via live, two-way video communication

to address the customer’s needs regarding a specific financial product.

BACKGROUND OF THE INVENTION

[0003] Each customer relationship has many different facets. Differentiation
over time depends on shopping motivation, particular service or purchase occasion,
and a variety of other variables that can drive the customer’s decision-making process.
Traditionally, the process for selling and servicing a customer has been predominantly

face-to-face or over the phone or the Internet. In phone and, more particularly, face-
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representative may be overwhel med by the broad scope
of questions raised by the custoner. This is
wezpeatmbd y true when the representative i s expenusmor/a9203
have know edge of specific regulations and provide
i n-depth informati on on many di verse products. Wen a
representative is not able to provide i nmedi ate
answers, custoners may becone upset and frustrated.
Custoners often want the personal experience of
face-to-face interaction and do not understand why
after buying a product at one place, they cannot be
serviced as well as they expected at the sane .
to-fage spmpHnication wheg A SHStHEICH ?P‘@i‘ﬁ it é‘FlFi/rePF"c?ﬁP@n?fBépe
per spective, an organization cannot reasonably be
repeeseatied nmay becoverwhelnwd byt the &xquel scope bfquestions mtised|by the
times in each location to personally service its
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face-to-face_ type of experience wth sybject matter .
knewlsdee of spesificoigeulatiens ardprpyideda-qepth @M@Oﬁé’é‘d‘&aw%{mﬁ
cost effective manner. SUVMARY OF THE | NVENTI ON [ 0005]

prodiRtsMWhér &l espredenfatiod ichst ableltol fravide émmniedidté alWveers, customers
through a | arge organi zati on, such as a financi al
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conversant in all the nuances necessary to properly
faceetprfhescinteragtionaandrdo motaingerstandiwhyatiss iuymemreogust at one

possible to effectively conplete nore conplicated
plage/thiey Earinof Bé s€rviced as Melhavtheygexpectedrat cie sapid locatioredOn the

prof essional s who are "beaned" into any |ocation as
otheF ﬁ:%?ds, %Qgeciglﬂl é&gifféogpperspecﬁve, an organization cannot reasonably be
expected to have all of its experts stationed at all times in each location to personally
service its customers.
[0004] Accordingly, there is a need for a system and method for providing a

customer a face-to-face type of experience with subject matter experts who could best

serve the customer’s needs in a cost effective manner.

SUMMARY OF THE INVENTION

[0005] The multitude of products and features available through a large
organization, such as a financial services company, make it. virtually impossible for
one indi;'idual or even a group of individuals to be fully conversant in all the nuances
necessary to properly service a customer. The present invention makes it possible to

effectively complete more complicated service transactions by having a team of well-



enbodi nents of the present invention enables any

division's products to be serviced at any ot her
wa@lrao78238m0 s | ocati on. Further, enbodi nents of PEEUS2007/009203

present invention nmay be placed at |arge corporate

custoners and even high net worth private bank

custoner | ocations. Enbodi nents of the present

i nvention also allow custoners to reach the right

expert by having the sane capability on their hone

personal conputer, their office conputer or even at

Pon-financial | ocations, such as, malls, retai

locations, etc, The _present .inveptian solves the s
traingd peofessienalswhe aredegémag 3“56 ABY locatign, 33 uecessagy - Iy pddjtion,

the custonmer cone back at a later tinme. [0006] An
emBOYiatHnEESL the brdsbit ipvertiontenables ahy division's productstyp be serviced

comuni cations vehicle that provides instant or quick

access 1.0. the righ j i Is s

ot Gt iRy (o R b ddiehlet tng lelint s catiGR may
custoner experience into a positive sales and servjce

be plaged atiarae,corperal USRS BichEYen high RELWPR RTYatsbapk gustomer
i nvention have a multitude of other cost effective

locdfi6ss. (Frmbbdinitats cEahapresesttinvention Sdsouallawy custemens<o réash the
Support, Renote Custoner Identification, Renote Sal es

. and ice. _ i Ghy - Lo )
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voi ce only, video only, bot h [ [ ..\
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enbodi ment of the invention provides an effective

The pteseat invertionsdlvesthecustomer’s isswetince and done” asagpposed to

television. In a further enbodinent,
having the customer come back at a later time.

[0006] An embodiment of the present invention is a two-way communications
vehicle that provides instant or quick access to the right expert at the right point in
time, thereby converting what might otherwise be a negative customer experience into
a positive sales and service opportunity. As an added benefit, embodiments of the
invention have a multitude of other cost effective uses (Training, Communications,
Security, Acquisition Support, Remote Customer Identification, Remote Sales and
Service, etc.), which enhance an organization’s value. Embodiments of the present
invention may be voice only, video only, or both voice and video with texting and
email capabilities.

[0007] Another embodiment of the invention provides an effective natural

customer experience through true two-way television. In a further embodiment,

unlike other two-way video sources, the present invention offers two-way broadcast



unl i ke other two-way video sources, the present
i nvention offers two-way broadcastquality video
wawdonorasewi deo or voice |latency. |In addition, PCT/US2007/009203
enbodi nents of the present invention have many ot her
features including the ability to function in a cal
centerli ke environnment. [0008] A further enbodi nent of
the present invention includes video at 30 franes per
second, constant, and provides the ability to put
sonebody who has the right expertise in front of a
custoner at the touch of a button. A custoner (or a

representative, hel ping the cusjongr) can, for exanql e,
Qualfy A5 PRAR FAOSHVOGeJAERSY. Nt G, etitgJRga GE he present
"Cash Managenent for Business," etc. to connect with
inviehttoni haye memxyether fearurehimchidirey the abiility tafunskipaiin achlhcenter-
the custonmer is able to see face-to-face via video in
lik€ el % entt.hat the customer would actually feel he/she
IS speaking to sonmeone in person. The custonmers woul d

al so have the choice to be helped in the | anguage,of
¢ hel0008H g derthes egnbodimentod thespressss iRention sRRIBICS e 8 30
enbodi nent of the present invention verifies,

framiet Perndecend, &dnstang and privides the sbilitietot putisemebddy whehas the
Al t hough verifying a user renotely with traditional
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and addressing a user upon first view, Wi thout havi ng

“Moftgasd” PBfdKepdpe] UeGCdshVianageimentcfos Business/s tieirey ¢onnect with the
experi ence. Furthernore, enbodi nents of the present

rigil{]ééc%%}ti. Th tH A Bﬁ‘e\h?ért that the customer is able to see face-to-face

via video in a manner that the customer would actually feel he/she is speaking to
someone in person. The customers would also have the choice to be helped in the
language of their choice, e.g., English or' Spanish.

