NEWORK TELENARKETI NG SYSTEM HAVI NG AGENT ACCESS AND CONTROL This invention
relates to a nmethod and apparatus for broadband network tel emarketing, and
speC|f|caIIy for providing cust oner assi st ance t hr ough access to
tel emarketing agents. BACKGROUND OF THE I_NVENTI ON Tel emarketing is the use
of tel ecomuni cations services to market and sell products and services and
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Interact:.ve television ("ITV") is one service
available via broadband networks. ITV provides customers
with access to a variety of interactive services through
their television ("IV"). ITV services are similar to online
computer services except that they are accessed through the
customer's TV and provide a combination of audio, full
motion, full color video and still images. ITV services may
include, but are not 1limited to, video on demand,
interactive games and interactive home shopping.

ITV will greatly enhance the telemarketing of
products and services. For example, while existing cable TV
systems have networks providing home shopping, those
networks ordinarily operate on a fixed schedule and
customers can only order products or services that are
displayed. ITV will alleviate the need for home shopping
programming. - Home shopping with ITV will be totally
automated and customers will be able to browse through and
purchase products and services at their convenience.

Although automation of home shopping with ITV will
make home shopping easier, some customers may want to ask
questions regarding particular products and services or may
need assistance in finding and purchasing products or
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-2- services desired. In addition, product and service vendors may want to
have tel emarketing agents avallable to act as sales consultants for ITV
home shoppi ng custoners. SUMVARY OF THE | NVENTI ON The above problens are
sol ved according to the invention by providing a broadband network system
that enables a custoner to initiate contact“ with a tel emarketing agent

Vi deo- connect ST ELe e TS 5oy RUE LR CBkeBREr "SR B R ietafis

br oadband net Watyk wWaaty 0 haveoﬁelemarketangoagmttsr avan kaleke tiot aetagent ;
and the agent C}?ﬁﬁé"@ﬁo I nventi on,
t he agent has Eﬂflty to act as a sales conéa?%ﬂ%téﬁéegﬂéggustoner The

agent can, for exanple V|em/the products and services on the custoner's TV
and answer theuMETOF T egardi ng those products and servi ces.

| f the custoner needs |n .‘ el ectin dugts and serw ces from
t he broadband network se r t BF 9? emsh eg?f a AiE t e tke

custoger tqudaivénttﬁdm ; dmgfasfbtcamanah[rﬁwboﬂ?eswm;th?t
i nventory of products _an erv s out, of . Si e, cust oner; sel ec
appr opr i )at ep %’WP fFBFrFP‘ﬁEe\/gﬂ%?CE Wﬁsgn?oﬂ:%f?@?rgﬁgﬂrpgy

to the custonagaemnd (dthepl agentpse sdilen eths odustomerd requests t agehe
custoner. The Sk ACCESS 0 d pes
of products an%%‘ierw ces th@c?j o Hﬁﬁag}ia Me@ ﬁéou%ﬁgp%t}%h
showi ng t he cbeﬁ:mean mlwmstmsethecagenﬁemwnu madlaandangt

The agent may Qﬁ?t&n%’:‘siﬂf@fnﬂéi?&% ¢ g\Vitrehh SR t; in
sel ecti ng pro UCtS tO sSNow e custoner (6] gl S é’% ro CtS an se Vi ces
to the custondid the agent can Share santerobiok .@%ﬁmﬁ 8h&Veust oner'

S Using the invention, the agent has the ability to
act as a sales consultant to the customer. The agent can,
for example, view the products and services on the
customer's TV and answer the customer's questions regarding
those products and services.

If the customer needs help flndlng or selecting
products and services from the broadband network server's
database, the agent can: question the customer to qualify
the customer's needs; browse through the vendor's inventory
of products and services out of sight of the customer;
select appropriate products and services from the vendor's
inventory for display to the customer; and display those
selected products and services to the customer.

