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INTELLIGENT INTEGRATED ON-HOLD
MESSAGING SYSTEM FOR USE WITH BUSINESS
TELEPHONE SYSTEMS

PRIORITY INFORMATION

[0001] The present application claims priority under 35
US.C. § 119(¢) to U.S. Provisional application No. 60/349,
236 filed Jan. 18, 2002, the entire contents of which are
herein expressly incorporated by reference.

FIELD OF THE INVENTION

[0002] The invention is related to on-hold messaging
systems for business telephone systems. More specifically,
the invention relates to an intelligent integrated message
on-hold system that allows a user, connected through an
intelligent interface, to store and randomly access selected
pre-recorded messages with a variety of options for play-
back of the messages when callers are placed on hold. An
additional features includes, but is not limited to, the ability
to start the stored message at the beginning of the message
each time a call is placed on hold if desired.

BACKGROUND OF THE INVENTION

[0003] Many businesses use music or audio promotions of
products or services while the customer is placed on-hold
and waiting for assistance. Most existing telephone systems
use externally connected tape players, digital announcer’s or
CD players as the audio source. These external audio
sources are connected through a port on the telephone
system and are referred to as “dumb connections.” They are
called dumb connections because there is no ability to
interact, or program the external audio source.

[0004] A prior art message on-hold (MOH) telephone
messaging system is disclosed in U.S. Pat. No. 5,870,461 to
Hazenfield (the *461 patent), the entire contents of which are
expressly incorporated herein by reference. The MOH audio
messaging system disclosed in the *461 patent provides the
ability to add or delete individual messages from a playlist
and to change the play sequence of messages stored within
the business telephone system. Another prior art MOH
telephoning system is disclosed in U.S. Pat. No. 5,991,374
to Hazenfield (the °374 patent) the entire contents of which
are expressly incorporated herein by reference. The *374
patent discloses a programmable on-hold messaging system
for controlling the playback of messages in music on-hold
compatible telephone systems by providing the user with a
geographic user interface for control of messages and track
selection. The system is intelligent but interfaces to the
telephone system through a dumb connection.

[0005] What does not currently exist is an MOH system
which could be accessed from any general purpose com-
puter, dual-tone multi frequency (DTMF) telephone or digi-
tal electronic terminal. Such a system could providé play-
lists of messages from a library of messages contained on a
local storage unit, located within the telephone system, i.c.,
as an integrated feature of the business telephone system. By
incorporating an intelligent interface to the business tele-
phone system, an operator could modify the play-lists by

- adding messages, deleting messages, or changing the order

of messages in each play-list. Furthermore, in such a system,
it ‘would be advantageous to be able to assign different
telephone extensions within a business phone system to
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listen to particular play-lists when callers calling those
extensions are placed on hold. In this manner, callers calling
an engineering department of a company, for instance, could
hear messages related to engineering. Callers calling exten-
sions in a sales department could hear messages related to
recent product offerings. it would further be advantageous to
extend the features of such a system to allow two {or more)
companies to share a phone system but provide separate
messages to be played to the callers placed on hold for each
company sharing such a system. Furthermore, the messages
related to the two (or more) different companies could be
assigned to different play-lists, with callers calling a first
company listening to messages related to the first company,
callers calling a second company listening to messages
related to the second company, and so on. Furthermore it
would be advantageous to provide the ability to start the
messages at the beginning of the track, instead of at random
points within the tracks, as is found in the prior art.

SUMMARY OF THE INVENTION

[0006] The above objectives are met and other advantages

are realized in a method and system according to the present
invention, in which a message storage and retrieval for one
or more message libraries, each library containing one or
more messages. The message playback is capable of gener-
ating audible andfor visual prompts directed to assist an
operator to select various options in order to change param-
cters of the message’s playing. Among the parameters which
can be changed are a playlist for determining a sequence in
which messages are played, and an extension list or trunk list
(telephone line) for determining which message libraries are
associated with various extensions or telephone lines.

[0007] In accordance with an aspect of the present inven-
tion, a programmable message delivery system is provided
which allows operators to specify message sequences that
are to be played at one or more sites via a telephone system
The message delivery system allows for storing a plurality
of messages and for controlling at least one or more of the
stored messages. The message delivery system allows the
operator to make several choices. These choices include
selecting which message(s) in a message library is (are) to
be played; the sequence in which the messages are to be
played; which telephone extensions are to be associated with
which particular message library; and a system and method
for implementing these choices.

[0008] In accordance with yet another aspect of the inven-
{ion, the interface between the user and the invention is a
digital proprietary terminal, a telephone instrument, or a

" general purpose computer connected via a network (which

can be the Internet, an iniranet, LAN, WAN, or public or
private phone line (wireless or wired)) to a business tele-
phone system. If, for example, the user interface is a general
purpose computer accessing the invention via the Internet,
prompts generated by the message delivery system, com-
prise web pages viewable on the general purpose computer
having a web browser..An operator accesses the web pages
via the computer and makes selections via an input device
such as a mouse or keyboard. The choices are communicated
back to the message delivery-system.