[0009] Another embodiment of the present invention verifies, authenticates,
and/or otherwise identifies the user. Although verifying a user remotely with
traditional methods is not easy -- it is not even easy face-to-face, an embodiment of
the present invention conducts facial and/or voice recognition to identify the user
without having to ask for personal information. Recognizing and addressing a user
upon first view, without having to ask probing questions enhances the customer’s
experience. Furthermore, embodiments of the present invention integrates facial

recognition and/or voice recognition such that the customer’s information appears on



recogni tion and/ or voice recognition such that the
custoner's informati on appears onrepresentative's
wa@ eooeaesseAddi ti onal |y, the user may see on hi SPEIEDS2007/009203
screen descriptive data regarding the representative.
BRI EF DESCRI PTI ON OF THE DRAW NGS [ 0010] The present
invention will be described with reference to the
acconmpanyi ng drawi ngs, wherein: Figures |IA-B
illustrate a systemarchitecture of an enbodi nent of
the present invention; Figure 2 illustrates an
enbodi nent of the invention utilizing facial
recogni tion; ure, 3 Iltﬁstrates an e §/I!1
reprosoRaLY B Sereen gianall hE UG aReY Sebal DY eF Rt degeriptive
illustrates an enbodi nent of the invention providing
dat@pégardiap the @mbhﬂa'titré.eS; Figure 5 illustrates an
enbodi ment of the invention incorporating a call
center; Figure 6 illustrates an enbodi nent of the
invention for selecting a subject matter expert; and

Figure 7 is a =Iowcha|r,T of _an i ment of the
i nvwmaiﬁm&gl] Ref erence will

now be nade in detail to enbodi nents of the invention.

Eac [0099f THecpresenp imnentionl wilf bedgsavibed wyttared¢rence toithehe
invention, not as a limtationof the invention. It

t ose skilled in the art that
acc%Hagﬁ@gad?m{n%Q, whé&eht?

Figures 1A-B illustrate a system architecture of an embodiment of the present
invention;

Figure 2 illustrates an embodiment of the invention utilizing facial recognition,;

Figure 3 illustrates an embodiment of the invention utilizing split screen
features;

Figure 4 illustrates an embodiment of the invention providing multipoint
capabilities;

Figure S illustrates an embodiment of the invention incorporating a call center;

Figure 6 illustrates an embodiment of the invention for selecting a subject
matter expert; and

Figure 7 is a flow chart of an embodiment of the invention.

DETAILED DESCRIPTION
[0011] Reference will now be made in detail to embodiments of the invention.

Each example is provided by way of explanation of the invention, not as a limitation



nodi fications and variations can be made in the
present invention w thout departing fromthe scope or
wa@pioriz3sed the i nvention. For instance, featurB&I/US2007/009203
descri bed as part of one enbodi ment can be used on
anot her enbodi nent to yield a still further
enbodi nent. Thus, it is intended that the present
i nvention cover such nodifications and variations that
cone within the scope of the invention. [0012] The
present invention expands the reach of specialists,
allowng themto interface with nore custoners at the
oint in time_when their sales and service expertise
of thgiinvansiant Atwill be apragent to ghase éhﬂl@g i HiC; q%‘g&at xﬁp@m
relati onship or |losing the business to a conpetitor.
moBifitadonemd variations cix bs Ande imthepresent irventien tithout departing
geographical barriers that prevent an organization's
branch bper sonne [ ; iea). i SE"
frof (R SEab PR anf RehESE 0k -2B6E reirhieh aBecklRd oE R of
that enbraces the custonmer in the process. Wth the
ong¢mbediment oambe used anagnother emhodiraentdevicdd e sHl durth@st be
custoners speaking to a di senbodi ed voi ce over the

emb8AigRMONThud\ei ik hetenddd that the Pﬁesaﬁtoiﬁeénﬁbm&wbﬂ suvhaapdifications
“I''ll get back to you once have spoken with one of

ur.speci.alists" . o ry made at a
anch%f?*f@ﬁnF g&%tcf)g‘rsq.w@ﬁgtﬁgea%%%?ﬂ{&(lgﬁ%ﬁg)?l't he custoner is

able to .meet directly with specialists_ in an .

el e[1013hiThepresans invention pxpands the reachof specialistsnallawing them

experience in which the custoner will feel as if he or

to inkeRfdcs with fbROc\RedAérs abthdgintlin Gifhd Whers Rl saldsaind service
Except for a physical handshake, an organi zation's
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the branch level. Note . .
the business to a competitor. Embodiments of the present invention remove the

geographical barriers that prevent an organization’s branch personnel from tapping a
specialist’s knowledge in essentially real time and do so in an environment that
embraces the customer in the process. With the present invention “expert customer
advice” need not be customers speaking to a disembodied voice over the telephone.
Neither will the customer have to accept, “I'll get back to you once I have spoken
with one of our specialists” as an answer to a query made at a branch location.
Instead, for example, the customer is able to meet directly with specialists in an
electronic environment that creates a virtual meeting experience in which the
customer will feel as if he or she is sitting across a desk from the specialist. Except

for a physical handshake, an organization’s specialists are able to bring the full range



that the term"real-tinme" as used herein enconpasses
near real-tinme. [0013] Figure IAillustrates a system

wa@e@hiizaset ure for an enbodi ment of the presentPCT/US2007/009203
invention. Included are interface devices 1l A-C, such
as, personal conputers, tablets, automated teller
machi nes (ATMs), ki osks, personal digital assistants
(PDAs), w rel ess devices, video phones, etc.
Associ at ed devi ces include video caneras 12, nonitors
(wth speakers) 13, processors (along with software to
EarLy ogt the processes) 14, input devices 15 (e.g.,
eyboar touch screen), bionetric devices 16A,(.e.