The agent may access the customer's current orders
and the types of products and services the customer has
already looked through to avoid showing the customer
products and services the customer has already seen. The

- agent may also access a customer profile which may assist
the agent in selecting products to show the customer.

To display products and services to the customer,
the agent can take control of the display on the customer's
TV and transmit video images to the customer's TV. The
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TV and transmt video images to the custoner' s TV. The -3- control of
the customer’' s TV can be passed back to the custoner so that the custoner
can control the display of products and services that the agent is view ng.
Finally, the agent can assist the custoner,in placing an order. The agent
can add to, revise or change the customer' 3 order form The agent can al so
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i ncl udes a mioitkedi custdinedi' st TWVhbut or . In normal operation, the custoner's
TV (10) is connected through the broadband switch (22) to the broadband
network server (24) and the custoner can select fromany of the services
provi ded by tiktLisl oERCGNAERSCUNODE bk PRANLIIRIN oadband networ k server (24)
as shown FIG. 1 is a block diagram of an illustrative
embodiment of the invention.
FIGS. 2 and 3 are a flow diagrams illustrating the
processing of a customer request for assistance according to

the principles of the invention.

DETAILED DESCRIPTION

" FIG. 1 is a block diagram of an exemplary
embodiment of the invention. A customer's TV (10) is
connected through a digital set top box (12) and a broadband
transmission link (14) to a broadband network server complex
(20) . The broadband network server complex (20) includes a
broadvand switch (22) that is connected to a broadband
network server (24) and that is also commected to a
telemarketing call center (26). The broadband network
server (24) includes a multimedia call distributor.

In normal operation, the customer's TV (10) is
connected through the broadband switch. (22) to the broadband
network server (24) and the customer can select from any of
the services provided by the broadband network server.

The broadband network server (24) as shown
includes an ITV home shopping capability having a customer
order database (28) and a multimedia database (30). The
customer can select the home shopping capability provided by
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I ncludes an | TV hone shopping capability having a custoner order database
(28) and a multinedi a database (30). The custoner can sel ect the hone
shoppi ng capability provided by -4- the broadband network server (24)
and can enter the multinedi a database (30) consisting of a catal ogui ng of
products and services available from varfobls-vendors. The custoner can

browse through those products and services and, order products and services
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access the cu3t ggg g}%u\sq)omar profile and_a list of the

types of products and sThei audioheignaloh@rsent via an audio link (35) to
a call distributor (36) that connects the audio signal to an
agent's station (38) via link (40). The audio connection
enables voice communication between the customer and agent
and additional audio communication, for example background
music, between the customer, the agent and the broadband
network server (24).

The data signal is sent via a data link (42) to a
host computer (44). The host computer can store that data
in a customer order database (46) and conveys that data to
the agent's station (38) via a data link (48). The data
connection enables data transfer, for exanmple order
information, between customer's TV (10), the agent's station
(38) and the broadband network server (24). The agent can
access the customer's current orders, a customer profile and
a list of the types of products and services the customer
has already locked through. :

The video signal is sent via a video link (50) to
a video distributor (52). ‘The video distributor (52)
connects the video to the agent's station (38) via a video
link (54). The video connection enables video between the
customer, the agent and the broadband network server (24),
for example, simultanecus display at the customer's TV and
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to a video distributor (52). The video distributor (52) connects the
video to the agent's station (38) via a video link (54). The video
connection enabl es video between the custoner, the agent and the broadband
net wor k server (24) for exanpl e, S|nultanébus di splay at the custonmer's TV
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services in trﬁsxsergﬁ)& the' MBS YTy (10) and thereby allowing the
agent to control the audio, video and data appearing on the
customer's TV (10).

