
Virtual call center

Method and apparatus for content presentation in association with a 
telephone call

Abstract

A system and methods are provided for enabling real-time call control. with minimal 
requirements for dedicated telecommunications PBX and dedicated switching equipment. 
Dynamic call routing is handled by a network carrier's equipment and an interface is provided at 
the carrier switch to dynamically redirect calls from outside of the carrier's network. A call's 
signaling channel and bearer (voice) channel are separated, allowing the voice carriage to 
continue to be handled by the network carrier, but the routing of the call is controlled from 
outside of the carrier's network. A real-time signaling path and interface is provided into the 
carrier network such that the associated routing decisions and business logic can remain outside 
of the carrier network, while the carrier network continues to carry the voice channels.
A method and apparatus are provided for presenting multimedia content to a caller and/or a called party 
in association with a telephone call. Content may be presented pre-ring (before the called party's 
telephone rings), in-call, and/or post-call. Content presented to a party may be related to another party 
participating in the call or may be related to a third party (e.g., an advertiser that paid for the ability to 
have its content presented). Presented content may be actuable, to allow a caller to change the 
destination of a call, take advantage of an offer presented to him or her, redeem a coupon, schedule or 
queue a subsequent call, etc. To find a desired destination party, a caller may initiate a manual or 
automatic search of his or her local contacts (on his telephone) and/or a central or global directory or 
contact list.

