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(57) ABSTRACT

A complete social network based, urgent matter, communi-
cations solution and response system is provided. The system
can monitor one or more social networks (or other sources of
information) for the presence of keywords, scalar urgency
ratings, the identity and/or number of the parties submitting
the urgent requests, temporal factors such as day, date, time,
time zone, or the like, in an effort to determine which social
network posts or communications are urgent, and optionally
prioritize or rank pending urgent matters. The system can also
determine who should be involved with solving or addressing
the urgent matter. The system can also determine the presence
of'the parties needed to solve the urgent matter, and can, based
on the presence information, setup a real-time or near real-
time communications session between the parties to address
the urgent matter.
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SOCIAL NETWORK URGENT
COMMUNICATION MONITOR AND
REAL-TIME CALL LAUNCH SYSTEM

RELATED APPLICATION DATA

[0001] This application claims the benefit of and priority
under 35 U.S.C. §119(e) to U.S. Patent Application No.
61/163,559, filed Mar. 26, 2009, entitled “Social Network
Urgent Communication Monitor and Real Time Call Launch
System,” which is incorporated herein by reference in its
entirety.

FIELD OF THE INVENTION

[0002] One exemplary aspect of the present invention is
directed toward communications, and more specifically
toward addressing questions and/or comments posted on the
internet. Even more particularly, one exemplary aspect is
directed to determining whether the question and/or comment
is urgent, and routing the question/comment, if determined to
be urgent, to one or more responders that may include, for
example, customer service agents in a contact center type of
environment. The question/comment can then optionally be
answered by an agent.

BACKGROUND OF THE INVENTION

[0003] Some companies assign resources to monitor blogs,
Twitter®, discussion forums related to the company’s prod-
ucts and services, and other Internet sources of information.
Some have also established a presence on Facebook® that is
monitored by one or more employees and/or so-called “web
scraper” applications. There are multiple ways to monitor
these sites for activity related to a company and its products
and services:

[0004] 1. Useeachsite’s primary web interface. This can be
time consuming as it requires manually browsing the site,
perhaps using search features, with each site presenting a
different user experience.

[0005] 2. Use tools provided by or for each site to filter
content. Twitter® in particular has an active third party devel-
oper base that uses the Twitter® API to find content of inter-
est, such as TweetScan®. This may allow automating of some
of'the search capabilities, but itis specific to the Twitter® site,
so different tools with different capabilities would be used.
[0006] 3. Many websites (blogs, discussion forums, Twit-
ter®) provide feeds using RSS or Atom, so a person monitor-
ing more than one service might use a feed reader, and then
manually search for posts that require a response and forward
them to an appropriate company representative.

[0007] 4. Use a general tool such as Google® Alerts®,
which monitors many web sources (e.g., news, web, blogs,
video, groups . . . ) for specified search terms and deliver the
results as an email or RSS/Atom feed. This is similar to No. 3
above, but it does not currently support Twitter® and may not
monitor every blog of interest. Mysyndicaat.com is a similar
service that aggregates content from websites, discussion
forums and blogs based on keyword searches and provides
the output in a viewer page or as an RSS/Atom feed.

SUMMARY

[0008] With the emergence of Web 2.0, traditional cus-
tomer service channels are being bypassed as people seek
assistance through the web using unsponsored message
forums, blogs, Twitter®, Facebook®, GetSatisfaction®, and
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the like. Questions and complaints about a company’s prod-
ucts and services may go unnoticed by a company because the
company is not paying attention to these “Customer Service
2.0” channels.

[0009] Unlike a company sponsored site, which may cat-
egorize posts based on specific products and services, posts
discovered by the above techniques will typically not be
categorized by the user—the end user may just enter a com-
plaint or question about the company on Twitter® or GetSat-
isfaction®. The company representative who discovers that
comment will need to analyze it to determine if it needs a
response, and determine who in the company is best qualified
to provide that response, usually through an email or IM. The
responder then needs to get the response back onto the source
site where the comment was originally discovered. This may
require a lot of coordination between the people assigned to
monitor the Internet for the company, and the people qualified
to address specific questions and complaints.

[0010] More generally, a social network is nodal structure
of people and/or entities that are related in one or more ways.
The relationship can be work, personal, interest based, or the
like. The nodal structure can be shown by the nature of the
common relationship, or its interconnections with a specific
person involving a variety of relationships. These social net-
works, and the information they convey, are replacing enter-
prise directories, contact management tools, and the like. The
advantages of these social networks for communications are
that they show structure, they contain information about the
members, they allow multi-modal communications via a
single unified link (social network) and they are easy to use.
Another advantage is illustrated when a member leaves a
social network, their remaining relationship structure shows
other contacts who may be able to help with the tasks/role/
work that the departing member performed. As a result, busi-
nesses are likely to do more communications within their own
business, with customers of the business, and with vendors to
the business and the like, using social networks.

[0011] One problem with social networks though is there is
not currently any means to alert parties that an urgent post or
request is present. Another problem is that if such an urgent
post or request has arrived, there is no way to integrate pres-
ence and calendar information to determine if the interested/
involved parties can communicate about the urgent matter in
real-time or near real-time. Yet another problem with urgent
posts or requests on a social network is that there is no auto-
mated coordination or reporting of any efforts to address or
solve the urgent post or request. In order for businesses to use
social networks as an effective way to communicate with
good customer satistaction, one should solve these problems.
[0012] For example, one exemplary aspect of the invention
is directed toward searching one or more social networks (or
other sources of information) for urgent posts or requests,
determining who would be interested in, or who needs to be
involved with, the urgent matter, checking for the presence of
such interested/involved parties, creating a real-time or near
real-time communication session between two or more par-
ties, and responding with solutions, answers, and updated
status, or progress about the urgent matter.

[0013] According to another exemplary embodiment, a
complete social network based, urgent matter, communica-
tions solution and response system is provided. The system
can monitor one or more social networks (or other sources of
information) for the presence of keywords, scalar urgency
ratings, the identity and/or number of the parties submitting
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the urgent requests, temporal factors such as day, date, time,
time zone, or the like, in an effort to determine which social
network posts or communications are urgent, and optionally
prioritize or rank pending urgent matters.

[0014] The system can also determine who can be involved
with solving the urgent matter, who would be interested in the
urgent matter, who would be impacted by the urgent matter,
and the like, via, for example, entries and information con-
tained in the same, or another social network structure. This
system can also determine the presence of the parties needed
to solve the urgent matter, and can, based on the presence
information, setup a real-time or near real-time communica-
tions session between the parties to address the urgent matter.
Additionally, a helper application can be used to assist with
recording, form filling, transcoding, applying automatic
speech recognition (ASR), formatting content for another
communication modality, and the like, to assist with respond-
ing to communication identified as urgent.