FIGS. 2 and 3 are flow diagrams illustrating the
method for processing a customer request for assistance in
accordance with the invention. A typical step sequence
includes: the customer interaction with a broadband network
ITV home shopping capability (step 100); the customer's
request for agent assistance (step 102); the customer and
agent conversing; the agent views the customers current
orders and the display on the customer TV; the agent
previews products and services in the vendor's inventory out
of sight of the customer; the agent takes control of
customer's TV and sends video images of selected products
and services to the customer's TV; and termination of the
customer and agent connection.

More particularly, from a broadband network main
menu which appears on the customer's TV, the customer
selects an ITV home shopping application (100). Using the
customer's TV (10) is connected to the broadband network
server ITV home. shopping complex (20) via link (14). The
customer is free to browse through a catalog of products and



of sight of the custoner; the agent takes control of custoner’'s TV and
sends vi deo i nages of sel ected products and services to the custoner's TV,
and termnation of the customer and agent connection. Mre particularly,
from a broadband network mai n nenu whi ch appears on the custoner's TV, the
customer selects an | TV honme shoppi ng appl écati on (100). Using the
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places an order or access his information. The customer can
update, confirm or enter a customer profile and enter,
update, change his password.

The customer may request agent assistance at any
time. Having a question about a product or service or
otherwise needing assistance, the customer can request agent
assistance by activating an agent call button (step 102).
The agent call button can take the form of a "hard" button
on a customer's ‘TV or remote control device or box (12) or
a "soft" button on the customer's TV. Upon activation of
the agent call button, the broadband network server complex
places a call to the telemarketing center (104). Based on
the vendor and the products and services that the customer
is browsing, the multimedia call distributor identifies the
appropriate telemarketing center and group within the
telemarketing center to which to.direct the call.

The broadband network server's multimedia call
distributor signals the «call distributor in the
telemarketing call center to determine the next available
agent (105). The call distributor responds with a signal
identifying the next available agent (106). A call is
placed to the telemarketing center and is routed to the next
available agent (107). The call enables signaling, audio,




a "soft" button on the custonmer' s 'IV. Upon activation of the agent cal
button, the broadband network server conplex places a call to the

tel emarketing center (104). Based on the vendor and the products and
services that the custoner is browsing, the multinmedia call distributor
identifies the appropriate tel emarketing-cénter and group within the
telenarketlng center to which to direct the call. The broadband network
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background audio that the customer hears.

The agent can review the customer's order form and
the products displayed on the customer's TV while talking to
the customer. The agent can see what the customer is
viewing.on his TV and answer the customer's questions
regarding the products or services displayed.

If the customer needs help finding or selecting
products, the agent can provide assistance using the preview
display. The agent can ask the customer questions to
qualify his needs and then preview products and services
from the broadband network server's database (step 114) to
satisfy the customer's needs. The agent's preview display
allows the agent to browse through products and services
from the broadband network server's database out of sight of
the customer. The agent can navigate and browse through the
same products and services available to customers on the
broadband network server's database and preview them before
displaying them to the customer.

Before browsing through the broadband network
server's database, the agent can review the customer's order
form and the types of products the customer has looked
through to avoid showing the customer products and services




viewing on his TV and answer the custoner's questions regarding the
products or services displayed. If the custonmer needs help finding or

sel ecting products, the agent can provide assistance using the preview

di spl ay. The agent can ask the custoner questions to qualify his needs
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di splay t hosé:healcb.(spé@y on the customer s TV, and display those selected
products and services on the customer 8 TV. The agent may
elect to pass control of the customer's TV to the customer
so the customer can show the agent particular products and
services. '