of thetr talentyknpwiedgs and Sradricagh to &i“étl"“}eéébg’l‘iil’lr?‘%ﬁ]i‘,(le\’/%i dote
recognition), printers 16B, scanners 16C,

that efeasirh #EHabpia as desd hasinldidompassds neardealstihéE, Pl N
pads/ el ectronic signature capture 16F, renote canera

" niddoT eta B Bl RGNt B bmbodiment of the

include entities, such as, existi nd prospectiye
presemttinyention. éeelud@cbaranategfa%éevageérhq%,-%e ﬁ’ffﬁ’oﬂ;‘e grsonal computers,
managers, groups of individuals, etc., W thout
tablétsliduedrhared tellermachines (ATMs)|kiosksspdronal digitahessistants (PDAs),
|n¥erface devi ces, servgrs (i ncluding processors,
.S ! . : :
Wil Ban FidkolptbiGe. o ARRHARESictE ol Llievideo cameras 12,
limtation, the Internet, intranets, wWreless
moptoviowath sperkers) hiy preqessms (1@0%1"'\&\!&}@23,‘”3& to capyQut the
illustrates an enbodi ment of the two-way video
préceEsEN] 4; dhptrdepices ¢S ¢e.ps kewtwnard) toucdt seneen),dridmatrudgvesss 16A
matter expert as users of the system [0014] An

(e.g.g’g&%ﬁ%@%@ﬂ@, i Scaty PAKIT PR RS vHRE rdbgnitfon) itinterd 6B,

scanners 16C, deposit/dispense devices 16D, card readers 16E, PIN pads/electronic
signature capture 16F, remote camera controls 16G, and other devices 16H, without
limitation. Users 17A-B of the interface devices include entities, such as, existing and
prospective customers, service and sales agents, employees, managers, groups of
individuals, etc., without limitation. Communication networks 18 link the interface
devices, servers (including processors, software, etc.) 19A, and databases 19B. The
communication networks may include, without limitation, the Internet, intranets,
wireless networks, existing telephone networks, etc. FIG. 1B illustrates an
embodiment of the two-way video communication process between a customer and a
subject matter expert as users of the system.

[0014] An embodiment of the system provides for the delivery of real-time or

near real-time, two-way, broadcast quality video. The video provided to system users



near real-tinme, two-way, broadcast quality video. The

vi deo provided to system usersinclude full duplex
woe@en2mad audi o at a sustained rate, as one eRENPE®N7/009203

of 30 frames (60 fields) per second fully interl aced

in both point-to-point and nul tipoint environnments.

The capability also includes | ower |evels of video and

audio quality if the customer is using the service

fromhonme or office at | ower connection speeds. [0015]

The interface 11 may include a "M ni Branch,"

affiliated with a system such as, an automated teller

el B T T RS, S5 BASHORCGP e

non- bank channel |ocations, such as, bank-at-work
(60 f1ds) pensecohd fallp aderimvet inbothhpoititvorpoiBt ambimultiposntem
t akes deposits, give cash, open accounts, service
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systens, the present invention enables users with
di f {6018 THeYinteefie 10 nsayinelnda acMies Branchicaffitinted witleal
presence. Certain enbodi nents of the present invention

erate sim| i i u
sy A a5, BB e DA AT Fiter PadRTorly, the
~and finds, for exanple, the next_ avail able expert 17B
inteyferes d 1 anayaby located 4o p brek.pme, offigco ARd © morr%eql?fﬁmwel
an enbodi nent of the present invention, input devices
lochfions ¥adh &S bak+atiwetk keatiors cAmpembodiatknt of thel ‘Dding Brarwh”
17A to respond to questions, such as, "Do you want to

sysggrﬁ 2@&0{3 %ﬁéﬁﬁgggﬁrg fégﬁﬂ bpIR ALARAARS dervibB Acibifilts, BRY while

interacting with a customer 17A through live, two-way video.

[0016] Embodiments of the present invention may incorporate legacy systems.
Although users may be working with distinct legacy systems, the present invention
enables users with different systems to convey a cohesive and integrated presence.
Certain embodiments of the present invention operate similar to a switching system,
such as a private branch exchange (PBX). The invention searches and finds, for
example, the next available expert 17B who is capable of servicing a customer 17A.

[0017] In an embodiment of the present invention, input devices 15, such as
touch screens are provided to allow a user 17A to respond to questions, such as, “Do
you want to speak to someone about mortgages?” The user may select, for example,
“yes” which would take him/her to a mortgage expert and engage the expert through

live two-way video. Embodiments of the present invention also incorporate voice



"yes" which would take hinfher to a nortgage expert

and engage the expert through live two-way video.
weEnivod2isent s of the present invention al so i NCRCPUSAEDE009203

voi cerecognition and interactive voice response 19C

such that the user 17A may sinply say, e.g., "obtain a

nortgage," "service a nortgage," or "obtain a hone

equity loan." [0018] A further enbodi ment of the

present invention includes a wal k-around tabl et using

Wi rel ess communi cation that serves as an interface 11.