[0015] Moreover, the status of and/or the solution to the
urgent matter could be communicated to the party(s) origi-
nally posting the matter and/or the interested parties,
impacted parties, industry and/or government agencies, or the
like. Metrics like the number of urgent matters, elapsed time
to solution of urgent matters, escalation of urgent matters,
staffing needed to support urgent matters, and the like, could
be produced, tracked, and distributed by the system.

[0016] The exemplary system can also be agnostic to what
form the urgent communication arrived in, and could provide
the necessary text-to-speech (TTS), ASR, transcoding, sum-
maries, completed forms, or the like, as needed to assist with
triggering an automatic communication session, that could be
real-time. Similarly, the system can return the status of and/or
solution to an urgent matter in the native format of the original
request. The system can also reference prior urgent request
summaries in some form to determine if a real-time commu-
nication session is needed, or if the same problem has been
previously solved, and if so, relay the solution to the appro-
priate places, parties, internet destinations, or the like. In such
a way, only net new or unsolved variations of urgent matters
require real-time communications sessions. The system can
also identify trending information so that proper business
rules, such as routing within a contact center, can be altered
based on the trend.

[0017] An illustrative embodiment of the system could
begin with an urgent post to a manufacture’s social network
about a serious product defect. Keywords, marked urgency,
the product name, the posting party’s identity, the nature of
the product defect, and the like, could be considered to assist
with determining relative and absolute urgency. Assuming in
the case of this example, if the product defect is truly urgent,
the system could look up engineers, product managers, pro-
duction managers, safety/compliance staff, the legal depart-
ment, or the like, to determine who is necessary to work on
and solve the problem as well who must stay informed about
orwould be interested in the solution. The system can take the
identities of the people needed to work on the problem and
determine their presence information. At the first opportunity
that all the people needed to work on the problem have in
common, a real-time communication session could be cre-
ated. Depending on the timing of this real-time communica-
tion session, an e-mail client or similar invite could be created
to notify the parties about the real-time session. Once the
real-time communication session begins, any one of the par-
ticipants could trigger features to produce a usable output
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from the real-time communication session. One output could
be an e-mail to the parties who posted on the social network
about the defect explaining what they should do with their
product. Another output could be a detailed letter to the con-
sumer product safety commission documenting the product
(s) affected, the problem, the solution, and whether a recall
applies. Yet another output could be information for the com-
pany’s contact center to be able to answer questions about the
product. Detailed information such as a transcript of the real-
time communication sessions(s) used to solve the problem
and the original urgent matter post could be sent to manufac-
turing and/or vendors as needed to permanently solve the
problem. Once the problem is solved, information could be
maintained in some sort of database or structure for future
reference.

[0018] Another exemplary embodiment is directed toward
an ability to monitor one or more social networks, including
posts, requests, or the like, determine when such information
is urgent, determine who should be involved or interested in
solving the urgent matter, determining a presence of such
interested/involved parties, involving those parties via real-
time communication session and ultimately solving or pro-
viding status regarding the post or request in an automated,
semi-automated and/or structured manner.

[0019] Another exemplary embodiment is directed toward
an ability to monitor progress toward the resolution of the
urgent matter and create an ongoing communications session
to manage the information and/or the complex communica-
tions between the parties such as versioning of documents
related to the urgent matter, side bar work group communi-
cations, and the like.

[0020] Asdiscussed, one aspect of this invention is directed
toward determining whether information posted on the Inter-
net is urgent. For example, this could be accomplished via a
number of different techniques including one or more of
filtering, artificial intelligence, neural networks, human input
and/or analysis, or in general via any methodology that allows
the determination as to whether information, such as a post, is
urgent. For example, information such as whether there is an
implied threat, whether the post appears to be “reaching out,”
whether there is “choice” language, business reasons, the
specificity about the problem or matter, whether there is a
negative description, information such as names, phone num-
bers, quotes, customer service information, part numbers, or
the like, time and place information, keywords, analysis of the
number of posts and recency, as well as such information as
author weighting, such as hits, followers, posts, etc., and any
optional cross-correlation of the post to other information
such as contextual records, other posts, or the like. Moreover,
mashups can be used to further assist with determining
whether a matter is urgent. Based on one or more ofthe above,
a determination can be made as to whether a matter is urgent,
and, if so, forwarded to a decision engine such that one or
more of automatic spawning of an appropriate mechanism to
respond to the matter can be generated, and thereby reduce
the delay associated with responding to urgent matters.

[0021] Another problem with these types of posts is their
viral nature. For example, before a company or entity is even
aware of a problem, the viral nature of information spreading
onthe internet can lead to a ground swell of negative publicity
that may or may not be actually based on fact. By streamlining
the processes by which urgent matters are handled and iden-
tified, one exemplary aspect of this invention aims to reduce
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the time lag between when the information is posted on the
internet and when and how an entity responds.

[0022] Accordingly, an exemplary aspect of this invention
is directed toward communications management.

[0023] More specifically, another exemplary embodiment
is directed toward obtaining information from one or more
sources and determining whether the information should be
addressed in an urgent manner.

[0024] An additional exemplary embodiment is directed
toward harvesting information from one or more of blogs,
discussion forms, social networking sites, news, web, blog,
video feeds, groups, or sites with, for example, a dedicated
API or RSS feed, accessing whether the information should
be handled in an urgent manner and routing the information
appropriately.

[0025] Another exemplary embodiment is directed toward
a content aggregator that harvests content from one or more
sources, determines whether the content is urgent, and auto-
matically routes the content for handling to one or more
appropriate parties.

[0026] Even further aspects of the invention are related to a
technique for assessing whether information found on the
internet is urgent.

[0027] Additional aspects related to upon determining that
a matter is urgent, automatically determining one or more
appropriate parties and/or experts that are capable of respond-
ing to the urgent matter, optionally including an analysis of
presence information associated with who the urgent infor-
mation should be forwarded to.

[0028] Event further aspects of the invention relate to one or
more responder networks that are capable of addressing mat-
ters identified as being urgent.

[0029] Additional aspects of the invention relate to one or
more of an interaction center, contact center, and call center,
that are capable of handling one or more matters identified as
being urgent.

[0030] Event further aspects of the invention relate to uti-
lization of a decision engine to automatically spawn commu-
nications to one or more individuals or entities identified as
being capable of handling an urgent matter.

[0031] Even additional aspects of the invention relate to
determining who is an expert, and including the one or more
determined experts in one or more conversations or
exchanges to address the matter identified as urgent.

[0032] Additional aspects of the invention relate to an ad-
hoc network that includes one or more responders, each hav-
ing a particular skill set or expertise level, that are equipped to
handle and address one or more urgent matters via a plurality
of communications modalities.