Description
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This application is a continuation of U.S. patent application Ser. No. 15/790,949 (the '949 application), 
filed Oct. 23, 2017. The '949 application is a continuation of U.S. patent application Ser. No. 14/951,399 
(the '399 application), filed Nov. 24, 2015 and issued Nov. 14, 2017 as U.S. Pat. No. 9,819,812. The '399 
application is a continuation of U.S. patent application Ser. No. 14/327,332 (the '332 application), filed Jul. 
9, 2014 and issued Feb. 16, 2016 as U.S. Pat. No. 9,264,540. The '332 application is a continuation of 
U.S. patent application Ser. No. 14/041,879 (the '879 application), filed Sep. 30, 2013 and issued Aug. 
12, 2014 as U.S. Pat. No. 8,804,930. The '879 application is a continuation of U.S. patent application Ser. 
No. 12/563,112 (the '112 application), filed Sep. 18, 2009 and issued Nov. 5, 2013 as U.S. Pat. No. 
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BACKGROUND OF THE INVENTION
This invention relates to the fields of telecommunications and computer and communicationssystems. 
More particularly, the invention relates to the dynamic routing and control of a voicea method and 
apparatus are provided for presenting multimedia content to a caller and/or a called party before, during, 
and/or after a telephone call in real-timebetween the parties.
Calls from or to a mobile telephone are typically accompanied by minimal display content. For example, 
when placing a call, the caller may simply see a dialer screen used to enter a telephone number, or to 
select a number or contact to be dialed. When receiving a call, a called party may see the caller's 
telephone number (or some other display if the number is blocked or unknown) or a name of the caller (if 
the caller's telephone number is stored in the called party's contacts), but little else.
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Although this information display may be sufficient for the basic purpose of identifying who is being called 
or who has originated a call, it fails to deliver the type of multimedia experience many people have come 
to expect in the electronic age. Just as computer systems have evolved from textual operating systems 
(e.g., DOS or Disk Operating System) to complex graphical operating systems (e.g., Mac OS®, Microsoft 
Windows®), the display capabilities of mobile telephones have evolved in a similar manner.
Although mobile telephone applications that operate independently of telephone calls have been 
developed to take advantage of the telephones' richer display capabilities, such as offline games, 
photography, and GPS (Global Positioning System) navigation, applications that make and receive calls 
or that operate during a call have not. Therefore, there is a need for methods and apparatus for enriching 
the experience of a person making or receiving a call.
In a company call center setting, a PBX or other switching equipment is deployed to redirect incoming 
customer calls to the next available customer service agent to handle the incoming customer call. This in-
house PBX or switch equipment is often coupled to dedicated incoming phone lines which serve only that 
particular company.
In addition to routing an incoming call, an associated “screen-pop” is often presented on an agent's 
display in parallel with the incoming phone call. This “screen-pop” typically provides the phone agent with 
information associated with the customer.
Outsourced call centers provide a more generalized solution whereby a telecommunications infrastructure 
is shared among many customers. Outsourced call centers are typically serviced by many incoming 
phone line trunks which accept incoming phone calls for any of its customers. Agents may be dedicated 
to accept phone calls only for certain customers, but often agents are trained to accept incoming phone 
calls for a list of companies An automated call distribution (ACD) technique for this scenario is typically 
deployed by the call center's telecommunications equipment to automatically distribute the incoming calls 
to the appropriate agent.
Known outsourced call centers have several limitations and economic challenges. First, dedicated 
equipment can handle only a certain peak number of phone calls. Although the average utilization rate of 
the equipment and phone lines is typically much lower than the peak capacity, the call center must still 
pay for enough equipment capacity to handle peak demands. The difference between the average 
utilization rate and the peak demand levels can be very large, thus creating an economically inefficient 
use of the expensive dedicated equipment infrastructure.
Second, as a call center grows, it continually needs to expand its telecommunications infrastructure and 
the number of phone lines needed to handle the additional call load. The capital outlay for fixed 
telecommunications equipment is often expensive, and the optimal growth of the telecommunications 
infrastructure equipment can be difficult to predict.
Third, if outsourced call centers use external agents physically outside of the company's premises, such 
as work-at-home phone agents or offshore phone agents, then the PBX or switched telecommunications 
solution is inherently inefficient: typically two legs (two circuits) of phone lines are required, the first being 
an incoming circuit used to deliver the incoming call to the PBX, the second being an outgoing circuit 
placed to connect from the PBX to the external agent. Thus two circuits are activated and required for 
each such call.
What is needed is a solution that would improve efficiency and utilization rate of port use, provide higher 
available port capacity, use port capacity more flexibly (to reduce the need to accurately predict port 
needs), and provide an improved method of call routing for off-premises agents.
SUMMARY OF THE INVENTION
In some embodiments of the invention, a method and apparatus are provided for presenting multimedia 
content to a caller and/or a called party in association with a telephone call. In these embodiments, 
content may be presented pre-ring (before the called party's telephone rings), in-call (during the call) 
and/or post-call (after one or both parties have hung up).
Content presented to a party may be related to another party participating in the call or may be related to 
a third party (e.g., an advertiser that paid to have its content presented). Thus, rights to present content to 
parties engaging in a call may be auctioned to various advertisers and other organizations, and a party to 
a call may receive content that is or is not associated with any purpose or party to the call.
In some embodiments, presented content may be actuable (i.e., include one or more actuable controls), 
to allow a caller to change the destination or routing of a call, take advantage of an offer presented to him 
in the content, redeem a coupon, schedule or queue a subsequent call, etc.
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According toIn some embodiments of the invention, a system and methods are provided for enabling real-
time call control with minimal requirements for dedicated telecommunications PBX and dedicated 
switching equipment. Dynamic call routing is handled by a network carrier's equipment and an interface is 
provided at the carrier switch to dynamically redirect calls from outside of the carrier's network. A call's 
signaling channel and bearer (voice) channel are separated, allowing the voice carriage to continue to be 
handled by the network carrier, but the routing of the call is controlled from outside of the carrier's 
network. A real-time signaling path and interface is provided into the carrier network such that the 
associated routing decisions and business logic can remain outside of the carrier network, while the 
carrier network continues to carry the voice channels.person's ability to search for a desired destination 
party's contact information (e.g., telephone number) or to initiate a call to the party without knowing that 
party's number is greatly enhanced. In these embodiments, the person may initiate a search of any 
number of contact lists and/or telephone directories, including lists maintained on his device and/or off his 
device—such as at a central call server or a third party repository.
The invention will be better understood by reference to the following detailed description in connection 
with the accompanying drawings.
Such a search may be conducted via keyword, so that as the person enters characters describing the 
target destination (e.g., by name, by category), the search is automatically updated and narrowed as the 
characters are entered. Results of a search may be filtered or prioritized based on the person's profile 
(e.g., with contacts known to that person having relatively high priority) and/or by a general profile (e.g., 
based on which numbers/contacts have been used most often by other people that conducted similar 
searches).
BRIEF DESCRIPTION OF THE DRAWINGSFIGURES
FIG. 1 is a block diagram depicting a real-time call control system in accordance with an embodimentof a 
communication environment in which some embodiments of the present invention may be implemented.
FIG. 2 is a block diagram demonstrating establishment of a telephone call and associated presentation of 
content, according to some embodiments of the invention.
FIGS. 3-8 demonstrate content that may be presented on a communication device of a caller and/or a 
called party before, during and/or after a telephone call, according to some embodiments of the invention.
FIG. 9 is a flow diagram demonstrating the presentation of multimedia content to a caller and/or a called 
party in association with a telephone call, according to some embodiments of the present invention.
FIG. 10 is a flow diagram demonstrating the presentation of multimedia content to a caller in association 
with a telephone call, according to some embodiments of the present invention.
FIG. 11 is a block diagram of hardware apparatus for facilitating presentation of multimedia content in 
association with a telephone call, according to some embodiments of the invention.
FIG. 12 is a block diagram of a call server for facilitating presentation of multimedia content in association 
with a telephone call, according to some embodiments of the invention.
DETAILED DESCRIPTION
The following description is presented to enable any person skilled in the art to make and use the 
invention, and is provided in the context of a particular application and its requirements. Various 
modifications to the disclosed embodiments will be readily apparent to those skilled in the art, and the 
general principles defined herein may be applied to other embodiments and applications without 
departing from the scope of the present invention. Thus, the present invention is not intended to be 
limited to the embodiments shown, but is to be accorded the widest scope consistent with the principles 
and features disclosed herein.
In some embodiments of the invention, a method and apparatus are provided for presenting multimedia 
content before, during, and/or after a telephone call. The content is displayed on a communication device 
that initiates or receives the call, if the telephone's display is capable of displaying rich content; otherwise, 
it may be displayed on an associated computing device. In these embodiments, the displayed content 
may be selected based on an identity or a characteristic of the caller or the called party, may be relevant 
to a purpose or nature of the call, or may be selected by an entity that paid to have the selected content 
presented.
For example, for a telephone call between friends or acquaintances, a caller or called party may be 
presented with content drawn from an electronic presence of the other party (e.g., MySpace™, Facebook, 
hi5, Flickr®) or from private storage (e.g., the friend's computing device). Or, he may be shown recent 
electronic mail, other communication(s) involving the friend (e.g., his or her latest tweet on Twitter®), or 
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other multimedia content the friend is willing to share. In some embodiments, people may assemble 
content for the specific purpose of being presented to another party in association with a telephone call.
For a telephone call with an organization (e.g., a merchant, a business), an advertisement or special offer 
from that entity (or from an associate or a competitor of that entity) may be presented (e.g., a video ad, a 
yellow page ad), or a menu or list of services, directions or location information, information regarding a 
current or recent transaction, etc.
Multimedia content presented before, during, and/or after a telephone call may be accompanied by one or 
more controls for taking action, such as seeing more content, navigating to a particular web page or web 
site, downloading content, ordering a good or service, adding another party to the call, re-routing or 
aborting the call in favor of a different destination, or initiating other action enabled by the content.
Determination of what content to present to a party is made by a call controller. In embodiments of the 
invention described herein, a controller for a particular telephone call may be the caller, the called party, a 
call center configured to process content in association with a telephone call, or some other third party. 
The decision of what to present may be made in real-time, or may be pre-determined.
For example, a commercial message (e.g., an advertisement) may be pre-selected for presentation to 
some number of callers to a particular telephone number. Merchants or other organizations may pay for 
the opportunity to have their selected content presented to a caller or called party, even if the paying 
organization is not a party to the call.
FIG. 1 is a diagram of a communication environment in which multimedia content may be presented in 
association with a telephone call, according to some embodiments of the invention. In FIG. 1, caller 
telephone 110 is used to place a call to a called party at called party telephone 150. Call server 130 acts 
as a call controller to manage the presentation of multimedia content on the caller's telephone and/or the 
called party's telephone in association with the call.
In FIG. 1, each telephone is capable of supporting parallel data and voice channels. A voice channel 
between caller telephone 110 and called party telephone 150 may be established through the PSTN 
(Public Switched Telephone Network), one or more telephone carrier's networks, other public/private 
networks such as the Internet (e.g., for VoIP calls), etc.
Data channels to/from a party's telephone may be established using EvDO (Evolution Data Optimized or 
Evolution Data Only), UMTS (Universal Mobile Telecommunications System), HSDPA (High-Speed 
Downlink Packet Access or High-Speed Downlink Protocol Access), LTE (Long Term Evolution) and/or 
other communication protocols and links capable of carrying digital data. The data channels are routed 
via call server 130, and are used to convey content to the telephones and to convey other data to the call 
server as necessary (e.g., to upload data from a telephone, activate a control within presented content).
Caller telephone 110 hosts any number of applications, applets, plug-ins, or other collections of 
executable program code. Illustrative code that may be installed on the caller telephone 
includes browser 112 for presenting and navigating multimedia content, call processor 114 (e.g., a dialer 
application) for processing an outgoing or incoming call, and optional block/allow list 116.
Call processor 114 comprises logic for detecting and/or controlling telephone events (e.g., dialing of a 
number, outgoing call ringing, incoming call ringing, outgoing or incoming call connected) and for using 
the data channel to receive content to be presented and to submit data to the call server. 
Call processor 114 may comprise logic that hooks into a telephone dialer application and can control how 
a call is handled. Or, the call processor may comprise logic that replaces or supersedes a telephone's 
native dialer application.
In some embodiments of the invention, call processor 114 may delay signaling of a voice call from caller 
telephone 110 to the caller's telephone service provider, in order to delay establishment of the voice 
channel. The call processor may do this automatically or based on instructions from the call server. 
Similarly, ringing at a called party's telephone may be delayed.
For example, calls placed to certain numbers or to certain types of parties (e.g., merchants, other 
organizations) may be delayed while content is selected and transmitted to the caller's telephone. A timer 
may be displayed on the telephone and/or the caller may be able to terminate the delay and make the call 
proceed immediately. Thus, a delay may be fixed or may be aborted by the affected party.
A call processor may also comprise logic for performing keyword-based lookups, or may be configured to 
invoke similar logic that executes separate from the call processor. For example, when a caller enters part 
(or all) of the name of a person or organization that she wishes to call (or a partial telephone number), the 
keyword logic will search the called party's telephone for matching contacts.
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The call processor, or other logic, may also contact a central location (e.g., call server 130) to initiate a 
keyword-based search on a larger telephone directory. Thus, a search for a destination party may be 
automatically conducted on the caller's telephone and/or off the device at a central location (e.g., call 
server 130) or a third party directory. As the caller enters additional characters, the search results are 
narrowed accordingly, and may be prioritized based on the caller's previous interaction with some of the 
contacts, based on which destination parties other callers selected in similar searches, based on the 
caller's present location, based on fees paid by merchants for priority listing, etc.
Other software may be installed on a party's communication device to alter or enhance the presentation 
of media. For example, a set of APIs (Application Programming Interfaces) may be provided to allow 
injection of particular types of content. The APIs may be used to facilitate presentation of content in 
association with a telephone call and/or without any association with a telephone call. However, in some 
embodiments of the invention, a person's communication device need not be modified in any way in order 