A service officer is able to walk around with a tabl et

and if a custonmer 17A were to walk intq a br h, the
recoghitipn and interashive veice respansenid argh thab thed'sen g%tm%yoﬂmp‘y

bring a live video of an expert 17B who may be better
sayaBlo “obtaiea Psttbake,” tbervivesi morgage, ! oS tiebtalrOhGHe equity loan.”
Enbodi nents of t he present invention also record and

sto e way Vi deg | ' . . _

o1 Gl A R el TR RS0 5643 ¢ TR ggounc

as records for the appro&ri at e anount gtf time., Storag
tablei ysing wiselessecongynuRigation that $ErYRS; aganipis agyélerﬁawqeréﬁcer

video may be stored, for exanple, as MPEG files. In

is MY walkReSunEwith a thblet sndaif @ cpstontee 13AMG&eftowalkinto a branch,
renote printing of docunents, ATM cards, etc. and a

scanne '
e T

devi ces include card readers 16E for readi ng magnetic
17Btwhopmay: he bettersable to reapansd todhe pusiamer’ $is¥e.and debi t

cards. Additionally, renote canera control 16Gis
proyodey Embbdihieats offthe pséntitheentidnclst reosrd amdestdre thentwo-

zoomin on a custoner's docunent so the custoner could
waigrﬂ&é)ﬁgrgargpﬁ irgf ﬁit%%s:élbw e PR stored Hof g%}hpl‘éf digitally and
maintained as records for the appropriate amount of time. Storage may be in the form
of a hard drive type system and the video may be stored, for example, as MPEG files.
In other embodiments, there are printers 16B for the remote printing of documents,
ATM cards, etc. and a écanner 16C for the scanning of checks, documents, currency,
identification cards, etc. Additional devices include card readers 16E for reading
magnetic stripe and/or smart cards, such as credit and debit cards. Additionally,
remote camera control 16G is provided such that, for example, a customer agent can
zoom in on a customer’s document so the customer could show them a specific line
item on a statement or a sentence in a letter.

[0020] Embodiments of the present invention also include enhanced security

and identification capabilities. Referring now to FIG. 2, regarding the identification

of a customer 21, unlike voice calls, if a customer’s picture 22 is on file, the



[ 0020] Enbodi ments of the present invention also
i ncl ude enhanced security and identification

w@apab2issd i es. Referring now to FIG 2, regardp@myusive7/009203
identification of a custoner 21, unlike voice calls,
if a custonmer's picture 22 is on file, thecustonmer's
identification nmay be verified by seeing himher on
the systemrather than inquiring through a series of
background questions or, alternatively, both questions
and visual identification may be used. This may al so
be acconplished through a variety or bionetric

rocesses that confirns the custo "s jidentit such
cusggmer’a&deati,ﬁcqug@ab be verified by ,se%gngﬁnfgﬁa% fheusystem rather than
verification devices. [0021] In traditional
inc?iiraﬂi? amtougn a sefeslofbael d qubstionb onelteenatizvely bothoguedtions
alsely identify hinself by fraudulently using a

t her.' ' . - \A\ j
anf Gl jg R80T i IHARGLHRD pRATDR R LER S
be elimnated with facial recognition technology 24._
varietyam beorpetticpeeressasdhat confiemathegustomss sridentify, ickAsyfacial,
| ocation, for exanple, at the entrance of a bank, the
finlz@piriat, iFiS,6RAEY dridosthéevdrification dévieesor esent i nventi on
Identifies custoners 2 1 as they walk into the bank

suc t en.th ust i I

¢ he 10017 I Rt 55K S0 o Blduttidy B e hoh f flrsciPeould

that particular custoner 21. Facial recognition 24 is
falgelp ddentify bisassdicbyt Bauditerily using pBYoshes 5 maidep naRwe;agH an account

whi ch others in the |obby of the bank could overhear.
nufiibes Witledded Carferay 28 ca pérson faledynidentifyineg himssetfieuld be

experience in that the customer 2 1 can be greeted in

L e e e

with a subject matter expert, .
are located at a known location, for example, at the entrance of a bank, the facial

el

b

recognition feature of the present invention identifies customers 21 as they walk into
the bank such that when the customer arrives at the teller 25, the teller 25 would have
a screen 22 presented for that particular customer 21. Facial recognition 24 is used as
opposed to asking for personal information which others in the lobby of the bank
could overhear. This immediate service also enhances the customer experience in that
the customer 21 can be greeted in a familiar way and can be more quickly assisted.
[0022] If the customer 21 is interacting via video with a subject matter expert,
the customer 21 may also verify his identification by showing his driver’s license.
The expert on the other end of the video can actually see the driver’s license and
compare it to the person’s facial image 22. In addition the customer might use an

attached scanner 16C to scan an identification card and transmit the information to the

10



the custonmer 2 1 may also verify his identification by

showing his driver's license. The expert on the other
wepa702386the vi deo can actually see the driver' BCT/US®NE@®9203

and conpare it to the person's facial imge 22. In

addition the custonmer m ght use an attached scanner

16C to scan an identification card and transmt the

information to theexpert. That could be a proxy

verification. The present invention includes high

resolution video to permt such verification. In

further enbodi nents of the present invention that

i nvolves the Internet,. verifigcation of the identity.
exper That coplohis 2 PRy JetifiFation. R prosent nyrafion pcludes’ high

custoners' forms of identification may be taken so
resohaionwidd aitosermiitasveh verificationi Th durthdireantwddimenta toif ¢he present