[0033] Inaccordance with another exemplary embodiment,
RSS (Really Simple Syndication)/ATOM feeds can be lever-
aged to facilitate monitoring feeds from multiple internet
sites and automatically forward the information to a content
aggregator for determination as to whether a post is urgent.
[0034] Additional aspects are directed to sorting internet-
based communications into urgent and non-urgent categories
prior to receipt at an automatic call distributor at a call center,
and handling the urgent communications in a special manner.
For example the filtering could be performed by a third party.
[0035] The present invention can provide a number of
advantages depending on the particular configuration. These
and other advantages will be apparent from the disclosure of
the invention(s) contained herein.
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[0036] The phrases “atleast one™, “one or more”, and “and/
or” are open-ended expressions that are both conjunctive and
disjunctive in operation. For example, each of the expressions
“at least one of A, B and C”, “at least one of A, B, or C”, “one
ormore of A, B, and C”, “one or more of A, B, or C”” and “A,
B, and/or C” means A alone, B alone, C alone, A and B
together, A and C together, B and C together, or A, B and C
together.

[0037] The term “a” or “an” entity refers to one or more of
that entity. As such, the terms “a” (or “an”), “one or more” and
“at least one” can be used interchangeably herein. It is also to
be noted that the terms “comprising”, “including”, and “hav-
ing” can be used interchangeably.

[0038] The term “automatic” and variations thereof, as
used herein, refers to any process or operation done without
material human input when the process or operation is per-
formed. However, a process or operation can be automatic
even if performance of the process or operation uses human
input, whether material or immaterial, received before per-
formance of the process or operation. Human input is deemed
to be material if such input influences how the process or
operation will be performed. Human input that consents to the
performance of the process or operation is not deemed to be
“material.”

[0039] The term “computer-readable medium” as used
herein refers to any tangible, non-transitory, storage and/or
transmission medium that participate in providing instruc-
tions to a processor for execution. Such a medium may take
many forms, including but not limited to, non-volatile media,
volatile media, and transmission media. Non-volatile media
includes, for example, NVRAM, or magnetic or optical disks.
Volatile media includes dynamic memory, such as main
memory. Common forms of computer-readable media
include, for example, a floppy disk, a flexible disk, hard disk,
magnetic tape, or any other magnetic medium, magneto-
optical medium, a CD-ROM, any other optical medium,
punch cards, paper tape, any other physical medium with
patterns of holes, a RAM, a PROM, and EPROM, a FLASH-
EPROM, a solid state medium like a memory card, any other
memory chip or cartridge, a carrier wave as described here-
inafter, or any other medium from which a computer canread.
A digital file attachment to e-mail or other self-contained
information archive or set of archives is considered a distri-
bution medium equivalent to a tangible storage medium.
When the computer-readable media is configured as a data-
base, it is to be understood that the database may be any type
of database, such as relational, hierarchical, object-oriented,
and/or the like.

[0040] While circuit or packet-switched types of commu-
nications can be used with the present invention, the concepts
and techniques disclosed herein are applicable to other pro-
tocols.

[0041] Accordingly, the invention is considered to include
a tangible storage medium or distribution medium and prior
art-recognized equivalents and successor media, in which the
software implementations of the present invention are stored.
[0042] The terms “determine,” “calculate” and “compute,”
and variations thereof, as used herein, are used interchange-
ably and include any type of methodology, process, math-
ematical operation or technique.

[0043] The term “module” as used herein refers to any
known or later developed hardware, software, firmware, arti-
ficial intelligence, fuzzy logic, or combination of hardware
and software that is capable of performing the functionality

IPR2025-00623
UIPATH EXHIBIT 1027



US 2010/0246797 Al

associated with that element. Also, while the invention is
described in terms of exemplary embodiments, it should be
appreciated that individual aspects of the invention can be
separately claimed.

[0044] The preceding is a simplified summary of'the inven-
tion to provide an understanding of some aspects of the inven-
tion. This summary is neither an extensive nor exhaustive
overview of the invention and its various embodiments. It is
intended neither to identify key or critical elements of the
invention nor to delineate the scope of the invention but to
present selected concepts of the invention in a simplified form
as an introduction to the more detailed description presented
below. As will be appreciated, other embodiments of the
invention are possible utilizing, alone or in combination, one
or more of the features set forth above or described in detail
below.

BRIEF DESCRIPTION OF THE DRAWINGS

[0045] The exemplary embodiments of the invention will
be described in detail, with reference to the following figures,
wherein:

[0046] FIG. 1 illustrates an exemplary communications
environment according to this invention;

[0047] FIG.2is a flowchart outlining an exemplary method
for filtering information according to this invention;

[0048] FIG. 3 is a flowchart outlining an exemplary method
for handling an urgent matter according to this invention; and
[0049] FIG.4 is a flowchart outlining an exemplary method
for a technique to assist an entity in responding to a matter
identified as urgent.

DETAILED DESCRIPTION

[0050] The invention will be described below in relation to
a communications environment. Although well suited for use
with circuit-switched or packet-switched networks, the
invention is not limited to use with any particular type of
communications system or configuration of system elements
and those skilled in the art will recognize that the disclosed
techniques may be used in any application in which it is
desirable to provide responses to internet/intranet posts. For
example, the systems and methods disclosed herein will also
work well with STP-based communications systems and end-
points. Moreover, various endpoints usable with the present
invention can be any communications device such as a PC,
telephone, speakerphone, cellular phone, SIP-enabled end-
point, softphone, PDA, conference system, video conference
system, wired or wireless communication device, or in gen-
eral any communications device that is capable of sending
and/or receiving voice and/or data communications.

[0051] The exemplary systems and methods of this inven-
tion will also be described in relation to software, modules,
and associated hardware and network(s). In order to avoid
unnecessarily obscuring the present invention, the following
description omits well-known structures, components and
devices that may be shown in block diagram form, are well
known, or are otherwise summarized.

[0052] For purposes of explanation, numerous details are
set forth in order to provide a thorough understanding of the
present invention. It should be appreciated however, that the
present invention may be practiced in a variety of ways
beyond the specific details set forth herein.
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[0053] A number of variations and modifications of the
invention can be used. It would be possible to provide or claim
for some features of the invention without providing or claim-
ing others.

[0054] Some of the exemplary systems and methods of this
invention have also been described in relation to a Customer
Service 2.0/Web 2.0 environment which commonly associ-
ated with web applications that facilitate interactive informa-
tion sharing, interoperability, user-centered design, and col-
laboration on the Internet. Examples of Web 2.0 include web-
based communities, hosted services, web applications,
social-networking sites, video-sharing sites, wikis, blogs,
mashups, and folksonomies. A Web 2.0 site allows its users to
interact with other users or to change website content, in
contrast to non-interactive websites where users are limited to
the passive viewing of information that is provided to them.
However, to avoid unnecessarily obscuring the present inven-
tion, the description omits a number of known structures and
devices common to this environment. This omission is not to
be construed as a limitation of the scope of the claimed
invention. Specific details are set forth to provide an under-
standing of the present invention. It should however be appre-
ciated that the present invention may be practiced in a variety
of' ways beyond the specific detail set forth herein.