to receive and display content before, during, and/or after a call.
In the illustrated embodiments of the invention, caller telephone 110 (and/or call server 130) automatically 
blocks or rejects calls attempted between telephone 110 and telephone numbers (and/or people and 
organizations) identified in a block list. Additionally, or alternatively, an allow list may be maintained to 
specifically identify telephone numbers with which caller telephone 110 may be connected (e.g., all 
entries in a contact list or telephone directory maintained on a party's telephone). In yet other 
embodiments, a single combined block/allow list may be maintained to identify target telephone numbers 
and indicate whether calls with those numbers are blocked or allowed.
Block/allow lists may be maintained on a user's telephone and/or at a call controller or call server. A 
block/allow list maintained on telephone 110 (i.e., block/allow list 116) may be considered a “local” list, 
while a list maintained on a call controller (e.g., block/allow list 132) may be considered a “central” or 
“global” list.
In some embodiments of the invention, a block/allow list (or other filter) may be used to screen calls 
to/from malicious telephone numbers or entities. For example, calls received from telephone numbers 
known to be associated with telemarketers, spammers (e.g., entities that spam via SMS or Short 
Messaging Service), pranksters, and/or other undesirables may be blocked automatically (or after 
querying the called party to identify the call as possibly or certainly being from an undesired party).
Illustratively, a global list may be maintained to identify telemarketers and spammers, especially those 
that call nationally or regionally. A local list may be maintained to block calls from pranksters, people who 
have made harassing calls and/or other parties from whom calls are not desired.
A called party may identify a caller as malicious (or, alternatively, not malicious) during or after a 
telephone call from that caller, by activating a control on her telephone. For example, during or after a call 
from a previously unknown caller, content may be presented to the called party to ask her if the caller is a 
telemarketer or harasser (or should otherwise be blocked), or if the caller should be added to her contact 
list. Choosing to add a previously unknown party or number to her contact list may cause the call server 
to interrogate the caller's telephone or other data source to retrieve a contact card, if one has been 
prepared for sharing.
In some embodiments of the invention, caller telephone 110 may include additional components or 
executable code for performing other functions, without exceeding the scope of the present invention. For 
example, a telephone may also include one or more storage components for storing, among other things, 
contacts, user preferences, multimedia content to be presented on the telephone or to be transmitted to 
another party for presentation on their device, etc.
Locally stored content may be quickly presented to a user without having to wait for receipt of the content 
from call controller 130. Such stored content may be selected for storage and/or presentation randomly, 
based on an identity of a party or parties within a contact list stored on the telephone, according to an 
agreement with a third party (e.g., an advertiser) and the call server or call controller, etc.
Called party telephone 150 may be configured similarly to caller telephone 110 (e.g., with a browser, a 
call processor, a block/allow list). In some embodiments, when a call is being initiated from caller 
telephone 110 to called party telephone 150, call server 130 may query the called party's telephone to 
determine if it possesses any content that the called party would like to have presented to the caller. Such 
content may then be transferred before, during, and/or after the call. Similarly, content from caller 
telephone 110 may be copied to called party telephone 150.
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When a user's telephone is unable to display content chosen for presentation to that user in association 
with a telephone call, the content may instead be presented via a different device.
For example, and as shown in FIG. 1, a called party (or a caller) may operate an associated computing 
device (e.g., a desktop computer, a laptop computer, a personal digital assistant, a netbook computer). 
The computing device may be registered with a call controller (e.g., call server 130) before or during a call 
(e.g., by IP address or other network address).
When the call controller determines that it cannot present multimedia content on called party 
telephone 150, it will instead transmit it to the associated computing device. The call controller may 
determine that it cannot send content to telephone 150 based on the type of telephone or the telephone 
number (e.g., a landline), because the telephone connection lacks a data channel, because the device is 
registered in the called party's user profile, etc.
A party's associated computing device may be coupled to call server 130 by a network connection that 
traverses one or more public or private data networks (e.g., the Internet, an intranet). To register a 
computing device, a party may operate the computing device to navigate a browser to a registration site 
or page. There, the party may identify one or more telephone numbers and associate them with the 
computing device so that when a call is placed to or from one of the telephone numbers, content will be 
delivered to the computing device instead of the telephone.
Call server 130 comprises central or global block/allow list 132 for screening a call to determine whether it 
should be placed and/or whether multimedia content should be presented in association with the call. The 
call server also includes media selection logic 134 for selecting content to be displayed on a caller's or 
called party's communication or computing device. Call processor 136 is configured to receive or 
establish data (and/or voice) channels with caller telephone 110 and/or called party telephone 150 via 
virtually any data protocol and media.
Database(s) 140 are configured to store data regarding subscribers and their communication/computing 
devices, content that may be presented on such devices, information regarding advertisers and/or other 
third parties that may provide content, factors for determining or selecting content to be presented for a 
particular call, etc. Call server 130 may also expose various APIs (Application Programming Interfaces) to 
allow third parties to provide media for presentation in association with a telephone call, and/or other logic 
for retrieving such content from a third party.
A call server or call controller according to other embodiments of the invention may be configured to 
perform a subset or a superset of the operations described herein, and therefore may include fewer or 
additional components. Call server 130 is an example of a third party call controller—that is, a controller 
that is not operated by the caller or the called party. Illustratively, call server 130 may be operated by a 
telephone service provider, a data management service, a directory service, or other entity with which the 
caller and/or called party (or their service providers) have established agreements.
In other embodiments of the invention, a call controller may be operated by a caller or called party, 
particularly when that party represents an organization. Thus, a call to or from a commercial enterprise 
may be controlled by an agent of that enterprise (e.g., a telephone agent or operator, a sales agent). That 
agent can select content for presentation on the other party's communication device based on a purpose 
of the call, a previous or current transaction between the parties, an offer being made to the other party, 
etc. Or, such content may be selected automatically, based on whether the organization has a pre-
existing relationship with the caller (e.g., whether the caller's telephone number is known), which of 
multiple telephone numbers of the organization the caller called, etc.
In some embodiments of the invention, a call controller or call server may auction or directly sell a right to 
have content presented to callers and/or called parties. For example, a call server may auction the right to 
present content to callers that dial a particular organization (e.g., a commercial company) or that are 
called by the organization. The winner may be the same organization, a competitor, or an unrelated party.
Or, a call server may auction content-presentation rights based on identities or demographics of private 
callers and calling parties. Thus, content presented to a caller may be selected based on his current 
location, as reported by a GPS (Global Positioning System) element of his telephone, his area code, his 
city, his type of communication device, his telephone service provider, and so on. For example, a content 
provider may be a vendor of goods or services and may have purchased the ability to have content 
presented to callers who place calls while they are within some predetermined distance of the content 
provider.
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Content presented on a communication device may fill the area of the target party's telephone display 
screen, or only a portion thereof. For example, when a call is placed to a commercial organization, 
content from a single source may cover the caller's entire telephone display. But, when a call is placed to 
one private party from another private party, some or all of the display area may be used to present 
content associated with one or both parties (e.g., from Facebook, MySpace, Slide, Flickr), and only a
small area may be filled with content (e.g., an advertisement) from a third party. Thus, content displayed 
on a party's telephone may comprise multiple content components from the same or different sources or 
providers.
When content is presented to a caller pre-ring (before a destination party's telephone rings), the caller 
may activate a control embedded in the content to take some action offered by the content. For example, 
if he activates a control to re-route the call to a different destination (e.g., based on an offer or 
advertisement in the presented content), the call controller or the call processor logic on the caller's 
telephone will cancel the attempted call and initiate a call to the new destination. Or, a caller may be 
presented with content that offers to route the voice channel differently (e.g., via a different carrier for a 
cheaper rate).
In some embodiments of the invention, a call server and a separate call controller may cooperate to 
control the presentation of content to a caller and/or a called party. For example, and as shown in FIG. 1, 
data channels may be established between the parties and a call server, and the call server may be 
responsible for actually transmitting content to the parties and receiving any data they submit.
The separate call controller, however, may be a third-party content provider (or other third party) and may 
determine (and/or dynamically provide) content to be provided to a particular party. Thus, a call server 
may participate in many calls, and connect to different call controllers for different calls (or at different 
times during one call) to receive content to be presented to a party. Even when a call server and a call 
controller are co-located, content to be served to callers and/or called parties may be retrieved from other 
parties.
As one alternative, a call may be initially handled by a call server, perhaps to facilitate presentation of 
appropriate pre-ring content to a caller or called party. However, at some point (e.g., when the called 
party's telephone rings), control of content presentation may be passed to a call controller associated with 
or employed by the called party. As yet another alternative, control of content presentation may be 
passed immediately to an organizational call controller when a call destined for that organization is 
identified.
FIG. 2 is a diagram illustrating presentation of content to a caller and/or a called party in association with 
a telephone call, according to some embodiments of the invention.
At step A, the caller enters or selects a telephone number or contact listing for called party 250, in order 
to initiate a voice call to that party. Alternatively, she may enter part of the target party's name or number 
and select the party from results produced by her communication device and/or a source external to her 
device. At step B, the telephone numbers and/or other identifiers of the caller and called party (e.g., IP 
addresses if either party is using VoIP equipment) are transmitted to call controller/call server 230 via a 
data channel of the caller's telephone.
Control of the call may be passed to a particular call controller, based on an identity of the caller or the 
called party. Specifically, calls from a certain number (or set of numbers, such as those of a single 
organization) or to a certain number (or set of numbers) may be controlled by predetermined call 
controllers. Or, call controller 230 may be a general call server configured to handle presentation of calls 
involving private parties and/or multiple organizations.
In step C, call controller 230 identifies a source of content to be presented to caller 210 and/or 
called party 250, or may identify specific content (i.e., not just a content source). In step D, the call 
controller solicits content from a selected source, which may be a web server, a data server, an 
advertisement server or other repository of advertisements, an organization's data server, etc.
Content may be selected for presentation based on an identity of a particular party, a relationship 
between the caller and the called party, an assumed (or known) purpose of the call, and/or other factors.
In step E, call controller 230 forwards the selected content to either or both of the caller and the called 
party. In some embodiments, the content may be served directly to a caller or called party from a content 
provider. Content may be presented to either party before the called party's telephone rings, during the 
parties' call, and/or after the call is terminated.
The voice channel between caller 210 and called party 250 may be routed and established in a normal 
fashion. However, initiation of the connection may be delayed for a short period of time (e.g., by call 
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processor logic operating on the caller's telephone). Thus, the actual voice connection may be completed 
any time after step A.
Illustrative content that may be presented to a caller or a called party pre-ring includes commercial offers 
and advertisements (e.g., if the other party is a commercial organization), private content such as 
pictures, communications, present status, current location (e.g., if the other party is a private individual), 
notifications, alerts, an identifier of the other party to the call (e.g., a corporate logo, a personal avatar), 
etc. As part of pre-call content, a caller may be able to better target his destination party. For example, if 
he is calling an organization's main (or toll-free) number, he may be presented with content that allows 
him to choose a particular office or outlet (e.g., based on city or address).
Illustrative content that may be presented to a party during a call includes any or all types of content that 
may be presented pre-ring. In-call content may also or instead relate to the parties' voice connection, 
perhaps to provide visual description of a subject of the parties' conversation, to graphically show different 
products or product options, to show a transcript of the conversation in real-time or near real-time (or 
provide other assistance to a hearing-impaired party), to guide a party through an IVR (Interactive Voice 
Response) menu, to provide customer assistance graphically (instead of or in addition to verbally), to 
exchange information textually/graphically instead of having to speak it or punch it in via a keypad, to 
promote an up-sell, to guide a party through an organization's telephone directory to find a desired 
person, etc.
Illustrative post-call content includes content that may be presented pre-ring and/or in-call. Post-call 
content may also or instead summarize the parties' conversation or transaction, provide a receipt, identify 
follow-on actions, confirm a later appointment or other scheduled event, etc.
FIG. 3 illustrates content that may be presented to a caller or a called party in association with a 
telephone call, according to some embodiments of the invention.
Content 310 reflects the presentation of a logo, profile, or other content that identifies an organization. In 
particular, content 310 comprises an advertisement of a merchant. Content 310 may be presented to a 
caller when she initiates a call with the indicated merchant, or may be presented to a called party when 
the merchant calls her (e.g., to verify an order, to report on an order status, to obtain additional 
information). Or, the illustrated content may be presented when a person engages in a call with a 
competitor of the indicated merchant, or another party unrelated to the merchant.
Content 350 includes not only a logo or other visual illustration of an organization, but also presents an 
offer of a product or service (i.e., a room upgrade). Illustratively, the recipient of content 350 may have 
booked a room reservation (with the indicated merchant or a competitor), or may be in the process of 
making a room reservation.
Thus content 350 may be presented while the recipient is engaged in a call with the offering merchant, in 
which case the recipient can verbally accept the offer or make an inquiry. Or, if the offer is presented 
when the recipient is not currently engaged in a call with the merchant, hitting a “dial” button, tapping the 
screen (if it is touch-sensitive) or activating another control may initiate a call between the recipient and 
the advertising merchant so that she can take advantage of the offer.
In FIG. 3, a call controller managing the presentation of content 310 and/or content 350 may be a 
merchant featured in the content, especially for a call placed to the merchant or from the merchant. Or, 
the call controller may be a call server or other third party. Because the call controller may be a third 
party, calls during which the content is presented may not even involve a merchant identified 
in content 310 or content 350.
FIG. 4 also illustrates content that may be presented to a caller or called party in association with a 