_ The taking and passing of control between the
agent and the customer can take the form of shared control,
alternating control or agent controlled sharing of control.
In the shared control mode, both the agent and customer can
issue navigation commands to the broadband network server at
the same time to control the display at the customer's TV
and the agent's station. In the alternating control mode,
either the agent or the customer can issue navigation
commands to the broadband network server, one at a time, to
control the screen display at the customer's TV and the
agent's station. In this mode, whoever is in control, the
agent or the customer, can pass control to other. In the
agent controlled sharing of control mode, either the agent
or the customer can issue navigation commands to the
broadband network server, one at a time, to control the
screen display at the customer's TV and the agent's station
also. However, the agent decides who is in control and can
take control from the customer or give control to the
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products and services on the custoner's TV. The agent may el ect to pass
control of the custoner's TV to the custoner so the custoner can show the
agent particular products and services. The taking and passing of control
bet ween the agent ‘and the custoner can take the form of shared control,
alternating control or agent controlled sh& i-ng of control. In the shared
control node, both the agent and custoner can issue navigation comands to
the broadband qustemer =it wetlht the sane time to control the di splay at the
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agent add to an order form already compiled by the custon'er or
' create a new order form. The agent can also retrieve the
customer profile, verify the customer profile and verify the

customer password.

The agent then either returns the customer to the
broadband network server ITV home shopping capability and
terminates signaling, audio, data and video connections
between the customer and telemarketing center (steps 128,
130, 132) or returns the customer to the broadband network
main menu by terminating the customer's connection to the
broadband network server's ITV home shopping network and
terminating signaling, audio, data and video connections
between the customer and telemarketing center (steps 134,
136) .

It is to be understood that the above description
is only of one preferred embodiment of the invention.
Numerous other arrangements may be devised by one skilled in
the art without departing from the scope of the invention.
The ' invention is thus limited only as defined in the
accompanying claims.



or has found the product or service he desires, the agent can pl ace the
custoner' s order and confirmthe availability of the prOdu$HNM|IWMHMFE|II|
(steps 124, 126). The agent can add to an order form alread

the customer or create a new order form The agent can also retfiebe thé
customer profile, verify the custoner proflild e and verify the custoner

password. The agent then either returns the custoner to the broadband
network serv me shoppi ng capability and term nates signal i ng,

audi o, data and vi deo cennecp omethegweesrt hpr@uﬁg I 281 $eARABN ked i ng

center (steps_128. 13 %] returns the cus}grorre to.the bro dband

net wor k mai n IHE‘R%&B?I ﬁeﬂﬁéﬁ%ﬁ FRFEOREE t dHerd i BRLWRTKhSystem

broadband neteomprisingr a sustumeemtedewigion N@WQr la m&&*aﬂdlﬁéﬁ%rk

signaling, au a Vis o en ustoner and

t el emar ket | nqg%gx?g E?E@Q‘%@‘ f%}a@%%eé Bféa% ft-i oﬁﬁryﬁ&'t ek a

above descri pswbbchy amg & oadlprednterd mdimﬂ.mglt anf adeent n\atrdtion,

Nuner ous ot he e VI sed by one skilled in the art

wi t hout depar%a%fﬁégﬁgeﬁhéscog QOP the invention. The invention is thus

limted only as defined in tBStabddsping my ELxsks connectinn betweems:al.

A net hod for provigigtiomes SRANGARd! @ abPOAaERART HRtiuesiK Bé'ﬂréf‘ers 4t f5
br oadband network syste nhcongwg g a custoner television (TV), r oadband
5 network server, lé-ﬁgug c8l W r including an agent station, sai d '

ot hod corprising the stops ebtabitab: B o hang Aot mhacmien ool e
enabl i ng sharing o %Wﬁl f %@%&5 Bf}at m@@%@k
agent server station through the switch responsive to
activation of an agent call means; and
enabling controlling of the customer TV from
the agent station. .

2. The method of claim 1, wherein the first and
second conmnections involve an interactive telev:.smn home
shopping appllcatlon

3. The method of claim 2, further comprising the
steps of: _ '
responsive to establishing the second
comection, transmission of customer information,
including an order form, to the agent station; and
display of the customer information,
including the order form, at the agent station.