[0055] Furthermore, while the exemplary embodiments
illustrated herein show various components of the system
collocated; certain components of the system can be located
remotely, at distant portions of a distributed network, such as
a LAN, cable network, and/or the Internet, or within a dedi-
cated system. Thus, it should be appreciated, that the compo-
nents of the system can be combined in to one or more
devices, such as a gateway, or collocated on a particular node
of a distributed network, such as an analog and/or digital
communications network, a packet-switch network, a circuit-
switched network or a cable network.

[0056] As will be appreciated from the preceding descrip-
tion, and for reasons of computational efficiency, that the
components of the system can be arranged at any location
within a distributed network of components without affecting
the operation of the system. For example, the various com-
ponents can be located in a switch such as a PBX and media
server, gateway, a cable provider, enterprise system, in one or
more communications devices, at one or more users’ pre-
mises, or some combination thereof. Similarly, one or more
functional portions of the system could be distributed
between a communications device(s) and an associated com-
puting device.

[0057] Furthermore, it should be appreciated that the vari-
ous links, such as link 5, connecting the elements can be wired
or wireless links, or any combination thereof, or any other
known or later developed element(s) that is capable of sup-
plying and/or communicating data to and from the connected
elements. These wired or wireless links can also be secure
links and may be capable of communicating encrypted infor-
mation. Transmission media used as links, for example, can
be any suitable carrier for electrical signals, including coaxial
cables, copper wire and fiber optics, and may take the form of
acoustic or light waves, such as those generated during radio-
wave and infra-red data communications.

[0058] FIG. 1 illustrates an exemplary communications
environment 100. The communications environment 100, in
addition to conventional and well-known components,
includes one or more web resources, such as blogs 110, dis-
cussion forms 120, social networking sites 130, news, web,
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blogs, video and group feeds 140, and one or more sites that
have a dedicated API 160. Each of these resources can be
associated with, for example, an RSS/Atom feed 150, or a
comparable technology that allows the feeding, forwarding,
or automatic handling of frequently updated information. A
typical RSS enabled document or site, which is also known as
a web feed or channel, can include full or summarized text,
plus metadata associated with a particular feed. In general,
information such as questions, posts, comments, articles, and
the like, can be derived from any of the above information
sources, and in general, from any endpoint(s) on a distributed
network including mash-ups, portals, wikis, user-generated
content, consumer-generated content, consumer-generated
media, social media, industrial media, website(s), and the
like, generally represented by information source 170.
[0059] The communications environment 100 also
includes a content aggregator 210, a filter module 220, an
urgency analysis module 230, an artificial intelligence mod-
ule 240, an interaction center/contact center/call center/re-
sponder network 200, a response assistant/decision engine
module 260, a knowledge base/presence information module
270, and a routing module 265, all interconnected via one or
more links 5 and networks 10. In addition, the interaction
center/contact center/call center/responder network 200 can
be connected to one or more agents, such as customer service
agents 280, 282, and 284, as well as to one or more experts
286 and an auto response module 290. In addition, the system
can be connected to one or more responders 292.

[0060] In addition, the communications environment 100
can include, for example, a text-to-speech (TTS) module, a
speech-to-text (STT) module, a media translation module
that, for example, allows translation of a video into a speech
description thereof, and the like.

[0061] In operation, information from one or more of the
information sources (110, 120, 130, 140, 160, 170) is for-
warded, via links 5 and network 10, to the content aggregator
210. As discussed, the information from the various sources
can be gathered with the assistance of, for example, an RSS/
Atom feed, API, or in conjunction with a searching tool that,
for example, searches for specified predetermined terms and/
or content, and delivers the same, for example, via an e-mail,
SMS, or RSS/Atom feed, to the content aggregator 210. This
same technology could also be applied to any type of multi-
media content. For example, a company can enter their com-
pany name, product names, service names, or the like, and
have a forwarding service provide the information that con-
tains any of these key terms to the content aggregator 210. The
form of the supplied information can be in any one or more of
textual, an e-mail, a hyperlink, an SMS, an html-based com-
munication, an RSS feed, via an API (Application Program
Interface), or the like, or in general in any modality that allows
for subsequent analysis of the content by the urgency analysis
module 230 and distribution by system 200.

[0062] The interaction center/contact center/call center/re-
sponder network 200 can optionally be associated with any
one or more of the information sources. Once an association
is made, a content aggregator 210 can begin receiving infor-
mation from the various sources to aggregate the disparate
information source feeds. However, center 200 need not nec-
essarily be associated with any particular information
resources to receive information therefrom. As discussed, an
agent, bot, or the like, could scan one or more portions of a
distributed network, looking for, for example, one or more
terms that could then be analyzed by the urgency analysis
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module 230 to determine whether it is content that needs
urgent handling—appreciating that the information from all
the information sources may or may not require some type of
response. Should it require a response, a determination can be
made whether the response needs to be handled in an urgent
manner. Thus, upon reception of the various types of infor-
mation by the content aggregator, and in cooperating with the
filter module 220, urgency analysis module 230, and option-
ally the artificial intelligence module 240, a determination is
made whether the received information should be handled in
an urgent manner.

[0063] The interaction center/contact center/call center/re-
sponder network 200 can be embodied in numerous different
manners depending on the environment in which the systems
and techniques disclosed herein are implemented. For
example, the techniques could be implemented in an interac-
tion center, or call center, or contact center, which are cen-
tralized systems that can be used for the purpose of receiving,
managing, and distributing large volumes of communica-
tions, such as calls via telephone. However, with the advance
of the Web 2.0 customer service model, these centers have
also been adapted to handle other types of incoming commu-
nications, such as those in the form of e-mails, instant mes-
sages, and the like. Typically associated with one of these
centers are a PBX that provides functionality such as auto-
matic call distribution, interactive voice response, and skills-
based routing. Comparable technologies also exist that allow
the extension of traditional contact center technologies to the
Web 2.0/Customer Service 2.0 environment.

[0064] In addition to the more formalistic contact center
type of architecture that allows for the handling of urgent
matters discussed hereinafter, a less formalistic, for example,
ad-hoc network, can also be used with the techniques of this
invention and generally will be referred to as a responder
network 200 that includes one or more responders 292. For
example, this construct allows for one or more individuals,
entities, or the like, to establish a responder network that is
equipped to handle matters identified as urgent. For example,
this network could be established for a group of'users that, for
example, manage a web portal. In a similar manner, the
responder network 200 and responders 292 could be a demo-
graphic of experts that are interested in a specific topic. The
handling of matters identified as urgent could then be routed
in similar matter as in the call center environment.