telephone call, according to some embodiments of the invention.
Illustratively, content 410 may be presented to a caller during a call with the indicated pizza 
vendor. Content 410 not only allows the merchant and the caller to verify the caller's current order, but 
also comprises an advertisement or offer for an additional purchase, and may be presented before, 
during, or after the call. Specifically, content 410 verifies the customer's order (i.e., for one large Chicago-
style pizza, with pepperoni) and the delivery address, and also reminds the customer of a special offer 
(i.e., $0.99 apple pies on Tuesday nights).
Content 410 may also, or instead, provide a control that the caller can actuate to cause the caller's 
address (e.g., home address, work address, current address) to be transmitted to the merchant or call 
controller. Illustratively, address information may be stored on the caller's communication device (e.g., in 
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a contact record associated with the caller) and may be automatically transmitted to another party when 
the caller initiates such action.
In FIG. 4, the call controller that manages the presentation of content on the customer's telephone may 
be a telephone agent associated with the pizza merchant. In this case, when the customer called the 
merchant, a data connection was automatically established between the controller (which may be local to 
or remote from the customer) and the customer. Thereafter, the call controller can determine what is 
presented to the caller.
FIG. 5 also illustrates content that may be presented to a caller or called party in association with a 
telephone call, according to some embodiments of the invention.
Content 510 of FIG. 5 identifies a merchant or other organization with which a person has established a 
telephone call, completed a telephone call, or is about to call, or possibly a competitor of such a 
merchant. Content 510 includes coupon 520, and may be used during a call with the advertiser or offline 
(e.g., in person in a retail store). As indicated, the coupon may be automatically transmitted to the 
person's email address if the call controller or an associated call server knows his or her address, or if the 
person releases the address.
In other embodiments of the invention, other content may be presented to a party when he is engaged in 
a call with a merchant, or has initiated a call to a merchant. For example, the party's last transaction may 
be displayed, an outstanding balance or other account status may be presented, another merchant 
advertisement (e.g., from the yellow pages, from an email campaign) may be displayed. etc.
A call reflected in FIG. 5 may be controlled by the organization identified in the content (e.g., a telephone 
agent that is talking or has talked with the customer) or by a third party (e.g., a call server).
FIG. 6 illustrates content that may be presented to a potential called party in association with a telephone 
call, according to some embodiments of the invention.
Content 610 of FIG. 6 may be presented to a called party pre-ring (i.e., before her telephone rings), in 
association with a pending call from an organization, such as the indicated bank. As shown in FIG. 6, the 
content advises the party that the organization is placing a call to her telephone, and indicates a reason 
for the call. The party may be able to defer the call, agree to answer it, or take other action, by activating 
a corresponding control 620.
In some embodiments, advisory pre-ring content such as content 610 may include information to help 
verify the authenticity of the source of the upcoming call. For example, the organization may include some 
digits of the person's account number, give details of a previous transaction with the organization, etc.
In some embodiments, pre-ring content may include controls for taking action such as accepting the call 
as planned, completing the call immediately, postponing the call, scheduling it for a particular time, etc. 
Such controls may be included as part of the pre-ring content, or may be added by the call controller or 
the call processor logic on the receiving party's communication device.
A call controller for presenting content 610 may be the organization that wishes to contact the called party 
(e.g., a telephone agent, an account representative), or may be a third party.
FIG. 7 illustrates content that may be presented to a caller in association with a telephone call, according 
to some embodiments of the invention.
Content 710 of FIG. 7 is presented to a caller pre-ring, when he commences a call to a friend or 
acquaintance (e.g. someone within her list of contacts or friends). Instead of only seeing the name and/or 
number of the person he is calling, the caller receives additional information regarding the called party 
and/or other people, such as a picture of the called party.
Pre-ring content 710 reports the current status of the target called party, which may be determined by the 
call controller or call server handling the data portion of this call. His status may be tracked by the call 
controller, especially if the call controller is associated with the called party's telephone service provider, 
in which case it can easily stay apprised of the status of the party's telephone.
Thus, the target called party's status may indicate that he is currently on another call, that he is otherwise 
busy, that his telephone is turned off, etc. Illustratively, he may have activated a control on his telephone 
that reports his status. Based on the called party's status, the caller may be offered options to have a 
return call placed to the caller when the called party is available, to try the call again, to continue with the 
call (e.g., to leave a voicemail or media message), to camp and wait for the called party to become 
available, etc.
Content 710 also includes an excerpt from the called party's (or a third party's) electronic presence (e.g., 
an excerpt from Facebook, MySpace or other web site), a recent Twitter message (from the called party 
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or a mutual friend/acquaintance), an offer to make a further connection with the called party (e.g., via 
LinkedIn, hi5, Windows Live Messenger), a recent photo posted by the called party, and so on.
As indicated in FIG. 7, content 710 may be presented as pre-ring content, but some elements of the 
content may also (or instead) be presented as in-call or post-call content. Alternatively, in-call and post-
call content may be completely different from content 710.
The called party may be presented with similar content pre-ring, in-call and/or post-call. Of course, 
instead of seeing content about himself, the called party would be presented content associated with the 
caller and/or third parties (e.g., mutual friends and acquaintances).
Content 710 includes timer 712 that indicates how soon the voice channel of the call will be connected or 
routed for connection. Illustratively, the voice connection may be delayed in order to determine and 
present the called party's status, to retrieve content to be presented, to allow the caller to 
review content 710 or to choose an alternate course of action if the called party is not currently available, 
or for some other reason. A control (e.g., one of controls 720) may, however, allow the caller to terminate 
the delay and proceed with (or attempt) the voice connection immediately.
A call controller for controlling presentation of content 710 in FIG. 7 may be the called party or a third 
party (e.g., a call server, a telephone service provider of the caller or the called party). For example, the 
called party may have specified certain content, or sources from which content may be retrieved, for
presentation to someone when a call is established or is being initiated to him. Similarly, the caller may 
have identified content that may be displayed to the called party, in which case he may be considered the 
call controller for the called party's side of the telephone connection.
FIG. 8 further illustrates content that may be presented to a caller or called party in association with a 
telephone call, according to some embodiments of the invention.
Content 810 of FIG. 8 not only identifies the other party to a current call, but also includes content drawn 
from an electronic presence of the other party (or a third party), such as content from Facebook, Slide, 
Twitter and/or other web sites or content repositories. Yet other content may be accessed by either or 
both of the parties to the call, by activating an appropriate control within content 810 to open a YouTube 
video, view a photo at Flickr, listen to some audio, etc.
Content 810 may also provide personal information about the other party (e.g., her upcoming birthday), 
her approximate location (e.g., 1700 feet away), her status (e.g., in a meeting, dining, in transit).
An advertisement included with content 810 may be relevant to another portion of the content (e.g., a 
birthday announcement, a discussion of traffic, an invitation to dine), and/or may be associated with one 
or both of the parties' current locations (e.g., as reported by a GPS component of a party's telephone).
A call controller responsible for presenting content (or determining content to be presented) to a caller or 
called party in the call of FIG. 8 may be the other party, a call server or some other third party (e.g., the 
source of the advertisement).
As seen in FIGS. 3-8, pre-ring, in-call, and post-call content presented to a caller or called party may 
relate to any of the parties to a call and/or a third party. The content may include entertainment for one or 
more of the parties to enjoy before, during, and/or after the call, but may also include commercial 
information (e.g., sales offers, transaction details, advertisements, coupons). Commercial content 
presented to a party engaged in a call with an organization may be associated with that organization, a 
competitor, an associate, or an unrelated entity.
Content may include various controls for accessing additional content (alone or in unison with the other 
party to a call), for navigating to a party's page or presence at a particular web site, for affecting the voice 
channel of a call (e.g., to delay or reschedule a call, to leave a message, to add another party to the call), 
for accepting or viewing further details of an advertisement, and so on.
Some controls and actions offered via content presented on a party's communication device may involve 
altering the routing of a current call. For example, when a caller initiates an overseas call via a particular 
carrier, an advertisement or offer from a competing carrier may be presented pre-ring (e.g., to complete 
the call for $0.0X per minute). If the caller wishes to take advantage of the offer, he may activate a 
corresponding control within the presented content. Or, the offer may be presented as an offer or coupon 
during or after the original call.
Similarly, a caller may choose to route a call to a different destination based on pre-ring content. Thus, if 
a caller dials a commercial organization and an advertisement or offer from a competitor is presented pre-
ring, the caller may accept the offer (e.g., by activating a control within the content), in which case the 
destination of the call is changed before the original called party's telephone rings.
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In some embodiments of the invention in which a call is controlled by a third party (i.e., not the caller or 
the called party), the call controller may present to one party content associated with a competitor or an 
associate of the other party. For example, content selected for presentation may be provided by the 
highest bidder for calls targeting a particular merchant or from a particular caller, or from a caller matching 
a certain demographic (e.g., age, sex, location, income).
In some embodiments, before or during a current call, a caller (or called party) may specify that another 
call should be established when the current call is terminated. If multiple follow-on calls are desired, a 
queue may be established (and be viewable to that party). For example, if an advertisement or a 
communication from a friend/acquaintance is presented to the caller before or during a first call, he may 
activate an associated control to program his communication device to automatically place a follow-on 
call when the current call is completed.
As described previously, when a caller or called party's communication device is not capable of 
presenting rich content, pre-ring, in-call, and/or post-call content may be presented on a selected 
computing device. The content may be presented within a traditional browser program, within an 
application provided by an operator of a call server (or by some other entity), via an instant messaging 
program or electronic mail, or in some other manner.
FIG. 9 is a flow chart demonstrating a method of controlling presentation of multimedia content in 
association with a telephone call, according to some embodiments of the invention. In these 
embodiments, content may be presented on a communication device or associated computing device of 
either or both a caller and a called party.
In operation 902, a caller initiates a call from a communication device. In some embodiments of the 
invention, a dialer or call processor on the caller's telephone is augmented or replaced by a dialer or call 
processor configured to facilitate such media presentation, or is modified to operate as described here.
A replacement or modified call processor program may be configured to immediately initiate a data 
connection with a call server or other controller when the caller enters the number to be dialed, when the 
caller selects the party to be called (e.g., from a list of contacts), or when the caller activates a control to 
place the call (e.g., a “dial” button”). Or, if the caller uses a search function to find a desired party by 
entering a partial name or telephone number, the search may be performed both on the user's device and 
off the device (e.g., at a call server), in which case the call controller can determine in real time that a call 
is being commenced.
In optional operation 904, the call processor (or other logic on the calling device) may present an initial 
message or content screen to the caller (if the calling device is capable of presenting such a message). 
For example, if the called party is known to be a friend of the caller, an initial message such as 
“Retrieving X's latest photo from Facebook . . . ” or “Checking X's current status . . . ” (where X is the 
name of the friend) may be displayed.
Or, if the called party is known to be a merchant that has an agreement with the call controller, a 
commercial-oriented message may be displayed, such as “Checking for personalized offers . . . ” (if the 
called party is a vendor) or “Retrieving details of your previous transaction . . . ”, etc.
Yet further, an initial set of content may be presented from local storage (e.g., a cache) on the caller's 
device. For example, for parties that the caller often communicates with (e.g., close friends, favorite take-
out restaurants), content related to the parties (e.g., pictures, video shared between the parties, a menu) 
may be presented even before the call is connected. Depending on the resources of the caller's device, 
content related to any number of specific parties, and/or general content that may be displayed for calls to 
various parties, may be cached on the caller's communication device.
Thus, an initial message displayed even before the caller's call is placed may comprise a logo or 
advertisement of a commercial business, an avatar representing a friend or acquaintance, a picture of the 
called party, social content (e.g., from a social networking or content sharing web site), etc. Such content 
may be automatically refreshed on a regular or occasional basis. In some alternate embodiments of the 
invention, an initial message may simply indicate that the desired call is being placed (e.g., with minimal 
or no multimedia content).
In optional operation 906, the voice portion of the call is delayed. In particular, in the illustrated 
embodiment of the invention, signaling of the call via SS7 (Signaling System Number 7) or other 
telephone switching scheme may be automatically delayed by a short period of time (e.g., 1 second, 5 
seconds, 10 seconds) to allow a data portion of the call to be established between the calling device and 
a call controller. As described above, the call controller may be a call server, a telephone agent 
(automated or human), an operator, or other entity.
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A default period of delay may be increased or decreased based on an identity of the caller or called party, 
or the time necessary to collect and present appropriate content, and different delays may be associated 
with different parties. Yet further, once the data connection is established with the call controller (e.g., in 
operation 908), the calling device may be instructed to extend the delay or to reduce or eliminate any 
delay.
For example, if the call is being placed to a particular friend or acquaintance, and it is known that no 
relevant multimedia content is available regarding that person, the delay may be negligible. Alternatively, 
if the call controller is able to quickly determine that an electronic presence of the called party has 
recently been changed (e.g., at a web page on Facebook or MySpace or Slide), a delay may be 
lengthened to allow that page (or a portion thereof) to be retrieved and served to the calling device.
As another example, if the call is being placed to an unknown party, no content specifically relative to that 
party will be identified, and so there may be little or no delay. Alternatively, if the called party is a known 
commercial entity, the call controller may implement a delay sufficient to allow identification, retrieval, and 
serving of relevant content—such as details of a previous transaction, a status of a current transaction, an 
advertisement from a competitor, a special deal, a guide to an IVR (Interactive Voice Response) menu of 
the called party's telephone system), etc.
Voice connections to some telephone numbers (e.g., 911, 411, 0), to friends and acquaintances (e.g., 
private individuals within the caller's contact list), or to numbers matching certain patterns (e.g., anything 
less than seven digits, anything more than ten digits, anything with a * or # symbol) may be initiated 