4. The method of claim 2, further comprising the
steps of:
responsive to establishing the second
connection, transmission of a video display appearing
on the customer TV to the agent station; and
display of the video display appearing at the
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10 station. 2. A nmethod for providing assistance to a broadband network
custoner in a broadband network system conprising a custoner tel-evision

(TV), a broadband network server and a call center including an
station, said nethod conprising the steps of: 15 esnm m m.“l(\!“\“\
connection between the custonmer TV, the~adént station and n *

network server; enabling taki ng anfjl passi ng of control of the custoner TV
at the agent st atiehStomerskVt aFngNEuaEEREr SFAESPRati on, including an order
form fromthe custonmer TV to the agent station; and 20 di spl ayi ng

the custoner informatiop, ingludj e @rder. t et s han.
3. The nethod of claim mﬁ@ﬁ*‘%@%@?&%’ﬁ%%%&ﬁ%ﬁ%@ﬁ%
custorer TV, dtepagefit station and the broadband network server includes:

establishing a first connect%%%pggégggn t i gﬁg&gg&g_sﬂ\in?d @hé)r om 25

network server through a sw sta I'ng a second connectl on

bet ween t he cust oneonfiscting, qreviewing @t the agentratatsion indoratiss: ver
through the swtchelBegSaeneRe! BraGHUAN ABtABIRIBRIvER.!. 4. The nethod
e connection in

of claim 2 wherein volves an interactive 30 television
home shoppi ng applicati on. -11- 5. The nmethod of claim2 further

conpri si ngvt he SLepS of g, traqpal tﬁéﬁuéo% \dﬂeeléi:i.ﬁi?'ﬁ?’ a,_&mihmg errabling
cust oner to the agent station; an i S ing_t vi deq .
di spl ay appea??%%r%ﬁ%ﬁg t FYSLEmeE . %e#@?aﬁ%ﬁn%@?h%ﬁ% of
claim2 furthpichedesi dingedthingt theobroadbearnsd ngtworkhesexger toatsend
I nformation stoted at the broa n rver. 10 7. The net hod
of claim2 fRYE? %b%?i?i ﬁé gﬁ% g’l"%ﬁ%ﬁl@grm nating the connection
bet ween the custonmer TV, the agent station and the
7. The method of claim 1, wherein enabling
controlling of the customer TV from the agent station
includes directing the broadband network server to send
video signals to the customer TV.

8. The method of claim 1, wherein enabling
controlling of the customer TV from the agent station
includes directing the broadband network server to send data
signals to the customer TV.

9. The method of claim 1, further comprising the

steps of:
terminating the second comnection; and

returning the customer TV to connection with
the broadband network server through the switch.

10. The method of claim 1, further comprising the

steps of: ' |
placing an order at the agent station; and
transmitting that order to the customer TV.

11. A method for providing assistance to a
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‘broadband network server; and connecting the custonmer TV with the broadband
network server. 8. The nmethod of claim2 further conpri si ng X

15 pl aci ng an order at the agent station; and displal m EﬂHmIE‘H“'
at the custoner TV. 9. A nethod for providing assistance to ands *
network customer in a broadband network -syk2 em conprising a customner
television (TV), a broadband network server and a call center including an

agent st at i onproadpanst Heetworsr CYSheMel irhea sbspadbande ntetomnki agstem
connection be?&gﬁ:ﬂéﬁg%t&{&fa@ﬁ ﬂé‘.’fé@.@ﬁnslﬁ)' Orh %&aﬁaﬁaoﬁge%gk

networ k server; énabli t aki n nd si ng, ntrol of the custoner
at the agent SE€&VEm; §%§ b1l %PE?FeV\} ®Fe a&beﬁge%tﬁﬁﬁtlonr
i nfornmation st;@ﬁ@i-lglr@etﬁg astEpEm dfet wor k server. 10. The method of claim