[0023] Referring nowto FIG 3, split bandw dth for

iniRGERN: u‘é‘ﬂwé'%ggé AftbiARt, verifibAForPS UL @&%ﬁ%@f & l@lf cudtBfner can

exanpl e, Power Pol nt présentations or findncia

simul ations or videos (stream ng.vjdeQ, DVD, efc.) 3 1
ot b SPRRTal CLFtotmiSt RBPS O kGt ibationatgy b tdkeg s they

of the expert 32 speaking to the custoner. The video
woubkknlet hasrg td eorhe dmtoarbrandhdlecatsmur ce, such as, DVD, VHS,

broadcast quality canmeras, etc. The expert al so nay

h t i g ! . .
: | 8“1@3’ Vlgétggﬁgﬂm tOrIGP (;%Pﬁt BarlR¥idR et dS&ﬂ‘Hé_lﬁﬁ gbllaboranon is

strations Internet sites.

expert also has_the capafility.to sean essly_.handl.e
alsg provigediwbershy, 9% SKUTEL) Boweiehinireseaiongiet pogra

i nterface device thus enhancing the efficiency. The
sinadpioriscorodddos (stheanting viadee; DVED, dbe) B liate damoristiatedsbea dustomer

sitting down with the expert face-to-face. [0024]
aloﬁgﬁaga TROE i dfitfe BIfRBEiY spel¥iaptb Ak @lshiind! AtledRd¥RHRds
may be from any video source, such as, DVD, VHS, broadcast quality cameras, etc.
The expert also may show anything from the expert’s personal computer, e.g., live
demonstrations of Internet sites. The expert also has the capability to seamlessly
handle both video and phone calls from the same desk or interface device thus
enhancing the efficiency. The experience to the customer may be just as if he/she is
sitting down with the expert face-to-face.

[0024] Embodiments of the present invention also provide ways.for a
representative to review documents with a customer and permit the customer to
execute documents and record the execution, as well as, have the executed documents
transmitted to the representative in various forms (e.g., fax, email).

[0025] Embodiments of the present invention also provide multipoint

capabilities. Referring to FIG. 4, an expert 41 speaking with a customer 42 could
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representative to review docunents with a custonmer and
permt the custoner to execute docunents and record
wo b@7exseut i on, as well as, have the executed PODUS®NT/E09203
transmtted to the representative in various forns
(e.g., fax, email). [0025] Enbodi nents of the present
i nvention also provide nultipoint capabilities.
Referring to FIG 4, an expert 4 1 speaking with a
custoner 42 coul dbring a second expert 43 onto the
screen, performa warm handoff 44, and then with the
custoner's perm ssion, |eave the session with the
.second ert taking over the.session 45. .| ddi tjhan, .
brigha SHANGRER A3 P ThecReEiep PETOIm & Mg adedt 4o (g with
system or any nunber of nodes on the system could be
thehomstonetrispermissior, teavertlye sessien withi the seqopdzapert taking over the
Enbodi nents of the present invention also enable

sesSiontds; Fif-l amrir%ay ”EH?R%?Q/ g(gll&’ﬁ%a‘ﬁbﬁ'sti‘@ all Mdi¥idu8E oAU System,

[
of people and therefore nultiple

concerns o custoner, e.qg.,,sal nd.ser\Vvi cing. .
or BRY WamBrR nege A CF Siet ol bf Do QR g wo-waY inlEkation.

Additionally, if a custoner 42 goes into a branch and

has [6026¢ r Embedinientd efithevptesert inventionrajsceerablenmulti-peint

custoner is able to go to a stand-alone term nal and,

co un?&&?igﬂlvﬁlerﬁﬂsaﬂ lﬁﬁ‘i‘?ﬂi@dﬁ'ﬁ.ﬂ%“ 8&*5%851@ Hag%"e iA6lveg indt

I've video connection to a chec expért 41. If the
custoner . nentions that he i s changi ng, addr esses, ,the
e BE M RIS RACEIPRS ALUETOmarg Ea S0y BHE SHTeTEn Y bf Aendled
address?" The custoner nay respond, "Well, 1've noved
dulirg asingld tustorerssesgjon.t Additimmallydf 4 clstemex A2 goesrajo a beanch
say, "Oh, that's wonderful. Tell nme, do you have life

an{j g?néj{ sé}?ﬁz?ﬁ)?oﬂ@ﬂxt Wwith a%ﬂb’%]%?@?éé%ﬁn@ﬂ% AR 18 abléltte8 to a

e custoner m say,

stand-alone terminal and, for example, push the button to “Checking” and get a live
video connection to a checking expert 41. If the customer mentions that he is
changing addresses, the checking expert may ask, “Why are you changing your
address?” The customer may respond, “Well, I’ve moved because I’ve just gotten
married.” The expert may then say, “Oh, that’s wonderful. Tell me, do you have life
insurance to protect your spouse and possible future family?” The customer might say,
“No, I’d be interested in that.” The checking expert on the other end could then bring
up an insurance specialist 43. The insurance specialist 43 and the original expert 41
could then talk to the customer 42, and then the original expert 41 could stay on or
drop off the session.

[0027] Further, the present invention utilizes intelligent routing. Through the

use of facial recognition, for example, information on the customer may be pulled up
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"No, |'d be interested in that." The checki ng expert

on the other end could then bring up an insurance
waep@eiizdssest 43. The insurance specialist 43 anPCT/082007/009203

original expert 4 1 could then talk to the custoner

42, and then the original expert 4 1 could stay on or

drop off the session. [0027] Further, the present

invention utilizes intelligent routing. Through the

use of facial recognition, for exanple, information on

the custonmer may be pull ed upon by the custoner

service representative. Enbodi nents of the present

i nvention provides intelligepnt routin ereby the ..