[0065] Therefore, the terms interaction center, contact cen-
ter, call center, and responder network will be used inter-
changeably as used herein based, for example, on the particu-
lar environment in which the techniques disclosed herein are
implemented. As will therefore be appreciated, for certain
implementations there may be associated certain customer
service agents, queues, skills-based routing technology, and
the like, to further facilitate the handling of an urgent matter.
In addition, and as discussed hereinafter, the contact center
200 may also cooperate with an auto response module 290 to
facilitate an automatic handling of a matter identified as being
urgent.

[0066] Upon receipt of the information from one or more of
the information sources, the filter module 220, cooperating
with the urgency analysis module 230, and optionally the
artificial intelligence module 240, determines whether a mat-
teris urgent. For example, one or more of the following can be
utilized to assist with determining whether a matter is urgent:
[0067] Whether or not the post includes threats, either
implicit or explicit,
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[0068] Whether the matter includes “choice” language,
[0069] Whether the matter appears to be “reaching out” for
assistance,

[0070] What is the degree of specificity regarding the
nature of the problem,

[0071] Whether the matters appears particularly negative,
[0072] Whether the matter includes specific information
such as names, phone numbers, part numbers, model num-
bers, a quotation from, for example, a repair person, customer
service agent, and the like,

[0073] Whether there is specific time and/or place informa-
tion,

[0074] Whether the matter contains specific key words,
[0075] Whether a number posts have been received regard-

ing the same matter,

[0076] What is the recency of posts on a similar matter,
[0077] Whether that matter can be correlated to other infor-
mation such as other recent calls at a call center,

[0078] Whether there appears to be numerous posts about
the same issue, or the like,

[0079] Whether the posts appears to be corroborated,
[0080] Whetherthe author or contributor ofthe information
appears credible based on one or more of the number of hits
to the posting, a number of followers, the number of posts
made, the number of views of the information, or in general
any characteristic that adds credibility to the source of the
information,

[0081] Whether the matter can be correlated to other simi-
lar matters, that are for instance stored in knowledge base
270, and are directed toward the same issue,

[0082] Whether mashup information adds credibility to the
source of the matter, and

[0083] Whether the utilization of artificial intelligence
assists with quantifying whether a matter is urgent that may or
may not be able to be addressed by any of the above charac-
teristics.

[0084] The urgency analysis module 230 can also look for
specific tags that may indicate the matter is urgent. For
example, with the cooperation of information in the knowl-
edge base 270, an assessment can be made as whether the
source of the information has previously supplied informa-
tion that was determined to be urgent. For example, if there is
aparticular source of information that appears to be credible,
and this source has repeatedly brought to the surface topics
that are always or almost always identified as being urgent,
information from that source can be tagged and prioritized by
the urgency analysis module 230 to facilitate the determina-
tion as to whether a newly received matter is urgent, and if so,
that matter handled in a expeditious manner by the center 200.
[0085] Based on one or more the above characteristics, a
decision is made as to whether the matter is to be identified as
urgent. If the matter is identified as urgent, and in cooperation
with the response assistant/decision engine module 260, the
matter is queued for handling.

[0086] As with any portion of the techniques implemented
herein, the information, decisions, routing, and the like, can
optionally be logged and saved in, for example, an informa-
tion store. In addition, and as alluded to above, certain types
of information can be stored in knowledge base 270 to assist
with future determinations as to whether a particular received
matter should be categorized as urgent.

[0087] Once identified as urgent, a matter is queued for
handling and, with the cooperation of the routing module 265
and optionally presence information 270, one or more appro-
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priate parties are identified to handle the urgent matter. For
example, the urgent matter can be placed in one or more
queues, for example using skills-based routing, and the mat-
ter forwarded to one or more customer service agents 280-
284. In a similar manner, if it is determined that the matter
should be handled by a subject expert, the matter can be
queued in queue 4 for the expert(s) 286. Additionally, or
alternatively, the matter could be handled by an auto response
module 290, such as the instance when the matter has already
been responded to, and an appropriate response has already
been formulated. In this instance, it may not be necessary to
invoke the skills of a customer service agent with the matter
being handled automatically and a response sent. As will be
discussed hereinafter, the response can be one or more of'to an
author or a post, a follow-on post on, for example, a blog,
discussion forum, social networking site, or the like, a com-
munication such as a call, to the source (author) of the infor-
mation, or the like. In general, any type of response in any of
type of modality can be utilized provided the necessary infor-
mation is available that allows a contact to be initiated to the
source of the information.

[0088] As is to be appreciated, the urgent matter can be
handled via the traditional queue and skills-based routing
techniques. However, in accordance with one exemplary
embodiment of the invention, the response assistant 260,
cooperating with the routing module 265, and presence infor-
mation 270, determine the appropriate party(s) for handling
the matter. In addition, the response assistant 260 and routing
module 265, with the cooperation of the knowledge base 270,
can determine whether one or more experts should optionally
be included in handling the urgent matter, or whether they
should be the exclusive recipients to address the urgent mat-
ter. For example, the knowledge base 270 can include infor-
mation that identifies particular subject areas of expertise of
one or more experts in one or more categories. This informa-
tion can be compared to, for example, key words in the matter
indentified as urgent and this information used to assist with
routing the urgent matter to the appropriate party(s).

[0089] A tiered approach can also be utilized to assist with
routing the urgent matter to the appropriate party(s). For
example, the routing module 265 could initially identify a
first party(s) that should handle the urgent matter. If it is
determined, for example, based on presence information, the
first party is not available, the routing module 265 could then
look to the next party(s) and their associated presence infor-
mation, to determine their availability. This could continue
until an appropriate party(s) is found, that is immediately
available, to handle the urgent matter.

[0090] Optionally, and depending upon an assigned degree
of urgency and/or sensitivity to the matter, the non-available
party(s) could be notified of the urgent matter. For example, a
communication, such as an e-mail, voice message, or the like,
could be sent to the non available party(s) indicating the
nature of the urgent matter with, for example, a copy of the
urgent matter, a paraphrased version of the urgent matter, or
the like. The status of the non available party could be moni-
tored to determine whether or not they changed their presence
information to become available to address this urgent matter.
[0091] Once the party(s) have been identified that are going
to handle the matter, an optional embodiment includes the
ability to initiate a real-time communications session
between parties (assuming there are multiple parties identi-
fied to handle the matter) and optionally one or more experts.
This real-time communication session could be via any com-
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munications modality to facilitate the group handling of the
urgent matter. In addition, and in cooperation with the routing
module 265 and response assistant 260, information regard-
ing the matter is forwarded to the parties. This information
can also include other information determined to be relevant,
such as information of prior related matters from the knowl-
edge base 270, information about related posts or matters that
are being addressed by the system (from the same or a differ-
ent source), a confidence score that reflects systems confi-
dence about the actual urgency of the matter, and in general,
any information that may be helpful in assisting with address-
ing the urgent matter. For example, the routing module 265
could utilize knowledge in the knowledge base 270, such as
documents, technical bulletins, white papers, or the like, and
forward these along with the urgent matter to the identified
party(s) that are assigned with responding thereto.