9 wherein establishing the caonnegtqi.o et ween the cust r TV, _the ent
station and the broadband net Js]lﬁrl'b]g? 9 &R tl@?t WERIhG %E&@?r

connecti on bet weenTiWe anusagert Stabidnaahdoadimwohdiand atewdrls eseever;
station through a %Xﬁ,\gh; and REPLACEMENT SHEET - 12 - establishing a
second connection en the custonmer TV, the agent station and the

br oadband network server stater@lmﬂmm%t@ntmlegﬁohhe customer

activating an agen ad agent stacidi. apparatus for providing
assistance to a brtore‘lf(:jbanf net \H)errk custoner in a broadband network system

conprising a custonmer television (TV), a broadband network server and a
call center including anpgemhest anetRodsaict ap@mmusmqrrprwmmnrreahe

and the broadSRRBERELAE! ArbGLYER S) interactivaTECICVighon ANER: shhRRLER
passing of coapplliceftiidre. custoner TV at the agent station; means for
transm tting customer information, including an order form from
13. The method of claim 11, further comprising
the steps of:
transmission of customer information,
including an order form, to the agent station; and
display of the customer information,
including the order form, at the agent station.

14. The method of claim 11, further comprising
the steps of: _
transmission of a video display appearing at
the customer TV to the agent station; and
display of the video display appearing at the
customer TV at the agent station.

15. The method of claim 11, further comprising

the steps of:
previewing at the agent station information
stored at the broadband network server.

16. The method of claim 11, wherein enabling
sharing of control of the customer TV at the agent station
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the custonmer TV to the agent station; and neans of di spl a |ng ‘the custorrer

i nformation, including the order form at the 15 agent sta lmumﬂ“lum””“‘
appar at us of claim 1l wherein the means for establishi ng thi‘l

bet ween the custonmer TV, the agent station and the broadband *nefwot k Server

I ncl udes: neans for establ ishing a first~ dehrrecti on between the custoner TV

and the 20 br,.oagband vvork server through a_swtch; and means for

establ i shing &€ %G ie3 @@m‘g@%@ rky, sereehgda seBdi on
and the broadaafdoneiierizk =5 e thy eugsnt fm:aryﬂdn: ftd el SRONESMEL TV
activating an agent call. 13. The apparatus of claim 12 wherein the first

and second connections 25 involve an interactive television home shopping
application. 14. The aprié?r at Theofmethod ©f f alalmr Xbypwheregn nensalsling

transmttlng e Ok V en
station; and rgrehé%‘g' or %}ﬁa?/lgg'ga% é%%&@sp a ;alt-:ppearl %% #é-v
customer TV astaﬁéoglol namlng the bro ktserverctai m
11 further (ofe]12! | n t

Vit% P& €Mk Egéht Q%a%g.%ﬁt 5 AHO '"l:uitomer

i nformation stored a and networ k~server
appar atus forT¥rovi di ng assistance to a broadband network custoner in a
br oadband network system corrpri sing a custoner television (TV), a broadband

networ k server and a cal]l i nc udin ent at sal d arat us
conpri sing: neans for e§18abl &i’ﬁ Ef-;g% r%ct?&ﬁ Jvé'e bﬁ "p'Wg
the agent st asham'mgdotfheohtmdbeﬁdthet gustomerVvEV; aif the agent(eanation
enabling takig aASSl e
station; and ggg;g&?% a%‘%%\%ltg&ﬁng at e agentrfés@%%n m% nrgPlgo ored
at the. br oadbahgnadswdrom &heeagent. shatiqpdiatthe gustiemer 1BV wher el n the
means for establishing the

19. The method of claim 11, further comprising
the steps of:
terminating the connection between the
customer TV, the agent station and the broadband
network server; and
comnecting the customer TV with the broadband
network server.

© 20. The method of claim 11, further comprising

the steps of:
placing an order at the agent station; and
transmitting that order to the customer TV.