without delay or otherwise treated in a special manner.
In operation 908, a data connection between the caller's communication device and the call controller is 
established, and the call controller receives the origination telephone number, the destination telephone 
number, and any related information (e.g., names of caller and called party, an indication of a frequency 
of contact between the parties, details of a previous call between the parties).
In some embodiments of the invention, the call controller is an agent associated with either the caller or 
the called party, especially when that party is (or represents) a company or other organization. Thus, 
presentation of content in association with calls placed to some organizations (e.g., large commercial 
companies) may be controlled by an agent that works for that organization. In these embodiments, the 
call controller can present to the caller special deals (e.g., sales, personalized offers, upgrades), details of 
a previous or current transaction between the caller and the organization, visual information regarding the 
organization or a product or service the organization offers (e.g., pictures, video, graphics), etc.
In other embodiments, a call controller may be a third party (e.g., the caller's or called party's telephone 
service provider, an operator of a call server). A third party controller may control presentation of content 
related to either or both the caller and called party, and/or may present content relating to a different 
party. For example, a third party call controller may present to a caller an advertisement for a competitor 
or affiliate of the called party, or present to the called party an advertisement for a competitor or affiliate of 
the caller.
A call controller may establish agreements with commercial (and/or other) entities to present their 
selected content (e.g., advertisements, special offers) to certain callers and/or called parties based on 
their identity or the identity of a party to which they would be connected if the current call is completed. 
The content to be presented may be selected at random, or may be based on an identity or profile of the 
caller or the called party.
In particular, a call controller (especially a third party call server) may auction or otherwise sell content 
presentation to advertisers or other entities. The call controller may differentiate content presentation 
opportunities based on the caller and/or called party identities, geographical location of a party, party 
demographics, and/or any other characteristic.
Also in operation 908, the call controller may quickly attempt to ascertain a status of the called party. For 
example, by making (or attempting to make) a data connection to the called party's communication 
device, the call controller may determine that the called party is available, is on a call (and maybe an 
identity of the other party), is in a meeting or is otherwise unavailable. Illustratively, such a status may be 
determined based on a status of the communication device (e.g., off-hook) or by a status set on the 
device by the called party (e.g., to forward calls, to initiate a silent mode of operation).
If the called party is unavailable, the caller may be offered the option to wait, to call later, to leave a 
message, to have the called party place a return call the caller, to automatically place a call from the 
caller to the called party when he/she is available, etc.
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The call controller may also determine whether the communication devices of either the caller or called 
party are incapable of presenting multimedia content, in which case any content selected for presentation 
to that party may be presented on an associated computing device (if one has been identified).
Once the call controller learns the identities (or telephone numbers) of either or both the caller and the 
called party, it may block or allow the call based on a global block/allow list maintained at the call 
controller. For example, if the caller is a known telemarketer or spammer (or other undesirable caller), or 
perhaps even a suspected telemarketer, and the called party has opted to have calls from such sources 
blocked, the call controller may block the presentation of content to the called party and may even 
prevent the voice connection from being completed.
In operation 910, the call controller selects content to be presented to the caller and/or called party, and 
retrieves it from an internal database or from an external location. To select content for presentation, the 
call server may consider personal characteristics (e.g., age, sex, geographical location), behavior (e.g., 
browsing history, calling history, buying pattern) and so on, of the caller and/or the called party.
The call controller may also consider whether the caller or called party is known to have a personal web 
page, a page on a social networking or dating site, or some other electronic presence that can be 
accessed and that can be shared with the other party. Illustratively, subscribers may give permission to a 
call controller to access certain electronic information and present it to all or selected parties. Thus, 
friends and family members can specify that their electronic content on certain sites can be shared with 
certain people (or all parties) with which they communicate.
Content may be presented to either party pre-ring (i.e., before the called party's communication device 
rings), in-call (i.e., during a call), and/or post-call (i.e., after one or both parties hang up). The call 
controller may identify and/or retrieve content to be displayed in all phases at once, or may 
identify/retrieve content separately for the different phases. Information necessary to select appropriate 
content (e.g., identities of the caller and called party) may be received via the data connection—such as 
in the form of the parties' telephone numbers or network addresses (e.g., for VoIP calls)
Content to be presented to a party may change over time, or be replaced, even during a call. For 
example, if one of the parties updates a page of personal electronic content (e.g., on a social network 
site), that page or the changes may be automatically shared with the other party. Or, as a call with a 
commercial entity proceeds, presented content may be updated to reflect an order that is being placed for 
a good or service, to verify terms of a transaction, etc.
In operation 912, pre-ring content (i.e., content to be presented before the destination communication 
device rings) is transmitted to the caller and/or the called party via data channels.
In some embodiments of the invention, pre-ring content presented to a caller or called party comprises 
information that the call controller believes the party may be able to use or wish to see during the call. For 
example, if one party is an organization, the other party may be shown location information regarding the 
organization (e.g., the nearest shop or outlet of the organization), a profile or description of the 
organization, details of a previous or pending transaction with the organization, the status of an account 
with the organization, an offer from a competitor of the organization, a purpose of the call, a notification of 
the call, etc.
If the parties are friends or acquaintances, one party may be shown content drawn from a social 
networking site or other electronic presence of the other party (e.g., a photograph, a video), content 
shared between the parties, status information of the other party or a mutual friend/acquaintance, etc.
Thus, pre-ring content presented to a caller or called party may be associated with the other party and/or 
a third party (e.g., a competitor of one of the parties to the call, a mutual friend or relative of the caller and 
the called party). Further, the called party may be offered the opportunity to postpone or reschedule the 
call for a later time.
In operation 914, the voice channel of the call is routed normally (e.g., through the telephone network of 
the caller's service provider), and a communication device of the called party rings.
In operation 916, after the called party answers, in-call content (i.e., content presented during the call) is 
transmitted to each party's communication device (or associated computing device) for display to the 
caller and/or the called party. In-call content may be the same as, or different from, pre-ring content.
For example, if one party is a merchant, the other party may be presented with information regarding a 
current transaction with the merchant, possibly to verify what is being ordered, a delivery address, a 
method of payment, or other detail. This data may be updated dynamically as the call progresses. Or, if 
the caller and called party are collaborating on a document or other electronic product, some or all of that 
content may be displayed.
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Yet further, one of the parties may select content stored on his or her communication device, or navigate 
a browser of their device to some content, and elect to share that with the other party. The call controller 
or a call server would then ensure the other party is able to access the content. Content may be shared in 
this manner before, during, and/or after a call. Even without an associated call, one party may be able to 
transmit data or content to another party via the system described herein, for off-line presentation to the 
other party.
One benefit of presenting in-call content is that a caller and a called party can engage in simultaneous 
data and voice connections. Although the voice connection will couple the caller and called party (and any 
other parties conferenced in), the data connection may couple each party to a call server or a call 
controller. They may therefore discuss and share electronic content in real-time.
If the call is not answered in operation 916, the caller may be able to leave a voice or multimedia 
message for the called party.
In operation 918, one or both of the parties hang-up, thereby terminating the voice channel of the call.
In operation 920, additional (post-call) content may be presented to either or both of the caller and the 
called party. Post-call content may verify a decision made during the call, provide a party with follow-on 
tasks (e.g., make a call to another party, view a web page associated with the other party), etc. Or, post-
call content may be identical or similar to pre-call and/or in-call content.
In some embodiments of the invention, a person (or organization) may construct or design a custom set 
of content to be presented to another party before, during, or after a call to (and/or from) that party. The 
content may be static in that it comprises content that is selected once and does not change unless/until 
the person changes the content. Or, the custom content may comprise links to content or content sources 
that may change over time—such as the person's MySpace or Facebook page (or a particular frame of 
such a page). As the content changes, the updated content will be captured and presented to other 
parties as allowed by the originating party (e.g., limited to friends and family, displayable to all parties).
For example, a person may assemble a personalized hello screen or page (for playing at the beginning of 
a call) or a personalized goodbye screen (to be played after a call). Other personalized screens may be 
configured to be presented to another party in the case the person cannot take a call—such as one 
screen if the person is busy, and a different screen if the person is away from her phone—or for other 
reasons.
Such personalized content may include controls for taking some action. For example, if a called party is 
busy and cannot take the caller's call immediately, personalized content may be presented to the caller 
with a control that helps the caller navigate to the called party's social network web page, to a calendar for 
making an appointment or seeing when the called party will be available for a call, etc.
A call server or other entity may provide a web server or other online service to assist a subscriber in the 
creation and maintenance of a personalized page or screen of content to be presented to another party 
when the subscriber calls (or receives a call from) the other party. This service may be independently 
operated or may be hosted by another online presence, such as MySpace, Facebook, Slide, etc.
Other parties, particularly organizations, may develop custom pages or screens independently. Custom 
screens may be cached on a call server, stored with a call controller, or maintained elsewhere (e.g., in the 
organization's data center) in anticipation of being retrieved for presentation. In some embodiments, a 
party's custom screen may be indexed by telephone number, by an identity of the party (e.g., name), 
and/or in another manner.
In addition to, or instead of, identifying or constructing default custom content to be presented to another 
party in association with a telephone call with that party, a person (or organization) may construct or 
select a simple pre-ring message to be presented to a targeted party. As described above, for example, a 
caller may issue a pre-ring message identifying a purpose for the pending call.
Before, during, after, and between calls, a party may push images, video, and/or other content to another 
party (e.g., an electronic contact or business card, an electronic birthday card, a shipping address or 
billing address, payment data, a receipt). Further, parties to a call may simultaneously access content 
located on one of the parties' devices or elsewhere.
FIG. 210 is a flow chart of operationsdemonstrating a method of presenting relevant content to a caller in 
association with a call to an organization (e.g., a merchant), according to some embodiments of the 
invention.
DESCRIPTION OF SPECIFIC EMBODIMENTS OF THE INVENTION
In operation 1002, an operator of a call server accepts bids for the opportunity to present content to 
persons calling the organization. In particular, third parties (and/or the organization itself) may bid an 
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amount they are willing to pay the call server in return for the call server presenting the third party's 
selected content to some number of callers that initiate calls to the organization.
This operation may be part of a larger effort in which the call server auctions the ability to present content 
to persons that will call various organizations. In different embodiments of the invention, content selected 
by the winner of an auction may be cached on a call server, may remain with the winner or may be 
cached elsewhere (e.g., an ad server). The call server may auction different call types separately—such 
as calls from different geographical areas, calls from callers matching different demographics, calls to a 
specific subset of the destination organization's telephone numbers, etc.
Because content may be presented to a caller pre-ring (before the destination party's telephone rings), in-
call (during the call), and/or post-call (after the call), different parties (or the same party) may earn the 
right to have their content presented at different times. Thus, one party may supply pre-ring content while 
other parties present in-call and post-call content. Or, one party may win the right to supply multiple 
stages of content in association with one call.
Further, multiple parties may obtain the opportunity to present content at the same time. For example, 
one type of content (e.g., pre-ring content) may be configured to comprise two (or more) components or 
frames, and each component may be populated by a different source.
In some embodiments of the invention, a party (e.g., the organization) may obtain the ability to directly 
control the presentation of content on the caller's communication device at some phase, especially during 
and/or after the call. Thus, while a different party, such as a competitor of the organization, may serve 
pre-ring content for a caller, once the call is connected to the organization, the organization may be able 
to dynamically select and present content to the caller.
In optional operation 1004, the call server receives a destination telephone number lookup request from a 
caller's communication device (e.g., telephone). More specifically, in the embodiments of the invention 
reflected in FIG. 10, a caller may initiate a keyword-based lookup of a destination telephone number. The 
keyword received in operation 1004 may or may not match the organization identified in operation 1002.
To perform a search, the caller may enter a portion of the name of a desired destination by spelling it out 
with his telephone's keypad or by speaking it into the telephone's microphone. That input may be used 
(and converted to text as necessary) to lookup matching parties locally (i.e., on the caller's 
communication device) and/or globally (i.e., on a call server or other location external to the caller's 
communication device).
It may be noted that a keyword-based search may involve searching for specific people and/or 
organizations having names that match a caller's keyword. Or, a keyword may identify a category of a 
good or service the caller desires (e.g., pizza, taxi, hotel, Chinese food), in which case the results will 
include parties that can provide the desired good or service.
Thus, if the caller enters several letters of a merchant's name or category of good (e.g., “h e r t”, “m a r r i 
o”, “p i z z”), searches may be initiated for people and/or organizations that match the keyword or input 
pattern. A search may return any number of results (zero or more), depending on how many characters 
are input, whether the caller is spelling the name correctly, how many telephone numbers are associated 
with parties that match the keyword, etc.
In some embodiments, the call server may auction or sell priority positions in keyword search results. 
Specifically, a party matching a keyword pattern (or even a party that doesn't match the pattern) may pay 
the call server to receive premium treatment in a list of search results served to the caller (e.g., by being 
placed at the top of the list, by receiving an entry having larger size, different color or other highlighting).
If multiple telephone numbers are found for a given party that matches the keyword(s), they may be 
ordered in some logical fashion. Thus, a local or toll-free number for the party may be prioritized higher 
than a long-distance number, a matching party that the caller has called before may be prioritized above 