[0092] Inaddition, and again in cooperation with the rout-
ing module 265 and response assistant module 260, a tem-
plate can be provided to assist with the party(s) identified for
responding to the urgent matter that streamlines their ability
to respond. For example, this template can include the nec-
essary information to allow for an e-mail to be returned to an
interested party. In a similar manner, the necessary informa-
tion for responding to a phone conversation, press release,
follow-up post on the web forum, discussion group, or the
like, could similarly be initiated. In general, any useful infor-
mation that assists with responding to the urgent matter could
be pre-populated in a template, or utilized to facilitate the
initiation of a communication to address the problem could be
utilized by the response assistant 260.

[0093] Inaddition, this template could be shared by the one
or more parties identified as needing to address the urgent
matter, such that a collaborative work could be generated for
responding to the issue. Moreover, a mashup could be utilized
to assist with determining the appropriate party(s) to respond
to the source of the urgent matter. For example, an informa-
tion store, the internet, or in general any resource could be
queried and utilized as input to a mashup to assist with, for
example, correlating a screen name to a particular person,
phone number, e-mail, or in general any information that
provides insight as to the party responsible for the urgent
matter. For example, if the source of the information had
previously called a contact center about a related problem
with the same product, and during that conversation the user’s
e-mail address, address, phone number, and name were
obtained by a customer service agent, and is determined that
the urgent matter could be associated with this e-mail address
that is already in the knowledge base, then the contact infor-
mation associated with that e-mail address could be provided
to the parties that are addressing the matter.

[0094] In another exemplary embodiment, presence infor-
mation is used to help determine which party(s) should be
alerted upon the arrival of an identified urgent matter. The
presence information can be utilized and not necessarily in
the traditional fixed business process manner, but can rather
be dynamic such that the system can recognize a conditional
presence, where a user is allowed to change their status based
on, for example, the notification of the arrival of an urgent
matter.

[0095] In addition, it should be appreciated that the inter-
ested party(s) may not be an individual, but they could be a
group of individuals, a team, department, or in general any
individual, entity, group of individuals, or the like.
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[0096] For example, the knowledge base 270 can include a
subject matter expertise database. This database can tie in
who is an expert and include them in any conversations
regarding the dispensation of the urgent matter. For example,
and similar to the way the filtering is performed, this speci-
ficity and/or content of the urgent matter can be analyzed and
routed to include particular subject matter experts. These
experts can include not only business process experts, but also
technical experts. By trying to identify the most appropriate
entity to handle an urgent matter, the number of hops is
minimized between the identification of the urgent matter,
and the handling thereof.

[0097] As an example, in a contact center type of environ-
ment, a business is monitoring multiple sources on the inter-
net to secure feedback about a number of product lines. Dur-
ing the course of the monitoring, a post on a web forum that
is dedicated to a discussion of one of the products in the
product lines has a posting about a problem a user experi-
enced shortly after purchased. In the posting, the date the
product was purchased, the store the product was purchased
from, price paid, and serial number of the product was listed.
Additionally, there was a detailed report, with pictures, dis-
cussing the problems the user had experienced, and asking
whether any other forum members have seen or experienced
the same problem, and if they had, did the company do any-
thing to repair the product. This information is received by the
filter module 220, and in cooperation with the urgency analy-
sis module 230, it is determined that the posting is urgent. In
this particular example, the urgency analysis module 230
detects a threshold number of key words and on that basis
decides that the matter is urgent. In addition, the analysis
module 230 queries the knowledge base 270 and determines
that while this particular problem does not seem to exist in the
knowledge base, the author of the posting appears to have had
several prior interactions with the company about other prod-
ucts, with all of the prior interactions indicating the custom-
er’s complaint appeared to be legitimate. Based on this, the
urgency analysis module 230 assigns a very high degree of
confidence to the matter. In addition, the urgency analysis
module 230, cooperating with the routing module 265, and
based on the information in the knowledge base 270,
assembles additional information to be forwarded with the
matter. In this particular instance, since the individual who
authored the post is known, information such as the author’s
full name, address, and phone number are present in the
knowledge base 270. This information is appended to the now
urgent matter and forwarded to an appropriate team for han-
dling.

[0098] Inthis particular exemplary instance, the team iden-
tified as the target for handling the matter is the team in charge
of'development and support for this particular product. In this
case, there are 16 members, with each the team members
receiving a copy of the urgent matter and related information.
Additionally, and in cooperation with the response assistant
260, the presence of the team members is determined, and an
interactive session established between the team members
that are available to discuss the identified urgent matter. In
addition, the urgent matter is optionally queued for a cus-
tomer service agent such that as soon as a team has formulated
a response, the customer service agent can communicate that
response to the author of the post. In this particular example,
and given the nature of the complaint, the customer service
agent is provided with the phone number of the author, with
the customer service agent’s equipment capable of automati-
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cally initiating a call to the author of the posting for commu-
nication of the manner in which the company desires to
resolve the particular matter.

[0099] In another exemplary embodiment, there is a group
of'engineers that has a keen interest in sustainable and renew-
able energy. They establish a responder network that with an
urgency analysis module 230, filter module 220, and content
aggregator 210, harvests information from various sources on
the Internet, and makes a determination as to whether the
information should be handled in an urgent manner. In addi-
tion, this group indentifies specific areas of interest that each
of the members have, with those members being the recipi-
ents of urgent matters in those particular technology areas.
These areas of expertise are known by the decision engine
module 260, and used in cooperation with the routing module
265 to assist with routing any identified urgent matter to the
appropriate party(s). In operation, there is a posting on an
Australian web forum that indicates there’s been an interest-
ing breakthrough in photovoltaic research. The author of the
posting has a Ph.D., and has written numerous articles on
photovoltaics. Upon receipt of this posting by the filter mod-
ule 220, and the urgency analysis module 230, the urgency
analysis module 230 automatically configures a mashup and
determines that not only is the author a Ph.D. from a well
respected university, but the author of the posting has also
authored over 60 white papers on comparable subjects and
has given a number of presentations on the technology.

[0100] Based on this information, the urgency analysis
module 230 assigns a high degree of confidence that the
matter is urgent, and tags the matter as “urgent” so it can be
forwarded to the team member with a corresponding techni-
cal interest. In addition, and in cooperation with the routing
module 265, the urgency analysis module 230, artificial intel-
ligence module 240, and knowledge base 270 cooperate to
assemble links to the various types of information that were
used in determining that the matter was urgent. In this par-
ticular case, links to various white papers, the author’s
resume, and links to the symposiums where the author spoke
are included with the content of the post identified as urgent.
Since this particular posting has to do with increased solar
efficiency on cloudy days, and there is a specific team mem-
ber with that interest, all the assembled information is for-
warded to that team member (as well as information extracted
from the author’s biography such as e-mail address, phone
number, and address, that can be also given to the team
member) to assist with the team member responding to the
post. In addition, information regarding the source of the post,
such as the particular web forum it was posted on, can also be
included with a link to the appropriate page with instructions
indicating on how the team member can join that forum if they
are not already a member.