on by ﬁteéiﬁsmfér?ﬁﬂl‘éf‘aWPSFSE@taBY‘?ﬁ E@O&Wné? %%ﬁ m%gi invention
custoner service representatives to deal with a

proRite itelligentroatingwhersty the system abeneticaliyrdeterminel atho are the
sal es representative. The routing nay be based on a

besY RdtGindr g}n:;:ggépt‘?%s%ﬁta%%g tPdeal Wi &"%ﬁ?ﬂhﬁ&&%mer_ and routes the

r épresen ave I nteracte e particul ar
custoner. [0028] A Backchannel  Voice f%at re is also

cusgRTBe tadbptisales FeRsEseRIAVS. dherputing Wav ke 3 yapetyef
present invention offers nmultiple voice channels for

factors, \satleas; whHowaC thicilasy seprEentativanp have interatted with the particular
representative 4 1 interfacing with a custoner 42

cust 11; be coached 44 in real tinme w thout the custoner
realizing the representative was receiving assi stance
in the background. Another exanple may, be t seni or

mank§28k AiBackehannglr¥ eige Feature is H30 Rrovadsidria egiRadimeqts of the

the ability to conmunicate with each other in private

prefétitiiieentibs. Tk lpresShviaventidicofforp aultipla weidelvhanselsl farprivate
renmove hinself fromthe |live video screen, he has the

con%%%?cia{ié)ﬁsy Bt e%}npw? % shlés }éi:m?sren&@ivg ah qnterfacing with a customer

42 could be coached 44 in real time without the customer realizing the representative
was receiving assistance in the background. Another example may be two senior
managers 41, 43 running a multipoint conference with the ability to communicate
with each other in private during the call. Should the expert have the need to remove
himself from the live video screen, he has the capability to put the customer on hold,
showing them a static image or a dynamic screen, e.g., advertisements, and then jump
back to the interaction with the customer. In a situation where a customer calls in and
gets a busy signal, the customer would be able to leave a video mail, similar to
voicemail for phones, for the expert to reach the customer when available.

[0029] Embodiments of the invention accept inputs from individuals with
other conferencing systems. Additionally, individuals without video technology could

still be joined to a session in a voice-only mode.

13



showi ng thema static inage or a dynam c screen, e.g.,
advertisenents, and then junp back to the interaction
WOWGm/1238¢0 customer. I n a situati on where a cusPONES2007/009203
calls in and gets a busy signal, the custonmer woul d be
able to leave a video mail, simlar to voicemail for
phones, for the expert to reach the custoner when
avai |l abl e. [0029] Enbodi nents of the invention accept
inputs fromindividuals with other conferencing
systens. Additionally, individuals w thout video
technol ogy could still be joined to a session in a
voi ce- onl de. [ 0030] A f.urther enmbodi.nent ,of th .
o eClaBT' piiir simoodiaheriof te iterd BRERLBE Hpbfes idsp services
through a call center. Referring nowto FIG 5, the
delpardd themighra &ill cehter. Referphenowdy Fi@. 3 thecalhoentexniSil ofes
hub with routing and processing capabilities. The cal
r "
excEIE ot § EGEIERABLMIASAR Rl O CoDARAS. The
This structure al so_proyi des.securi d
calkegntercRlfiecaives signath ol RS d Brospssgs them to the
offers the ability to custonize various aspects of the
intetidéd destimationi S3at Thiistpuataresaiso froyides secuirisy arxd cartfidenkiality.
operation center can nonitor and troubl eshoot fromthe
Th S} p5REY 51 addrioily Witccs B abiRTHR SO HPAFiSRS st the
. Enbodi nent s, of the pEesEnt i nvention al so brings .
videg gemmapi¢ation pipcess:s Engineers at g fetyypry 0 5%?3235%% £4 moptor
of the physical |ocations equipped with the present
and troebitshoot fiom theealheenter Sh, asisdbasyeernotely update sofovare ¢mthe
i nvol ves using a call center 51 driven over the

pr({cﬁge?%ﬁ:ﬁ%l%@téﬁtﬁg hdEggnet based codec, a person over

[0031] Embodiments of the present invention also brings together the various
“silos” of an organization to all of the physical locations equipped with the present
invention. Furthermore, an embodiment of the invention involves using a call center
51 driven over the Internet. Using Internet based codec, a person over the Internet is
able to quickly access the right expert 53 at the desired time.

[0032] A further embodiment of the invention includes an easy connect access
whereby preprogrammed custom menu graphics make reaching the right party or
parties as easy as the touch of a button. Referring to FIG. 6, an embodiment of the
present invention includes, for example, a screen or keyboard 15 that provides the
user with options 61 that user would easily recognize. For example, the display may
present two initial options, “Consumer” or “Business.” The user may then touch

“Consumer.” From that selection further options are displayed and may include

14



able to quickly access the right expert 53 at the
desired tine. [0032] A further enbodi nent of the
w0 pooen2isen i ncl udes an easy connect access WhePE@DYS2007/009203
preprogramred custom nenu graphi cs nake reaching the
right party or parties as easy as the touch of a
button. Referring to FIG 6, an enbodi nent of the
present invention includes, for exanple, a screen or
keyboard 15 that provides the user with options 6 1
that user woul d easily recognize. For exanple, the
di splay may present two initial options, "Consuner" or
wriBUsi ngss. " The,user. may then,t h " Co » A r
Chrdiinga MarieBger  SeHBEs Heto o BrEkerpaRat s, gle oife user
I ncl ude" Checki ng,” "Mortgage," "Savings Account,” )
mayBherk seleqs &Muartgaga? 6] A and-themeimay be furthey, mpeaspeetfiscaptions to
“"Mortgage" 6 1A and there may be further, nore

seleRE A d FoiRPivh&RIhé Bsc Haltdentifibd BisAdr AfeadTahRrésh@heaspropriate
has identified his/her area of interest, the

P GAaTciPBB A T, e AETeEthc B KB Ao e T g

1B feature which enables hunting for and calling the
Awvailable Agent 6bBdeatgrenwhichehables hunting fopard ¢alling thenexp available
or exact specialization. [0033] Enbodi nents of the

agEHit e SRes tﬂaﬂ‘é‘%?%&i% 16¢ai8n RE eRAdt spéviATAALiGAL | ons, such as
I nteractive two-way town hall neetings and conpany

g T RA A T R T

i ncl udes an acquisition support application where
suclvasinteractiviedwo-way tiwr hall meetingstandreompap) onectiagg where
feedback are provided to | ocations of newy acquired

IAFHR A S gl e rset vt
also includes an acquisition support application where communications, training,
operations support and feedback are provided to locations of newly acquired
businesses through conversion periods. Other embodiments include a training feature.
The pfesent invention provides a virtual lecture hall for, e.g., employees and their
managers. Because of the broadcast quality interactive video communication
environment, employees and trainers can interact and exchange ideas creating an
education experience that does not require expensive travel or residency
commitments.