one that he or she has not called before, etc.
Of note, a search or directory lookup initiated by a caller in operation 1004 may simultaneously or 
sequentially search the caller's local communication device and a call server (and/or a third-party 
directory), with only a single command or control activation. Thus, the caller can initiate a search of 
multiple data repositories, local and remote, with a single command.
Besides searching a person's contact list on their local communication device and/or a central call server 
(or call controller), a directory lookup or contact search may also search contact information stored in the 
person's electronic online presence. Thus, contact information within the person's page on MySpace, 
Facebook or other social site may be searched. Yet further, a search may be conducted within a third-
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party data repository, such as online yellow pages, a university's or other organization's telephone 
directory, etc.
In optional operation 1006, the call server serves a list of search results. The results may be ordered 
alphabetically, by popularity or some other rating, by location (e.g., distance from the caller), by payments 
received from parties in the list, etc. A list of results provided by the call server may be merged with a list 
of results generated by the caller's communication device.
In operation 1008, the call server is notified of a call being placed to the organization. Illustratively, the 
caller may have initiated the call by selecting or activating an entry within the list of search results 
received in operation 1006, or may initiate the present call at some later time. Notification of the call may 
be received via a data channel hosted by the caller's communication device.
Alternatively, the notification may be received via a data connection with the caller's telephone service 
provider. This may occur if the caller's communication device does not have a data channel or is not 
capable of presenting rich content.
Routing of the caller's voice connection may be automatically delayed by the caller's communication 
device or by the caller's telephone service provider. For example, the destination organization may be 
recognized as a commercial entity, and call processing logic on the caller's device (or at the caller's 
service provider) may be configured to delay calls to commercial organizations so that appropriate 
content can be selected and presented to the caller.
In operation 1010, the call server identifies a source of pre-ring content to be presented to the caller, 
based on the destination telephone number (i.e., the organization), the caller's identity, the caller's 
location, and/or other factors. Based on the auction of operation 1002 for example, the call server may be 
configured to serve content provided by the winner of the auction to the next X number of callers that 
place calls to the organization, or to callers matching some specific criteria.
In operation 1012, the call server queries the content provider for the pre-ring content. Alternatively, such 
content may be pre-identified, in which case the call server may automatically retrieve it.
If the pre-ring content must be retrieved from the content provider, the call server may provide information 
regarding the caller (e.g., telephone number, name, demographic data). Such information may be used 
by the content provider to select particular content; for example, the content provider may wish to present 
different content to callers that it “knows” than to unknown callers. Therefore, if the caller has a 
relationship with the content provider, the content provider may produce content comprising a different 
offer, advertisement, or other message.
In operation 1014, the content provider submits pre-ring content to the call server that it would like to 
have presented to the caller or, alternatively, identifies a location (e.g., URL, network address) from which 
the content may be retrieved.
In operation 1016, the call server transmits the selected pre-ring content to the caller's communication 
device, and call processing logic (or other logic) operating on the device presents the content to the 
caller. Alternatively, browser logic (or other logic) operating on the communication device may be 
instructed to retrieve the content from one or more specified locations. For example, the pre-ring content 
may comprise one or more components stored in one or more locations, and the browser logic may be 
responsible for retrieving the components, assembling them, and presenting the content.
As described previously, if the caller's communication device is incapable of receiving or displaying the 
content, the content may be presented on a computing device associated with the caller.
In operation 1018, the caller's communication device (or computing device) or the call server determines 
if the caller takes some action with regard to the pre-ring content that affects routing or processing of the 
voice connection.
For example, the pre-ring content may include an offer from a competitor of the organization, or an offer 
to route the call more cheaply, and the caller may activate a control associated with such an offer. The 
action may thus simply affect how the voice connection is routed, or may change the destination of the 
call. If the call is modified by the caller's action regarding the pre-ring content, the method continues 
at operation 1020; otherwise, the method advances to operation 1022.
In operation 1020, the call server or logic operating on the caller's communication (or computing) device 
implements the desired action. Thus, a call processor on the communication device may drop or cancel 
the current voice connection (which may not have been dialed yet) and select a new telephone number to 
call.
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Note that if the call destination has changed (e.g., to a different organization), a different party may 
become responsible for providing content to be presented in-call and/or post-call.
In operation 1022, the voice portion of the call proceeds, either to the original destination or a new one 
specified by the caller in operation 1018. In addition, the call server queries or prompts the appropriate 
content provider for in-call content.
The program environment in whichIn an embodiment of the invention is executed illustratively 
incorporates a general-purpose computer or a special purpose device such as a telephone gateway. 
Details of such devices (e.g., processor, memory, data storage, display) are well known and are omitted 
for the sake of brevity.in which control of in-call content presentation completely passes to a call controller 
(i.e., content provider) other than the call server, such as the destination organization, such control may 
be passed in operation 1022. Specifically, once the call is confirmed to be destined for a particular 
organization, the organization may become the call controller for in-call content and possibly post-call 
content as well.
The techniques of the present invention may be implemented using a variety of technologies. For 
example, the methods described herein may be implemented in software executing on a computer 
system or implemented in hardware utilizing either a combination of microprocessors or other specially 
designed application specific integrated circuits (ASICs), programmable logic devices (PLDs), gate arrays 
or various combinations thereof. In particular, the methods described herein may be implemented by a 
sequence of computer-executable instructions transported by or residing on a medium, such as a carrier 
wave, disk drive, or computer-readable medium. Exemplary forms of carrier waves may take the form of 
electrical, electromagnetic or optical signals conveying digital data streams along a local network or a 
publicly accessible network such as the Internet.
In one embodiment of the invention, a system and methods are provided for enabling an outside party to 
real-time control of a telephone call which is carried by a network carrier.
FIG. 1 illustrates one embodiment of the invention, which is built around a call control 
system 10 operative as a call center that is physically decentralized among control elements and agents. 
In FIG. 1, element 101 is a telephone from which an initial outgoing call is placed through the public 
switched telephone system (PSTN) 12, element 102 is another example telephone that is connected 
through a voice over IP (VOIP) system 14. Element 201 is a Local Exchange Carrier (LEC) switch which 
receives the call from phone 101 and/or phone 102 and routes it to a Carrier Network 
System 300. Element 301 is within the Carrier Network System 300, and element 301 is an incoming 
gateway which receives calls from LEC switch 201, typically transported in SS7 or other signaling 
environments and separates the call into its signaling channel (control) component 16 and its bearing 
(voice) channel component 18. Element 302 is within the Carrier Network System 300, 
and element 302 represents a digital Voice-over-IP pathway, typically signaled using SIP or other 
protocols, which connects calls from incoming gateway 301 to element 303, as herein explained.
Element 303 is within the Carrier Network System 300, representing an outgoing gateway which 
terminates calls received over pathway 302, and terminating calls 
via pathway 304 to element 501. Element 304 is a pathway, usually carried using SS7 or other standard 
signaling environments, which terminates a call into call recipient 501. System 500 includes of a human 
operator agent who is associated with a terminal element that receives incoming phone calls 
via pathway 304 into agent phone 501, and who interacts with a simultaneously synchronized data 
terminal 502. Real-time information such as callerID, agent scripts that are associated with that incoming 
phone number at 201, and other agent-specific information and/or call-specific information, are displayed 
in real-time to the agent. System 500 could be physically close to or far from the other shown 
systems. System 500 is preferably replicated for each individual agent.
System 600 is an alternative to System 500. There are combinations of 
both System 500 and System 600 in a typical total environment. System 600 includes a human operator 
agent who receives incoming phone calls at 601 via internet VoIP cloud 120 and via digital 
(internet) pathway 121. The agent in system 600 interacts with a simultaneously synchronized data 
terminal 602. Real-time information such as callerID, agent scripts that are associated with that incoming 
phone number at 201, and other agent-specific information, are displayed in real-time to the 
agent. System 600 could be physically close to or far from the other shown Systems. System 600 is 
preferably replicated for each individual agent.
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Pathway 110 represents a signaling-only pathway (no voice channels) which signals 
to element 403 whenever a call is received into element 301. Element 110 is carried over the internet via 
an encrypted virtual private network (VPN) tunnel. Element 107 represents a public or private internet 
channel.
Path 111 represents a signaling-only pathway (no voice channels) which signals through Proxy 
Server 304 to Outgoing Gateway 303 of where and how to terminate the call initially signaled via 110.
A call routing system 400 is a system which manages and controls the routing of voice calls in the virtual 
call center. Routing system 400 could physically be remote or in close proximity 
to system 300, system 500, or system 600. System 400 includes various sub-units which could reside on 
multiple or single computers/servers. Subsystem 401 is a database accessible to all subsystems 
within routing system 400. Call routing logic 402 contains the business logic and call routing algorithms 
that control the calls notified via the notification path 110. Server 403 is a network control interface which 
interfaces call routing system 400 to a carrier network 300. Agent interface server 404 is a web server 
which interfaces, via internet cloud 405, to multiple agent systems 500 and/or multiple agent 
systems 600. Pathway 122 represents a public or private internet channel or so-called internet cloud.
Call recording system 700 records phone calls, on a streaming basis, on to hard disk or other storage 
devices. Pathway 112 controls system 700 for each individual call, or within sub-segments or each 
individual call.
The operation of the invention associated with the foregoing virtual call center is outlined in FIG. 2. In a 
call control system operative as a call center, the method for controlling routing of a random incoming 
telephone call involves receiving the incoming call at an incoming gateway 301 (Step A), then causing 
signaling from the incoming gateway 301 to the call routing system 400 that an incoming call has been 
received by the incoming gateway 301 (Step B). Then the call routing logic 402 determines from incoming 
call information and information about availability of a qualified agent at a termination point 501 the 
specific termination point to which said telephone call should be delivered (Step C). Then the network 
interface 403 signals with specific control signals to the outgoing gateway 303 coupled to the selected 
termination point 501 (Step D). The outgoing gateway 303 is caused to connect to the incoming 
gateway 301 via a digital voice packet connection 302 (Step E), and the call from the outgoing 
gateway 303 is directed to the selected termination point 501 (Step F).
In a particular embodiment, a call is placed by a calling customer to a Company A. However, where 
Company A has assigned its phone number to be answered by an outsourced call center, the call center 
handles the call. Not only may the call center handle Company A's phone number, but also Company B, 
and Company C, etc. The calling customer is identified (e.g., by the original called number and/or caller 
ID fields), and the call is first received by the local exchange carrier's (LEC) switch 201. The call is then 
handed off from the LEC system 200 to the network carrier system 300 which has been previously 
assigned to carry Company A's phone calls.
The network carrier 300 then sends a Call Notification Signal, in real-time, to the outside party call routing 
system 400 to the effect that an incoming phone call for Company A has been received. Information such 
as who the caller is (ANI/CallerID) is also transmitted to the outside party routing system 400. The 
outside party routing system 400, which could be in Company A itself, or in an outsourced call center, or 
at another third party, then determines how to best complete the call. This determination can be based on 
a plurality of inputs, including which agents are available at that time to handle the incoming call, which 
agent is best suited to handle the call, which agent has historically been the most successful at handling 
similar calls, etc. The outside party routing system 400 could choose to have its computer server 
equipment physically located within the physical premises of the network carrier 300 for simplicity and 
lower cost.
A call routing signal is then sent from the outside party routing system 400 back to the network carrier to 
instruct the network carrier how and where to direct, i.e., “terminate” the call to. The designated 
termination point could be within the company itself, an offsite agent, or an offshore agent. Alternatively, 
the incoming phone call could also be routed first to an automated touch-tone or voice response system 
for further processing before being then handed off to a human agent.
Upon receipt of the Call Routing Signal, the network carrier 300 then completes the call by directing it to 
the termination point 501, 601 (i.e., a specific agent) as specified by the outside party. This terminating 
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leg could be completed to agents in a variety of forms, including as an analog call (POTS) or via Voice-
Over-IP call carriage over digital lines.
Contemporaneously, as the network carrier 300 completes the call to the specified termination 
point 501, 601, the outside party routing system 400 typically sends a data/text signal to the 
agent's computer terminal 502, 602 regarding the incoming call.
The algorithm for the routing logic 402 takes into account the various factors to determine the most 
appropriate agent to whom to direct the call in real time. Information related to the incoming call include 
caller geography (inferred from callerID area code), prior communications from the same callerID or caller 
profile information, language required, the target phone number dialed by the caller, or transaction 
number. Information about the agent is also considered. Agent qualifications, availability in real time, 
language ability, agent's historical experience or success rate, agent's account ownership, labor cost of 
agent, telecommunication routing cost, telecommunication signal quality and mode (such as bandwidth, 
line quality, or video quality), gender where appropriate to the product or service, and even time of day. 
The algorithm constructs a matrix of factors between the caller and the agents to determine by weighting 
of the factors which is the agent best suited to handle the call. The weighting is first by required factors, 
followed by optional factors, with contemporaneous factors being weighted to identify the more suitable 
among available and initially qualified agents.
There are various applications and further expansions of the present invention. The invention permits 
external call control of a network's call flow. The invention may be used to manage incoming calls for a 
plurality of companies into a network carrier while the routing and termination of those calls are controlled 
by an outside party. Simultaneous screen pops (data) may be sent to the agent while the network carrier 
completes the voice call to the same agent (when in combination with various above features). The 
invention can be adapted to split the call's voice channel from its signaling path a) when the network 
carrier continues to carry the voice path or b) when an outside party provides signaling to the network of 
how to continue routing and/or termination of the call. The invention can also be used with a real-time 
recording function which can record a call in real-time (when in combination with various above).
The following is a source listing in pseudo-code form of components of the method according to the 
invention.