[0101] FIG. 2 outlines an exemplary embodiment for filter-
ing information from one or more information sources
according to this invention. In particular, control begins in
step S200 and continues to step S210. In step S210, informa-
tion is received from one or more sources, such as blogs,
discussion forums, social networking sites, news, web, video
feeds, groups, inter or intranet sources, or the like. Then, in
step S220, filtering is performed on the received information.
Control then continues to step S230.

[0102] In step S230, a determination is made whether the
matter is urgent. If the matter is urgent (with an optional level
of'urgency assigned based on a degree of confidence about the
urgency of the matter), control jumps to step S235 where the
matter is forwarded to a decision engine for routing to one or
more appropriate parties. Otherwise, control jumps to step
S240, where the information can optionally be logged and are
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stored in, for example, an information store. Control then
continues to step S250 where the control sequence ends.
[0103] FIG. 3 outlines an exemplary method for handling
of a matter identified as being urgent. In particular, control
begins in step S300 and continues to step S310. In step S310,
the urgent matter is received. Next, in step S320, the matter is
queued for handling and in step S330 a determination is made
as to whether immediate handling is required. If immediate
handling is not required, control continues to step S332 where
the matter is placed in the normal handling queue S332 with
control continuing step S334.

[0104] In immediate handling is required, control contin-
ues to step S340. In step S340, the appropriate party(s) are
determined for handling the matter. As discussed, this deter-
mination can also include the integration of presence infor-
mation such availability can be further used as the basis for
determining the appropriate party(s). Next, in step S350,
optionally one or more experts can also be identified to assist
with handling the urgent matter. This determination can be
based also on presence information as well as knowledge
and/or technical expertise stored in one or more databases.
Control then continues to step S360.

[0105] In step S360, a determination is made whether a
notification should be sent to one or more parties, that based
on their respective presence information, are not currently
available. If a notification is to be sent, control continues to
step S362 where a communication is initiated to the non
available party notifying them of the urgent communication.
As discussed, this notification can include specifics about the
matter and in general the necessary information for them to
determine whether they would like to change their status.
Next, in step S364, a determination is made whether a change
in their status has been detected. If a change in status has been
detected, control continues to step S366 where the presence
information is updated with control continuing back to step
S340. Otherwise, control jumps to step S370.

[0106] In step S370, a real-time communications session
can optionally be established between parties identified as
appropriate for handling the urgent matter. For example, this
real-time communications session can be a telephone confer-
ence, a webinar, or in general any type of collaborative com-
munication session that allows the parties identified to handle
the matter to collaborate and formulate a response. Next, in
step S380, information regarding the urgent matter can also
be forwarded to the appropriate parties via, for example,
e-mail, a text message, or in general any modality appropriate
and/or available. Control then continues to step S334.
[0107] In step S334, a determination is made whether an
additional communication session is needed to further
address the urgent matter. If an additional session is needed,
control continues back to step S320 with control otherwise
continuing to step S336. In step S336, the various actions,
communications, collaborations, and the like can optionally
be logged and recorded with control continuing to step S390
where the control sequence ends.

[0108] FIG. 4 outlines an exemplary method for assisting
with responding to the urgent matter according to an exem-
plary embodiment of this invention. In particular, control
begins in step S400 and continues to step S410. In step S410,
information relevant to the determined urgent matter is
assembled and distributed to the various parties. As discussed
earlier, this can include not only, for example, a copy of the
urgent matter, but can also include other information deter-
mined to be relevant to the urgent matter. Next, in step S420,
a template can optionally be assembled that facilitates the
responding to the urgent matter. As discussed, this can include
a creation of an e-mail, the spawning of a telephone call, an
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appropriate interface to post a response or follow-up post to
the urgent matter, or the like. The assembling of the template
can also be coupled with the appropriate interfaces, commu-
nications equipment, and the like to facilitate the communi-
cation of the response to one or more entities, locations,
internet sites, or the like. Then, in step S430, the various
activities can optionally be recorded and logged, and further
optionally forwarded to one or more additional parties and/or
stored in a knowledge base to assist with not only future
responses, but also future determinations as to whether a
particular matter should be urgent. Control then continues to
step S440 where the control sequence ends.

[0109] While the flowcharts have been discussed and illus-
trated in relation to a particular sequence of events, it should
be appreciated that changes, additions, and omissions to this
sequence can occur without materially affecting the operation
of the invention.

[0110] In yet another embodiment, the systems and meth-
ods of'this invention can be implemented in conjunction with
aspecial purpose computer, a programmed microprocessor or
microcontroller and peripheral integrated circuit element(s),
an ASIC or other integrated circuit, a digital signal processor,
a hard-wired electronic or logic circuit such as discrete ele-
ment circuit, a programmable logic device or gate array such
as PLD, PLA, FPGA, PAL, special purpose computer, any
comparable means, or the like. In general, any device(s) or
means capable of implementing the methodology illustrated
herein can be used to implement the various aspects of this
invention.

[0111] Exemplary hardware that can be used for the present
invention includes computers, handheld devices, telephones
(e.g., cellular, Internet enabled, digital, analog, hybrids, and
others), and other hardware known in the art. Some of these
devices include processors (e.g., a single or multiple micro-
processors), memory, nonvolatile storage, input devices, and
output devices. Furthermore, alternative software implemen-
tations including, but not limited to, distributed processing or
component/object distributed processing, parallel process-
ing, or virtual machine processing can also be constructed to
implement the methods described herein.

[0112] In yet another embodiment, the disclosed methods
may be readily implemented in conjunction with software
using object or object-oriented software development envi-
ronments that provide portable source code that can be used
on a variety of computer or workstation platforms. Alterna-
tively, the disclosed system may be implemented partially or
fully in hardware using standard logic circuits or VLSI
design. Whether software or hardware is used to implement
the systems in accordance with this invention is dependent on
the speed and/or efficiency requirements of the system, the
particular function, and the particular software or hardware
systems or microprocessor or microcomputer systems being
utilized.

[0113] In yet another embodiment, the disclosed methods
may be partially implemented in software that can be stored
on a storage medium, executed on programmed general-pur-
pose computer with the cooperation of a controller and
memory, a special purpose computer, a microprocessor, or the
like. In these instances, the systems and methods of this
invention can be implemented as a program embedded on
personal computer such as an applet, JAVA® or CGI script, as
a resource residing on a server or computer workstation, as a
routine embedded in a dedicated measurement system, sys-
tem component, or the like. The system can also be imple-
mented by physically incorporating the system and/or
method into a software and/or hardware system.
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[0114] Although the present invention describes compo-
nents and functions implemented in the embodiments with
reference to particular standards and protocols, the invention
is not limited to such standards and protocols. Other similar
standards and protocols not mentioned herein are in existence
and are considered to be included in the present invention.
Moreover, the standards and protocols mentioned herein and
other similar standards and protocols not mentioned herein
are periodically superseded by faster or more effective
equivalents having essentially the same functions. Such
replacement standards and protocols having the same func-
tions are considered equivalents included in the present
invention.