[0034] Referring now to FIG. 7, an embodiment of the present invention is a
method for responding to a customer through real-time two-way video and voice

communication, comprising the steps of: authenticating the customer 71; correlating

the customer to a customer account maintained in a customer database 72; identifying
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The present invention provides a virtual |ecture hal
for, e.g., enployees and their managers. Because of
w0 b@7hesedicast quality interactive video comuPCT/ES100T1009203

envi ronment, enployees and trainers can interact and
exchange i deas creating an education experience that

does not require expensive travel or residency
commtrments. [0034] Referring nowto FIG 7, an

enbodi nent of the present invention is a nmethod for
responding to a custoner through real-tinme two-way

vi deo and voi ce conmmruni cation, conpri sing the steps

of t henticati.ng the cus r 71;. corr ti
a ngerh b Copgmer otk rohRect SR8 DU EnpAr Bk D] Top 2ipooiating the need
custonmer database 72; identifyinga need of the
withusfistepecyalishtor azldpess the need With gte duistoaerj whengimthedirstrpecialist
associating the need with a first specialist to

is & gﬁ@ﬁ‘ dWgh feattstfiddhcidl gar&ﬂx% AR onn¥iiRigthP clitndet A4

ecla |st I S experience t’he fi rst fi nanci al

roduct ctin he, cu orrer at .a cust ;
cusﬁemm feemingbt g Ly soptialjEiaiiati & CoMMtRjFaUph network, wherein
comuni cati on networKk, mhereln live, two-way video
live tonoi-way video chewinpethe austotieearid thetﬁrstmpecialii;tsi‘s cosmunicated
comruni cated thr ough t he communi cati on network 75; and

thrp{%@ i RhrRudi é}jﬁ 75’%3 r&AdR g‘%ﬁﬁﬁuﬁﬁ% Qe &f address

custoner, erern t e CUS oner m nal an t e

o T S e RSBk R Bl S

been described. It wll be appr eci ated that these
geegrapintally seperatet 20.y i | [ ustrative of the invention.
Many variations and nodifications will be apparent to

t NO$Gy33Y | ¢ GGdihdintsd 6F thE presbiit!iffention have now been described. It

will be appreciated that these examples are merely illustrative of the invention. Many

variations and modifications will be apparent to those skilled in the art.
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1. A nethod for responding to a custoner through

real -tinme two-way video and voi ce conmuni cati on,
w@ompnessmg t he steps of: authenticating the cRCSI/OREN7/009203

correlating the custoner to a custoner account

mai ntai ned in a custoner database; identifying a need

of the custonmer with respect to a first financial

product; associating the need with a first speciali st

to address the need with the custonmer, wherein the

first specialist is experienced with the first

financial product; connecting the custoner at a

custoner termnal to the first specialist through a
Clajmsrruni cati on network, wherein live, two-way video

showi ng the custoner and the first specialist is
1. COMAUmkthat gor tespendit idecustomemntheaighaealrtimeswl:; wanddeo and

providing a real -time response to address the need of

the cu , i mer terminal and the
VOPFFQ%W@'}&Z%OPT é@%’%‘gé%ﬁ%ﬁ#?@gl |y separated. 2. The
met hod of claim 1 wherein authenticating the custoner
conputhspticatingdhe ystomessi ng an i dentificati on document
and conparing the identification docunent with an a
| i veoirelagifg e dudonistd ammstonitr adtvemtataintained irch austother
wherei n authenticating the custoner conprises
daCB aring real time bionetric data of the custoner to
B tric data stored in a

identifying a need of the customer with respect to a first financial product;

associating the need with a first specialist to address the need with the
customer, wherein the first specialist is experienced with the first financial product;

connecting the customer at a customer terminal to the first specialist through a
communication network, wherein live, two-way video showing the customer and the
first specialist is communicated through the communication network; and

providing a real-time response to address the need of the customer;

wherein the customer terminal and the first specialist is geographically
separated.
2. The method of claim 1 wherein authenticating the customer comprises
remotely viewing an identification document and comparing the identification
document with an a live image of the customer.
3. The method of claim 1 wherein authenticating the customer comprises
comparing real time biometric data of the customer to biometric data stored in a

database.
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dat abase. 4. The nethod of claim3 wherein the

bionetric data is facial recognition data. 5. The
woredonoeBsed claim 1 wherein the step of connectP@myUs1ve7/009203

custoner to the specialist performed by a call center.

6. The nmethod of claim1 further conprising the step

of: inquiring if the custoner is interested in a

second financial product; and passing the custoner to

a second specialist specializing in the second

financial product which has a subject matter different

than the first financial product. 7. The nmethod of

. S 2R el el PSS 50 OB D g

met hod of claim lwherein the custonmer termnal is an
5. aut Thamethadedfl claimmhwhieredn tig stephef cammbetingothe custiomer to the
wherein the custoner termnal is a personal conputer.

speé%list-rﬁ@fdfﬁfeb Plalldedtdn 1 further conprising the step

renotely Controlling a video canera that provides
video for the live -way video., 11. The met hod of
6. c| af T%P@r‘gi%alg‘}g\ﬁﬂ“eficﬁ@p{‘é% th"e§t§382 fromthe
first specialist or the custonmer appears on the video.