//--------------------------------------------------------------------------

// Module: IncomingCallBeginNotification

// This module is invoked by the Carrier Network whenever an incoming call arrives

into the Incoming Gateway (301)

// Input Variables:

//  String: CallerID - telephone number which caller is calling from

//  String: CalledNumber - telephone number called by the user

//  String: IncomingGatewayID - identifies which incoming gateway received the call

//  String: CircuitID - incoming gateway's incoming call identification number

// Output variables:

//  String: Result (true if call was completed or false if call completion failed)

// Tasks performed:

   Call ActivityLogger (“ReceivedIncomingCall”, CallerID, CalledNumber,

IncomingGatewayID, CircuitID, timenow( ) );

   // Determine which company has been called based on the phone number the user

dialed

   CompanyBeingCalled = LookUpInDataBase (“Use Table: Phonenumber-CompanyID”,

CalledNumber)

   // Determine which Agent should be assigned this incoming call
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   AgentAssignedForThisCall = DetermineWhichAgentShouldReceiveThisCall

(CompanyBeingCalled, CallerID, IncomingGatewayID, timenow( ) );

   // Set in the Database which that this Agent is now busy

   WriteToDataBase (“Use Table: AgentID-Availability”, AgentAssignedForThisCall,

“Agent is busy”)

   // Determine what termination point (POTS or VOIP) the call should be directed

to for the assigned agent

   TerminationPoint = Call GetAgentsCurrentPhoneOrVoipTerminationPoint

(AgentAssignedForThisCall);

   // Set in the Database which Agent was assigned for this call. The specific

call is identified by the CircuitID

   WriteToDataBase (“Use Table: CircuitID-AgentID-TerminationPoint”, CircuitID,

AgentAssignedForThisCall, TerminationPoint)

   // Depending upon method of termination, complete the call to the termination

point

    If (TerminationPoint.POTS == TRUE) then Call SendSignalToOutgoingGateway

(IncomingGatewayID, CircuitID, TerminationPoint.TerminationPhoneNumber, “Complete call

CircuitID from IncomingGateway to TerminationPoint”)

    If (TerminationPoint.VOIP == TRUE) then Call

SendSignalToAgentsVOIPConverter601 (TerminationPoint.IPAddress, IncomingGatewayID,

CircuitID, “Connect call CircuitID from IncomingGateway”)

   // Determine what information should be displayed on the Agent's computer

screen, send that data to the Agent's screen

   DataToDisplayOnAgentsScreenForThisCall = LookUpInDataBase (“Use Table:

CompanyID-ScreenData”, CompanyBeingCalled)

   SendDataToAgentsComputer (AgentAssignedForThisCall, CallerID +

DataToDisplayOnAgentsScreenForThisCall)

   // Begin the call recording for certain clients

   If (CompanyBeingCalled.RecordTheirCalls == True) then CallRecording

(IncomingGatewayID, CircuitID, “Start Recording”)

   // At this point the call has been connected to the appropriate Agent, screen

data sent to Agent, and Recording begun.

   Return (true); // True because call was successfully routed

//--------------------------------------------------------------------------

// Module: IncomingCallEndNotification

// This module is invoked by the Carrier Network whenever an incoming call was ended

(hung up) by either party

// Input Variables:
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//  String: CallerID - telephone number which caller is calling from

//  String: CalledNumber - telephone number called by the user

//  String: IncomingGatewayID - identifies which incoming gateway received the call

//  String: CircuitID - incoming gateway's incoming call identification number

// Output variables:

//  String: Result (true if call was completed or false if call completion failed)

// Tasks Performed:

   Call ActivityLogger (“EndIncomingCall”, CallerID, CalledNumber,

IncomingGatewayID, CircuitID, timenow( ) );

   // Read from DataBase which agent took this call - which agent was previously

assigned for this incoming call

   AgentAssignedForThisCall, TerminationPoint = LookUpInDataBase (“Use Table:

CircuitID-AgentID-TerminationPoint”, CircuitID)

   // Depending upon method of termination, end the call to the termination point

    If (TerminationPoint.POTS == TRUE) then Call SendSignalToOutgoingGateway

(IncomingGatewayID, CircuitID, TerminationPoint.TerminationPhoneNumber, “End call

CircuitID from IncomingGateway to TerminationPoint”)

    If (TerminationPoint.VOIP == TRUE) then Call

SendSignalToAgentsVOIPConverter601 (TerminationPoint.IPAddress, IncomingGatewayID,

CircuitID, “End call CircuitID from IncomingGateway”))

   // Determine what information should be displayed on the Agent's computer

screen, send that data to the Agent's screen

   DataToDisplayOnAgentsScreenForThisCall = “Dear Agent: This call has now

ended.”)

   SendDataToAgentsComputer (AgentAssignedForThisCall, CallerID +

DataToDisplayOnAgentsScreenForThisCall)

   // Set in the Database which that this Agent is available again

   WriteToDataBase (“Use Table: AgentID-Availability”, AgentAssignedForThisCall,

“Agent is available”)

   // End the call recording for certain clients

   If (CompanyBeingCalled.RecordTheirCalls == True) then CallRecording

(IncomingGatewayID, CircuitID, “End Recording”)

   // At this point the call has been disconnected from the Agent, screen data

sent to Agent, and Recording ended.

   Return (true); // True because call was successfully routed

//--------------------------------------------------------------------------

// Module: AgentCheckedIn

// Input Variables:
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//  String: AgentID - Agent's identification number

// Output variables:

//  None

// Tasks Performed:

//  This module is called when the Agent logs into website to inform system that

Agent is now available to receive calls

   // Set in the Database which that this Agent is available again

   WriteToDataBase (“Use Table: AgentID-Availability”, AgentID, “Agent is

available”)

   ActivityLogger (“Agent is available”, AgentID, timenow( ) );

   Return( );

//--------------------------------------------------------------------------

// Module: AgentCheckedOut

// Input Variables:

//  String: AgentID - Agent's identification number

// Output variables:

//  None

// Tasks Performed:

//  This module is called when the Agent logs into website to inform system that

Agent is not available to receive calls

   // Set in the Database which that this Agent is available again

   WriteToDataBase (“Use Table: AgentID-Availability”, AgentID, “Agent is not

available”)

   ActivityLogger (“Agent is not available”, AgentID, timenow( ) );

   Return( );

//--------------------------------------------------------------------------

// Module: DetermineWhichAgentShouldReceiveThisCall

// Input Variables:

//  String: CompanyBeingCalled - identifies which company/client/phone number this

call is for

//  String: CallerID - telephone number which caller is calling from

//  String: IncomingGatewayID - identifies which incoming gateway received the call

//  String: timenow - current time/date

// Output variables:

//  String: AgentID - Selected Agent's identification number

// Tasks Performed:

//  Determine: 1) Which Agents are qualified to receive this call then 2) which

Agent is best suited to receive this call
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   // First create a list of 1 or more Agents who are Qualified to handle this

call

   ListOfQualifiedAgents = null;

   While Loop { (ThisAgent = Loop through list of all Agents)

     If ( ThisAgent.Available == IsAvailableNow) and //is this Agent

currently available?

    If ( ThisAgent.TrainingCredentials == CompanyBeingCalled) and // does this

agent have the correct training to handle calls for this company?

     If ( ThisAgent.LanguageAbilities == CompanyBeingCalled.Language) and

//can this agent speak the necessary language?

      If (additional criteria necessary for an agent to handle a call for

CompanyBeingCalled)

     Then ListOfQualifiedAgents += ThisAgent //add this Agent onto the

list of Qualified agents

   } end while;

   // Second now determine which of the Qualified agents is the best suited for

this particular call

   While Loop { (ThisAgent = Loop through ListOfQualifiedAgents)

     MatrixTotalWeight = 0;   //start out with zero

     // Load various matrix weighting criteria - for this CompanyBeingCalled

(and/or for this phone number called)

   MatrixWeighting = LookUpInDataBase (“Use Table: MatrixWeights-CompanyID”,

CompanyBeingCalled)

     // Evaluate a matrix of various factors, based on both caller

information and agent information.

     // Each element of matrix is considered, then assigned a weighted

number of points depending

   // upon importance of that element for that company (or for this phone

number).

   // Some weights are dependent upon the CompanyBeingCalled, other weights are

independent of CompanyBeingCalled

     If (ThisAgent.QualityRating == A) MatrixTotalWeight +=

MatrixWeighting.A; // Add points according to quality rating

     If (ThisAgent.QualityRating == B) MatrixTotalWeight +=

MatrixWeighting.B; // Add points according to quality rating If

(ThisAgent.QualityRating == C) MatrixTotalWeight += MatrixWeighting.C; // Add points

according to quality rating

     If (ThisAgent.LaborCost is between [$0.00 and $0.50] )
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MatrixTotalWeight += 5; // Add points for low-cost rate

     If (ThisAgent.LaborCost is between [$0.50 and $1.00] )

MatrixTotalWeight += 2; // Add points for low-cost rate

     If (ThisAgent.TelecomCost < $.05) MatrixTotalWeight += 2;

    // Add points for low-cost rate

     If (ThisAgent.HistoricalSuccess[CompanyBeingCalled] )

MatrixTotalWeight += 10; // Add points prior success rate

     If (ThisAgent.PreviousCalls[CallerID]) MatrixTotalWeight += 10; //Add

points if this Agent knows this Customer

     If (ThisAgent.LanguageAccent == IncomingGatewayID.LanguageAccent)

NumberPointsForThisAgent += 1; //Add points if this Agent's language dialect is

similar to the local language dialect of where this call was received at

     If (ThisAgent.LineQuality > 80% ) MatrixTotalWeight += 5; // Add

points for high quality voice connection

     // Other criteria here to select best suited agent

     ListOfQualifiedAgents.TotalWeight= MatrixTotalWeight; // Assign this

Agent the total computed weighted Matrix value

   } end while;

   // Select one agent, among all of the Qualified agents, with the highest total

matrix weight

   AgentID = ListOfQualifiedAgents [ select which Agent has the highest

ListOfQualifiedAgents.TotalWeight]

   Return( );

//--------------------------------------------------------------------------

// Module: SendSignalToOutgoingGateway

// Input Variables:

//  String: IncomingGatewayID - identifies which incoming gateway has received call

//  String: CircuitID - identifies specifically which call

//  String: TerminationPoint - identifies where to terminate call to (POTS phone

number or VOIP)

//  String: Action - specifies action

// Output variables:

//  None

// Tasks Performed:

//  Instruct Outgoing Gateway where to terminate call to

   // Instruct outgoing gateway to take action “Action” for call “CircuitID” at

   // incoming gateway “IncomingGatewayID” to termination point

“TerminationPoint”
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   // e.g. Dial outbound call to “TerminationPoint”, then connect that outbound

call to IP stream at IncomingGatewayID.CircuitID

   Return( );

//--------------------------------------------------------------------------

// Module: SendSignalToAgentsVOIPConverter601

// Input Variables:

//  String: IncomingGatewayID - identifies which incoming gateway has received call

//  String: CircuitID - identifies specifically which call

//  String: TerminationPoint - identifies where to terminate call to (POTS phone

number or VOIP)

//  String: Action - specifies action

// Output variables:

//  None

// Tasks Performed:

//  Instruct Agents VOIP converter 601 where to connect call to

   // Instruct Agents VOIP converter 601 to take action “Action” for call

“CircuitID” at

   // incoming gateway “IncomingGatewayID”

   // e.g. Connect Agent's phone to IP stream at IncomingGatewayID.CircuitID

   Return( );

//--------------------------------------------------------------------------

// Module: GetAgentsCurrentPhoneOrVoipTerminationPoint

// Input Variables:

//  String: AgentID - identifies Agent

// Output variables:

//  String: TerminationPoint - Termination point (VOIP or POTS) where agent is

available at now

// Tasks Performed:

//  Looks into database to determine which termination point (VOIP or POTS) where

agent is available at now

   // This database table is set by the Agent's preferences

   TerminationPoint = LookUpInDataBase (“Use Table: AgentID-TerminationPoint”,

TerminationPoint)

   Return( );

//--------------------------------------------------------------------------

// Module: SendDataToAgentsComputer

// Input Variables:

//  String: AgentID - identifies which agent to send the data to
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//  String: DataToDisplayOnAgentsScreen - specific data to display to Agent

// Output variables:

//  None

// Tasks Performed:

//  Send Data to Agents screen (screen pop)

   // Transmit DataToDisplayOnAgentsScreen via Agent Interface 404 to Agent's

computer 502/602

   Return( );

//--------------------------------------------------------------------------

// Module: CallRecording

// Input Variables:

//  String: IncomingGatewayID - identifies which incoming gateway has received call

//  String: CircuitID - identifies specifically which call

//  String: Action - to either begin or end recording

// Output variables:

//  None

// Tasks Performed:

//  Control digital recording of call for Digital Voice Storage 701

   // Send commands signals via 112 to Digital Voice Storage 701

   // Information IncomingGatewayID and CircuitID provides specific information

   // as where to obtain incoming streaming data from to record.