. 21. An apparatus for providing assistance to a
broadband network customer in a broadband network system
comprising a customer television (TV), a broadband network
server complex including a broadband network server and a
switch, and a call center including an agent stationm,
comprising: :
a means for establishing a first connection
between a customer TV and a broadband network server

nnmi i




15 connection between the custoner TV, the agent station dband
network server includes: neans for establishing a first cggﬂmm!‘gm 'm
a customer TV and a broadband network server through a sw #chg 3
for establishing a second connection between the custoner TV, the 20 agent
station and the broadband network server~ tlﬁro‘ugh the switch in response to
activating an agent .call. 18. The,apparatus of claim 17 wherein the first

and second connect ithrouch, @ ww ' shoppi ng applications. 19. The

appar at us. of clhal m 17 L urt hera eeaps forgestablishing ae_éééﬁﬁdiv_@cc)iﬁﬁectiorll
establ i shing the second conpect i peans.f,0or transmftti a, vi deo di ay
appearing on the c%%mn T&%?o qﬂ%&"%t T&t'oat%n,ag @%El?%r S pég?i ng
the video display Imoedgibang metwork eswrer thiraugh thegewdtchatand. 20.
The apparatus of claim 17 furgh \TPEL H&aéﬂ or

term nating the second connecC igﬁ?ﬁ%ndfbf - ngrrg%lé:rggé.?ﬂ?ué uPr“lfi n%h?he
custoner TV to consd@tcamernivh fnem fha@gent mtatianser ver through the
switch. 21. The apparatus of claim 17 further conprising: 5 nmeans

for placing an order at the agent station; and_ngans for_ transmiting the
order to the custoner T@2-zz.ﬂmépm¥a%9%oplém i1 6WHhEXeABr CREnBLESFNg:

neans for pl agnd) FecHrdE conrdieixasnt Stvidlwe, @nd TPanshéme tsR8pPihg ng
the order to the.custanmer TV. 10 -15- send audio signals to the
customer' s TVaPPEL Abparatus of claim21, wherein the neans

23. The apparatus of claim 21, further
comprising:

a means for transmission of customer
information, including an order form, to the agent
station; and '

a means for display of the customer
information, including the order form, at the agent
station.

24. The apparatus of claim 21, further
comprising: '
a means for transmission of a video display
appearing on the customer TV to the agent station; and
a means for display of the video display
appearing at the customer TV at the agent station.

25. The apparatus of claim 21 further comprising:

a means for previewing at the agent ITV

station information stored at the broadband network
server.

26. The apparatus of claim 21, wherein the means
for enabling controlling of the customer TV from the agent
station includes directing the broadband network server to

- T
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for enabling controlling of the customer TV fromthe agent station includes ..
directing the broadband network server to send video signals to the

customer '1V. 28. The apparatus of claim 21, wherein the rreﬂ"ll!lﬂl""lﬂmllwml
controlling of the custonmer TV fromthe agent ITV station i

directing the broadband network server tolfend data 5| ghals to t he" cust Smerl
TV. 29. The apparatus of claiml1, further conprisin a neans for

term nating taendeauda%mg@atl&ﬁo &he sustawen's urni ng the custoner
TV to connection with the br oadband network server through the switch. 30.

The apparatus of claim1,_ fur er risin nmeans for placing an order
at the agent station; akd -a 62%9-‘&19% Fiﬁﬁ@‘ g%at"’%@ﬁ%}nt'éh?ﬁ'@eans
customir TV. ﬁér éﬁab&%ﬁgamht&@lmm/i?ﬂ rtm@&mat@mew frdi Ol a8gent

net work custo Ln_a.,br and..net war st in ust oner
television (T Hﬁ% gﬁmﬁ&o %}e%a MI %é’fﬁléf itg an
agent stati onsendnmdeonglgna&saltts fthe extsddmexhiTi. a connecti on between a
custoner TV, an agent station and a broadband network server; and -16- a

means for enabling sharing of control of the customer 'IV at the agent
station. 32. The appaR8t.usThef appaaakus3of claimhdl, céhereinnghemeansds

for transm ssggp @habi$hg™ontrolling of the customer TV from the agent
ITV station includes directing the broadband network server
to send data signals to the customer TV.