12. inghirimgeif thedcusfomeéras intdrestod irea second firiahyiahprodunt and
of the custonmer with respect to a first financial

Pr OfitsingGREBhSSHEr f0FseebfidP sp¥icialist specializing in the second financial
product which has a subject matter different than the first financial product.

7. The method of claim 1 wherein the live two-way video shows the specialist

along with a presentation material.

8. The method of claim 1 wherein the customer terminal is an automated teller
machine.
9. The method of claim 1 wherein the customer terminal is a personal computer.

10.  The method of claim 1 further comprising the step of:

remotely controlling a video camera that provides video for the live two-way
video.
11.  The method of claim 1 wherein a real time text message from the first
specialist or the customer appears on the video.
12.  The method of claim 1 wherein identifying a need of the customer with respect
to a first financial product comprises the step of:

receiving a selection of the first financial product by the customer from a list of

financial products.
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receiving a selection of the first financial product
by the custoner froma list of financial products. 13.
wab@7neshiod of claim 1 further conprising the BCEPS®NT/009203
receiving an indication regarding the | anguage with
whi ch the custoner desires to communi cate during the
live two-way video. 14. The nethod of claim1l wherein
the step of correlating the custoner to a custoner
account maintained in a custoner account database
occurs wWithout active input fromthe custonmer. 15. The
nmet hod of claim 1l wherein identifying a need of the
custoner with respect to a first financial product
13.conphe methadref cdaigh! ﬁﬁﬂ‘efé"%@ﬁﬁ%ﬁée step fice I(C:)ommnd
fromthe custoner regarding the first financial
pr ogi¢eivinglén indivation tépediag the Ringudgefwith wbicicthepustoneg desires
tﬂe step of: recording an execution of a docunent by
the ¢ L. W . t e first financial
to (PR TBin b U ARG ey i

arm 1l wherein correlating

the custoner to a custoner, accoupt intained in a
14.cusThermethpg efidaim | wherran theosten o &Tﬁeﬁwgs&he Fusiomer to a

identifying a specialist that has a prior interaction
custbrhbr 4deeustuphianmtied ih& cubtotyataecodm databageosudursgwithowt active

custoner through real-time two-way video and voice

inp%? FSH ¥ne LB fher.COMPY I sing:
15.  The method of claim 1 wherein identifying a need of the customer with respect
to a first financial product comprises the step of:

recognizing a voice command from the customer regarding the first financial
product.
16.  The method of claim 1 further comprising the step of:

recording an execution of a document by the customer with respect to the first
financial product.
17. The method of claim 1 wherein correlating the customer to a customer account
maintained in a customer database further comprises the step of:

identifying a specialist that has a prior interaction with the customer.
18. A system for responding to a customer through real-time two-way video and
voice communication, comprising:

authenticating means for authenticating the customer;

correlation means for correlating the customer to a customer account

maintained in a customer database;
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aut henti cating neans for authenticating the custoner;
correlation neans for correlating the custoner to a

W@ aEroms8s0 account maintained in a custoner datBORES2007/009203
identification nmeans for identifying a need of the
custonmer with respect to a first financial product;
associ ation nmeans for associating the need with a
first specialist to address the need with the
custoner, wherein the first specialist is experienced
with the first financial product; connection neans for
connecting the custoner at a custoner termnal to the

o RS e o SRR o s o

the first specialist is communicated through the
first dimanciakcprodoet; net wor k; and provides a real -tine
response to address the need of the customer; wherein

t heaé‘sHéi%ﬂHﬁ daf§ FriRbockiifhgith€nédd with ARSI sPekralist 18 address the
geographically separated. "19. A system for respondi ng

to custoner through real -tine .two-way.video. ﬂ
necsbvith TReoSHARMEAPSHEIR (hsrfist SRerglistes Erpsrisepd Wi e st
for authenticating the custoner; a processor, wherein
finariwdalprochetsor correl ates the custonmer to a custoner
account maintained in a custoner database;
connection means for connecting the customer at a customer terminal to the
first specialist through a communication network, wherein live, two-way video
showing the customer and the first specialist is communicated through the
communication network; and provides a real-time response to address the need of the
customer;
wherein the customer terminal and the first specialist is geographically
separated.
19. A system for responding to a customer through real-time two-way video and
voice communication, comprising:
a biometric device for authenticating the customer;
a processor, wherein the processor correlates the customer to a customer
account maintained in a customer database;

an input device receiving an identification of a need of the customer with

respect to a first financial product;
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an input device receiving an identification of a need

of the custonmer with respect to a first financial
w@e@daziss@ nat chi ng engi ne associ ati ng the neeRCTMIB100A009203

first specialist to address the need with the

custoner, wherein the first specialist is experienced

with the first financial product; a comunications

net wor k connecting the custonmer at a custoner term na

to the first specialist, wherein live, two-way video

showi ng the custoner and the first specialist is

communi cated t hrough the communi cation network; and an

i nterface devi.ce provi.di a real-ti voi.ce and.yi de

" ospBHIIRG CrgiF avocie fikpedritha iy sogrielis o addrers e

the custonmer termnal and the first specialist is
neqgewith dphéustinher, whpmimthedirstepeciahist is pxperienced withi the figst

further conprising: a switching conponent for passing
finkil8alGiSdier to a second specialist specializing in a

second financi al product which has a subject natter

different than the fiyst financgi al roduct . .
a communtlca%ons networi; connecgng (t:he customer a% a’'customer terminal to

the first specialist, wherein live, two-way video showing the customer and the first
specialist is communicated through the communication network; and

an interface device providing a real-time voice and video response to address
the need of the customer, wherein the customer terminal and the first specialist is
geographically separated.
20.  The system of claim 19 further comprising:

a switching component for passing the customer to a second specialist
specializing in a second financial product which has a subject matter different than the

first financial product.
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