20207191093 A1 |0 000 00 0. 00O A0

o
=

(12) INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT)

A

=

(19) World Intellectual Property
Organization
International Bureau

(43) International Publication Date
24 September 2020 (24.09.2020)

(10) International Publication Number

WO 2020/191093 A1

WIPO I PCT

(51) International Patent Classification:

HO4L 12/725 (2013.01) HO4L 12/58 (2006.01)
GOG6F 40/205 (2020.01) HO04L 12/911 (2013.01)
GO6N 20/00 (2019.01) HO4L 12/927 (2013.01)

(21) International Application Number:
PCT/US2020/023422

(22) International Filing Date:
18 March 2020 (18.03.2020)

(25) Filing Language: English
(26) Publication Language: English
(30) Priority Data:

62/820,500 19 March 2019 (19.03.2019) UsS

(71) Applicant: LIVEPERSON, INC. [US/US]; 475 10th Av-
enue, 5th Floor, New York, New York 10018 (US).

(72) Inventors: BRADLEY, Joe; 475 10th Avenue, 5th Floor,
New York, New York 10018 (US). GILCHREST, Alan;
475 10th Avenue, 5th Floor, New York, New York 10018
(US). DEB, Bodhi; 475 10th Avenue, 5th Floor, New York,
New York 10018 (US).

(74) Agent: LEZAK, Arriénne M. et al.; POLSINELLI LLP,
1661 Page Mill Road, Suite A, Palo Alto, US 94304 (US).

(81) Designated States (unless otherwise indicated, for every
kind of national protection available): AE, AG, AL, AM,
AOQ, AT, AU, AZ,BA, BB, BG, BH, BN, BR, BW, BY, BZ,
CA, CH, CL, CN, CO, CR, CU, CZ, DE, DJ, DK, DM, DO,

DZ, EC, EE, EG, ES, FL, GB, GD, GE, GH, GM, GT, HN,
HR, HU, ID, IL, IN, IR, IS, JO, JP, KE, KG, K, KN, KP,
KR,KW,KZ, LA, LC,LK,LR,LS, LU, LY, MA, MD, ME,
MG, MK, MN, MW, MX, MY, MZ, NA, NG, NI, NO, NZ,
OM, PA, PE, PG, PII, PL, PT, QA, RO, RS, RU, RW, SA,
SC, SD, SE, SG, SK, SL, ST, SV, SY, TH, TJ, TM, TN, TR,
TT, TZ, UA, UG, US, UZ, VC, VN, WS, ZA, ZM, ZW.

(84) Designated States (unless otherwise indicated, for every
kind of regional protection available): ARIPO (BW, GH,
GM, KE, LR, LS, MW, MZ, NA, RW, SD, SL, ST, SZ, TZ,
UG, ZM, ZW), Eurasian (AM, AZ, BY, KG, KZ, RU, TJ,
TM), European (AL, AT, BE, BG, CH, CY, CZ, DE, DK,
EE, ES, FL, FR, GB, GR, HR, HU, IE, IS, IT, LT, LU, LV,
MC, MK, MT, NL, NO, PL, PT, RO, RS, SE, SI, SK, SM,
TR), OAPI (BF, BJ, CF, CG, CI, CM, GA, GN, GQ, GW,
KM, ML, MR, NE, SN, TD, TG).

Published:
with international search report (Art. 21(3))

(54) Title: DYNAMIC COMMUNICATIONS ROUTING TO DISPARATE ENDPOINTS

1110
/

Conversation 08

2
| )
Sessicn. PhoneNumber
52 “—®

cusiom isVIP

isVip (pheneNumber) g
5b
|

gefRM (phoneNumber} custom R

Connect to external

systems-

Salesforce, Google,
CRM
@
T
7
1150

1130
)

Concierge Bot
{7 Greetings
Detectintent i 5
@__ Add phone number to | i T;} \
" session store | ’)) !
3 Cenversation A
Cail AskMaven AP to / Orchestrator |
get routing decision  ——————————| i
7 Evaluate Policies N
Get Routing Dedision | |/ (Use intent) '
from Maven | 7 |
! |
|
L__Transferring you to RM s |
- — \
Transfer Conversation | 1140
fo C-Suite RM agent | s
4 Get Attributes from Context Warehouse
) (phoneNumber, isVIP, RM)

FIG. 1172

(57) Abstract: The present disclosure relates generally to facilitating routing of communications. More specifically, techniques are
provided to dynamically routing messages having multiple intents between bots and terminal devices during communication sessions

configured with multi-channel capabilities.