[0009] In accordance with a further aspect of the inven-
tion, the communication link is a telephone network, and the
remote communication device is a standard DTMF tele-
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phone. A remote operator accesses the message delivery
system by calling the telephone number assigned to the
message delivery system. The processor of the message
delivery system then generates audio prompts which are
transmitted to the operatot over the telephone network. The
operator is able to make selections by pressing appropriate
keys on the DTMF telephone. The operator’s selections are
transmitted back over the telephone network and received by
the message delivery system. The operator’s selections are
then implemented by the message delivery system.

[0010] In accordance with still another aspect of the
present invention, the processor of the message delivery
system is programmable to generate prompts which allows
a user to select 2 message from the message directory and to
display a full text script of the message, or listen to at least
a portion of the message.

[0011] Inaccordance with yet another aspect of the present
invention, the processor of the message delivery system is
programmable to receive control signals from a communi-

" cation device and to implement selections represented by the

control signals, such selections affecting parameters of the
message delivery system, such as whether any messages
should be deleted, the sequence in which messages are to be
played, and which message libraries are associated with
certain telephone extensions or telephone lines connected to
the business telephone system.

[0012] In accordance with still another aspect of the
present invention, the telephone system is able to start a
pre-recorded message at the beginning of the message when
a caller is placed on hold. Additionally, a further aspect of
the invention allows the user of the message delivery system
{o. store one or more messages and recall these messages
using a set of commands from within the telephone system
and store the message, preferably, within the body of the
phone system, or externally with an intelligent connection to
the message delivery system. Furthermore, video and/or
multimedia messages maybe displayed to callers with appro-
priate phone or communication systems, when they are
placed on hold. :

. BRIEF DESCRIPTION OF THE DRAWINGS

[0013] The novel features and advantages of the present
invention will be more readily apprehended from the fol-
lowing detailed description of the preferred embodiments
which follows, when read in connection with the appended
drawings, which form a part of this original disclosure, and
wherein:

[0014] FIGS. 1A and 1B are schematic block diagrams of
alternative embodiments of a programmable integrated mes-
saging on-hold delivery system constructed in accordance
with an embodiment of the present invention;

[0015] FIG. 2 is a schematic block diagram of a intelli-
gently connected message on-hold playback device con-
structed in accordance with an embodiment of the present
invention and connected to a conventional message on-hold
compatible telephone system,;

[0016] FIG. 3 illustrates a block diagram representation of
an administrative and message database table used in con-

__. junction with-an embodiment of the invention;

[0017] FIG. 4 illustrates-a block diagram representation of
a message playlist database table used in conjunction with
an embodiment of the invention;
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[0018] FIG. 5 illustrates a block diagram representation of
graphic interfaces for use in a messaging on-hold system
according to an embodiment of the invention;

[0019] FIG. 6 illustrates a block diagram representation of
a graphic interface for use in the messaging on-hold delivery
system for selecting messages for a playlist via a messaging
on-hold website;

[0020] FIG. 7 illustrates a block diagram representation of
a graphic interface for use in the messaging on-hold delivery
system for programming a playlist via a messaging on-hold
website; and

[0021] FIG. 8 illustrates a schematic block diagram of a
general purpose computer for accessing the message on-hold
pre-recorded messages in accordance with an embodiment
of the present invention.

DETAILED DESCRIPTION OF THE
PREFERRED EMBODIMENTS

[0022] The various features of the preferred embodiments
will now be described with reference to the drawing figures,
in which like parts are identified with the same reference
characters. The following description of the presently con-
templated best mode of practicing the invention is not to be
taken in a limiting sense, but is provided merely for the
purpose of describing the general principles of the invention.

[0023] FIGS. 1A and 1B are schematic block diagrams of
alternative embodiments of a programmable integrated mes-

saging on-hold delivery system (messaging on-hold delivery

system) constructed in accordance with an embodiment of
the present invention. FIG. 1A depicts both an intelligently

connected messaging on-hold playback device (IC MOH
playback device) 200 and an integrated messaging on-hold

playback device (IMOH playback device) 1 as part of a
messaging on-hold delivery system 100. Either IC MOH
playback device 100 or IMOH playback device, in conjunc-
tion with business telephone system 2, and the other ele-
ments shown (and described below) comprises a messaging
on-hold delivery system 100. “Intelligently connected”
means that the playback devices (i.e., message memory or
storage devices) have an integrated microprocessor and
input/output communication hardware, which further means
that it can receives instructions, store instructions and act
upon those instructions at the present or some later time.

IMOH playback device 1 has the same features as IC MOH

playback device 200, but is instead built within business
telephone systemn 2, perhaps as a computer card, or other
similar type of hardware design that achieves integration
within the physical framework of business telephone system

2. Both IMOH playback device 1 and IC MOH playback
device 200 communicates with business telephone system 2,
for the playback of messages to callers within the business
telephone system while placed on-hold. The term “message”
used herein refers to music, advertisements or other recorded
andio or multi-media messages, which can be played for a
person whose telephone or video call has been answered by

a human or auto-attenidant device of the business telephone
system. - - P

—
[0024] The messaging on-hold delivery system 100 of
FIG. 1A comprises either IMOH playback device 1 or IC
MOH playback device 200, business telephone system 2
(which is a conventional message on-hold (MOH) telephone