[0115] The present invention, in various embodiments,
configurations, and aspects, includes components, methods,
processes, systems and/or apparatus substantially as depicted
and described herein, including various embodiments, sub-
combinations, and subsets thereof. Those of skill in the art
will understand how to make and use the present invention
after understanding the present disclosure. The present inven-
tion, in various embodiments, configurations, and aspects,
includes providing devices and processes in the absence of
items not depicted and/or described herein or in various
embodiments, configurations, or aspects hereof, including in
the absence of such items as may have been used in previous
devices or processes, e.g., for improving performance,
achieving ease and\or reducing cost of implementation.
[0116] The foregoing discussion of the invention has been
presented for purposes of illustration and description. The
foregoing is not intended to limit the invention to the form or
forms disclosed herein. In the foregoing Detailed Description
for example, various features of the invention are grouped
together in one or more embodiments, configurations, or
aspects for the purpose of streamlining the disclosure. The
features of the embodiments, configurations, or aspects of the
invention may be combined in alternate embodiments, con-
figurations, or aspects other than those discussed above. This
method of disclosure is not to be interpreted as reflecting an
intention that the claimed invention requires more features
than are expressly recited in each claim. Rather, as the fol-
lowing claims reflect, inventive aspects lie in less than all
features of a single foregoing disclosed embodiment, con-
figuration, or aspect. Thus, the following claims are hereby
incorporated into this Detailed Description, with each claim
standing on its own as a separate preferred embodiment of the
invention.

[0117] Moreover, though the description of the invention
has included description of one or more embodiments, con-
figurations, or aspects and certain variations and modifica-
tions, other variations, combinations, and modifications are
within the scope of the invention, e.g., as may be within the
skill and knowledge of those in the art, after understanding the
present disclosure. It is intended to obtain rights which
include alternative embodiments, configurations, or aspects
to the extent permitted, including alternate, interchangeable
and/or equivalent structures, functions, ranges or steps to
those claimed, whether or not such alternate, interchangeable
and/or equivalent structures, functions, ranges or steps are
disclosed herein, and without intending to publicly dedicate
any patentable subject matter.

1. A method for handling a communication comprising:

receiving or obtaining, from one or more information
sources on a distributed network, one or more commu-
nications;

analyzing, with the cooperation of a processor, the com-
munications;
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identifying a communication that should be handled in an

urgent manner,

sorting urgent communications and non-urgent communi-

cations;

removing, via a filtering process, the non-urgent commu-

nications;

determining one or more parties to handle the urgent com-

munication; and

forwarding the urgent communication to the one or more

parties.

2. The method of claim 1, further comprising determining
a status of the one or more parties and one or more of:

notifying a non-available party of the urgent communica-

tion;

detecting a change in status of the non-available party; and

determining one or more additional parties to handle the

urgent communication.

3. The method of claim 1, further comprising appending
additional information to the urgent communication, the
additional information including one or more of filter criteria,
knowledge base information and contact information.

4. The method of claim 1, further comprising generating a
template for use by the one or more parties to respond to the
urgent communication.

5. The method of claim 1, wherein the communication is
from one or more of a blog, discussion forum, social network-
ing site, news feed, web feed, group, and a web site with an
APL

6. The method of claim 1, wherein the filtering occurs prior
to receipt of the communications by an automatic call dis-
tributor and the forwarding is in one or more of a contact
center, an interaction center, a call center and a responder
network.

7. The method of claim 1, further comprising initiating a
real-time communications session between the one or more
parties determined to handle the urgent communication.

8. The method of claim 1, further comprising appending
information relevant to the analysis of the determination of
urgency to the urgent communication and a degree of degree
of confidence.

9. The method of claim 1, wherein the analyzing is based
on one or more of:

whether the communication includes an implied threat,

whether the information appears to be reaching out,
whether there is “choice” language in the information,
business reasons, a specificity about a problem or matter,
whether there is a negative description, whether infor-
mation such as names, phone numbers, quotes, customer
service information or part numbers are included in the
information, whether there is time and place informa-
tion, keywords, analysis of a number of posts and
recency, author weighting, hits, followers, posts, cross-
correlation of the information to other information,
other posts and mashups.

10. One or more means for performing any one or more of
the steps in claim 1.

11. A non-transitory computer readable information stor-
age media having stored thereon information, that when
executed by a processor, causes to be performed the steps in
claim 1.
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12. A system that handles communications comprising:

a content aggregator that receives or obtains, from one or
more information sources on a distributed network, one
or more communications;

an urgency analysis module that analyzes, with the coop-
eration of a processor, the communications and identi-
fies acommunication that should be handled in anurgent
manner;

a filter module that sorts urgent communications and non-
urgent communications and removes, via a filtering pro-
cess, the non-urgent communications; and

a routing module that determines one or more parties to
handle the urgent communication and forwards the
urgent communication to the one or more parties.

13. The system of claim 12, further comprising a decision
engine that cooperates with a presence database to determine
a status of the one or more parties and one or more of:

notifies a non-available party of the urgent communication;

detects a change in status of the non-available party; and
determines one or more additional parties to handle the
urgent communication.

14. The system of claim 12, further comprising a response
assistant that appends additional information to the urgent
communication, the additional information including one or
more of filter criteria, knowledge base information and con-
tact information.

15. The system of claim 12, further comprising a response
assistant that generates a template for use by the one or more
parties to respond to the urgent communication.

16. The system of claim 12, wherein the communication is
from one or more of'a blog, discussion forum, social network-
ing site, news feed, web feed, group, and a web site with an
APL

17. The system of claim 12, wherein the filtering occurs
prior to receipt of the communications by an automatic call
distributor and the forwarding is in one or more of a contact
center, an interaction center, a call center and a responder
network.

18. The system of claim 12, wherein a real-time commu-
nications session is initiated between the one or more parties
determined to handle the urgent communication.

19. The system of claim 12, wherein information relevant
to the analysis of the determination of urgency is appended to
the urgent communication and a degree of degree of confi-
dence.

20. The system of claim 12, wherein the analyzing is based
on one or more of: whether the communication includes an
implied threat, whether the information appears to be reach-
ing out, whether there is “choice” language in the informa-
tion, business reasons, a specificity about a problem or matter,
whether there is a negative description, whether information
such as names, phone numbers, quotes, customer service
information or part numbers are included in the information,
whether there is time and place information, keywords, analy-
sis of a number of posts and recency, author weighting, hits,
followers, posts, cross-correlation of the information to other
information, other posts, and mashups.
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