29. The apparatus of claim 1, further comprising:

a means for terminating the second
connection; and

a means for returning the customer TV to
connection with the broadband network server through
the switch.

30. The apparatus of claim 1, further comprising:

a means for placing an order at the agent
station; and
a means for transmitting that order to the
customer TV.

31. An apparatus for providing assistance to a
broadband network customer in a broadband network system
comprising a customer television (TV), a broadband network
server, and a call center including an agent station,
comprising:

' a means for establishing a connection between
a customer TV, an agent station and a broadband network
server; and
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i nf ormati on,

including an order form to the agent station; and a neans for ™

di splay of the custoner information, including the order f 1 _
station. 33. The apparatus of <claim 31, further conprlmugﬂmgmmg’m,
for transmi ssion of a video display appearing at the custoner TV to thes
agent station; and a neans for display ef1l6he video display appearing at
the custoner TV at the agent station. 34. The apparatus of claim 31,

further conprising: a means aomegnsvifox enabling shaningtafi contabdr wdt i on
stored at the brogghand, AeiHOrkrfeitctneSagentigraippratus of claim 31,
S Tor 2ot 5

further conprisingT a nean

r OWsI ng e agent station through

I nformati on stored. at the broadband network server. 36. The apparatus of

claim 31, wherein the mggans -ﬂzé er@@éf@tﬁgarié@ ofc1GoI r 0l310f  t I yggdyoner
TV at the agent statjon Includes ditecting the broadband network server to
send audi o siGHBPELSIHI t he agent station to the custoner TV. - 17 - 37.

The apparatus of claim3l, vger gigarishe f6ans thranstidydiory sbfiri kmstomer

contr ol

b7 oadband networ k SEFeEat iobend NEIS o Stk FRERqat bl AT,

the customer TV. 3tatfbenppsgadatus of claim 31, wherein the nmeans
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a means for display of the customer
information, including the order form, at the agent
station. '

33. The apparatus of claim 31, further
comprising:
a means for transmission of a video display
appearing at the customer TV to the agent station; and
a means for display of the video display
appearing at the customer TV at the agent station.

34. The apparatus of «claim 31, further
comprising:
a means for previewing at the agent station
information stored at the broadband network server.

- 35. The apparatus of claim 31, further
comprising: ' '

a means for browsing at the agent station
through information stored.at the broadband network
server. ' :

36. The apparatus of claim 31, wherein the means
for enabling sharing of control of the customer TV at the
agent station includes directing the broadband network
server to send audio signals from the agent station to the
customer TV.

i



for enabling sharing of control of the custonmer TV at th
i ncludes directing the broadband network server to send xunmunu;mﬂlﬂllﬂmnw
the agent station to the custonmer TV. 39. The apparatus *of ¢ ctai'™m $36%
further conprising: a neans for term natl?;gbt he connection between the

custonmer TV, the agent station and the bt band network server; and a

means for connecting the cus ner TV the br Rand netwoyk server. 40. The
apparatus of claim 38 H%SC 2iMedhs VBRTBLRcEhE WPABFder

at the agent gbgt ienabldl mgaashma‘mgf@f toatsolt bENghehdustcdi®ir 1TV LA€ the
customer TV. IBix.Sheel,tas BEeM (Beb?@idecting the broadband network
server to send video signals from the agent station to the

customer TV.

38. The apparatus of claim 31, wherein the means
for enabling sharing of control of the customer TV at the
agent station includes directing the broadband network
server to send data signals from the agent station to the
customer TV.

' 39. The apparatus of claim 36, further
comprising:

a means for terminating the comnection
between the customer TV, the agent station and the
broadband network server; and

. a means for comnecting the customer TV the
broadband network server.

40. The apparatus of claim 36, further
comprising:
a means for placing an order at the agent
station; and '

a means for transmitting that order to the
customer TV.
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