   Return( );

//--------------------------------------------------------------------------

// Module: LookUpInDataBase

// Input Variables:

//  String: Database - identifies which database to look for index in

//  String: Index - Search database for this index string

// Output variables:

//  String: Resulting output from Database for that Index input.

// Tasks Performed:

//  Return result output from Database for that Index input.

   // Database code here

   Return( );

//--------------------------------------------------------------------------

// Module: WriteToDataBase

// Input Variables:

//  String: Database - identifies which database to write to

//  String: Index - index string
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In operation 1024, in-call content is presented to the caller on his communication (or computing) device. 
As already described, the content may be served from the initial call server (after being identified by a 
responsible content provider), by the selected content provider, or may be served directly from an 
assigned call controller.
Even if a call controller separate from the call center has acquired control of in-call content presentation, 
such content may still transit a data channel established between the caller and the call server. Or, 
alternatively, the data channel may be re-routed to the call controller.
The in-call content may directly relate to the call, especially if the content is produced by the called 
organization. For example, if the in-call content is controlled by a human agent of the called organization, 
she may supplement information exchanged over the voice connection with audio and/or video data 
presented via the caller's telephone or computing device.

//  String: Data - data to be written into the Database for that Index

// Output variables:

//  None

// Tasks Performed:

//  Write the Data into the Database.

   // Database code here

   Return( );

//--------------------------------------------------------------------------

// Module: ActivityLogger

// Input Variables:

//  String: String 1 - First text string to enter into log

//  String: String 2 - Second text string to enter into log

//  String: String 3 - Third text string to enter into log

//  String: String 4 - Fourth text string to enter into log

//  String: String 5 - Fifth text string to enter into log

//  String: String 6 - Sixth text string to enter into log

// Output variables:

//  None

// Tasks Performed:

//  Enter all of the incoming string variables into a system activity log for

debugging purposes.

//--------------------------------------------------------------------------

// Module: timenow( )

// Input Variables:

//  None

// Output variables:

//  Returns the current time now as a text string

// Tasks Performed:

//  Sets the returning string with the current system time
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In operation 1026, post-call content is presented to the caller after he and/or the called organization hang-
up. Such content may be produced by the called organization and/or by some other party that earned the 
right to have its content presented.
Post-call content may directly relate to the call (e.g., a receipt, an invoice, a transaction summary), may 
be unrelated, or may have some logical association—such as an offer for a good or service that 
complements (or competes with) something the organization sells or provides.
In some embodiments of the invention, pre-ring, in-call, and/or post-call content presented to a caller or a 
called party may include one or more coupons. In these embodiments, a coupon may comprise a 
graphical image of a coupon, a discount code, or any other textual or graphical display that grants the 
recipient a discount in purchase price or a special deal (e.g., one item free with the purchase of another 
item). An entire (or partial) image of the coupon may be presented, or just a link to the coupon may be 
presented (e.g., “Press here for a 25% off coupon!”).
A coupon may be redeemed during a telephone call associated with the presentation of the content or at 
some later time. Call processor logic, coupon logic, or other logic operating on the recipient's 
communication (or computing) device may be configured to save coupons, at least until their dates of 
expiration. Coupons may also, or instead, be saved for a user at a call server, such as in a “coupon 
account” associated with the user, either by name or by a telephone number associated with the user.
A coupon database for storing coupons for award or presentation to users may be indexed or sorted by 
telephone number and/or name of the corresponding merchant, and may reside at a call server or a third 
party. Then, when a caller initiates a call to one of the telephone numbers or merchants, one or more 
coupons matching the target called party may be retrieved and presented.
Further, a coupon for a given merchant may be associated with a telephone number of a competitor or a 
merchant of an associated good or service, in which case a caller may not receive coupons only for the 
merchant that it intended to call. A set of coupons identified for presentation to a caller may be filtered by 
relevance, perhaps in consideration of the merchants' proximity to the caller, the time of day (e.g., in case 
some merchants are closed), etc.
A coupon may be presented pre-ring based on the telephone number being dialed or an identity of the 
target party. Or, in response to a directory lookup (e.g., based on a keyword) performed on a call server, 
a coupon may be served for an organization included in the list of results (or for a competitor of such an 
organization). Thus, if a caller enters a lookup for the keyword “pizza,” along with a list of pizza vendors 
(possibly identifying their proximity to the caller), one or more coupons may be presented.
Along with presentation of a pre-ring coupon, a control for routing or re-routing the call to the offeror may 
be provided. If activated, the coupon (or notification of the coupon) may be passed to the offeror along 
with the call.
In-call presentation of a coupon may be triggered not only by a call server or call controller selecting such 
content to be presented to the caller, but may also be triggered based on coupons stored for the user—
either locally on her communication device or centrally in the “coupon account” mentioned above. Thus, 
after a voice connection is completed to an agent for a particular merchant, the caller may be reminded of 
(e.g., shown) a coupon she possesses for the merchant. She can then pass to the agent a code within 
the coupon or perhaps activate a control that transmits the coupon to the agent.
As for post-call content, after a caller completes a call with a merchant, post-call content may include a 
coupon for use the next time the caller calls or visits the merchant. A post-call coupon may be 
automatically or manually saved.
A coupon presented to a caller (or called party) in association with a telephone call may include a 
limitation on how or when it may be redeemed. For example, a coupon for a lunch meal may only be good 
until 6:00 pm the same day. Another coupon may be valid until sometime further in the future. Similarly, a 
coupon may be limited to a specific area. For example, a particular coupon may only be good at a specific 
store or at a merchant's locations in a particular area code, city or state.
Yet further, a coupon may be limited to certain recipients. For example, a particular coupon may only be 
redeemable by members of a specific group (e.g., frequent fliers of a given airline, account holders at a 
given business), people meeting specified age or other demographic requirements, subscribers of a 
particular telephone carrier, etc.
To prove his qualification to use a certain coupon, a caller may be required to provide an account number 
or to manipulate his telephone to transmit a copy of a contact card evidencing his qualification. 
Alternatively, the caller's telephone number (e.g., via callerID) could be used to verify the caller's identity.
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If a person's communication device is unable to display an electronic coupon, it may be displayed on an 
associated computing device.
As described above, a caller may initiate a search of contacts or one or more telephone directories from 
his communication device. In some embodiments, the caller merely needs to begin spelling a name of the 
desired destination. Each character that is entered is appended to any preceding characters and 
submitted to any local directories (e.g., a contact list on the communication device), as well as other 
repositories on a call server, an online telephone directory, an organizational contact list, etc.
Thus, as each character is entered, any number of contacts may be identified and used to populate a list 
presented to the user on the communication device. The list may shrink as the search becomes more 
specific and the number of matching contacts decreases, and some or all entries may be accompanied by 
controls the user can actuate to initiate a call to the corresponding destination.
As more and more callers generate searches and select their desired destinations, a call server (or a third 
party) can accumulate statistics and trends to identify specific destination parties that are most likely to be 
matches for a given sequence of search characters. This data may be used to refine the manner or 
sequence in which matching destination parties are presented.
In some embodiments of the invention, off-device contact lists or repositories may be shared among 
multiple users. A shared list may be updated by any or all of the participating users, who may be relatives, 
friends, members of an organization, classmates, etc. Thus, an update to a shared list submitted by one 
participant is automatically shared among all participants.
Entries may, however, be screened or filtered according to a particular participant's desires. For example, 
a given participant may not wish to share a particular contact with other participants, or may not wish to 
see specific contacts that were added by another participant (e.g., contacts that the given participant does 
not like).
A shared contact list may be stored at a call server or other central site and may be automatically 
searched when a list participant initiates a search from her device. In addition, some or all contacts from a 
shared list may be automatically copied to a participant's local device or a computing device (e.g., for 
synchronization with an address list stored on the device).
FIG. 11 is a block diagram of hardware apparatus for facilitating presentation of multimedia content in 
association with a telephone call, according to some embodiments of the invention.
User interface mechanism 1110 of call server apparatus 1100 is adapted to facilitate computing 
interaction between the call server apparatus and subscribers (e.g., callers, called parties), and possibly 
third parties (e.g., advertisers, content providers, call controllers).
Illustratively, a subscriber may manipulate the user interface mechanism to configure his or her profile, to 
register a computing device on which content may be presented instead of a particular communication 
device (which may be identified by telephone number) that cannot present rich content, and so on. An 
advertiser or content provider may manipulate the user interface mechanism to identify (or upload) 
content to be presented to a subscriber, to bid on the right to present content, etc.
Subscriber communication mechanism 1112 is adapted to host data connections between the call server 
apparatus and communication devices (and/or computing devices) of callers and/or called parties, in 
association with a current, pending, or past voice connection between the parties. 
Thus, mechanism 1112 may be the component that learns of the initiation of a new telephone call and 
that receives the caller's and called party's telephone numbers.
Content selection mechanism 1114 is adapted to select a source of content (or to select specific content) 
to be presented to a caller or called party pre-ring, in-call, and/or post-call. Mechanism 1114 may select 
content or a content source based on the parties to the call, such as a content provider that has paid a 
fee in order to have its content presented. Or, if non-commercial content is to be presented (e.g., in 
association with a call between friends), the identified content or content source may relate to an online 
presence of either or both parties.
Content presentation mechanism 1116 is adapted to transmit content to a caller and/or a called party in 
some embodiments of the invention. In embodiments in which the content is transmitted from a different 
entity (e.g., a content provider, a call controller operated by a commercial organization), content 
presentation mechanism 1116 and/or content selection mechanism 1114 may cooperate with the entity to 
arrange for the transmission of the content. Or, control of the presentation of content may be handed off 
to an assigned call controller in place of content presentation mechanism 1116.
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Call filtering mechanism 1118 is adapted to filter calls based on any desired criteria. For example, calls 
(or data transmissions) that are inbound to a subscriber may be filtered based on the originating number, 
to block calls from telemarketers, spammers, and/or other undesirable parties.
In other embodiments of the inventions, functions performed by the various mechanisms may be 
distributed among a different number of mechanisms.
FIG. 12 is a block diagram of a call server for facilitating presentation of multimedia content in association 
with a telephone call, according to some embodiments of the invention.
Call server 1200 of FIG. 12 comprises processor 1202, memory 1204, and storage 1206, which may 
comprise one or more optical and/or magnetic storage components. Call server 1200 may be coupled 
(permanently or transiently) to keyboard 1212, pointing device 1214, and display 1216.
Storage 1206 of the call server stores logic that may be loaded into memory 1204 for execution 
by processor 1202. Such logic includes business logic 1222, data connection logic 1224, content 
selection logic 1226, and call screening logic 1228. Additional logic may be stored and executed in other 
embodiments of the invention.
Business logic 1222 comprises processor-executable instructions for auctioning or selling an opportunity 
to have content presented to communication devices (and/or computing devices) in association with a 
telephone call, or for otherwise generating revenue in return for presenting content to callers and/or called 
parties.
Data connection logic 1224 comprises processor-executable instructions for establishing, maintaining, 
and terminating data sessions with communication and/or computing devices, to receive notification of 
call events, serve content, retrieve content from a party's communication device, etc.
Content selection logic 1226 comprises processor-executable instructions for selecting a source of 
content, or specific content, to be presented to a party to a telephone call. If presentation of content is to 
be controlled by an entity other than call server 1200, content selection logic 1226 (or another component 
of the call server) may select a call controller to manage the content presentation.
Call screening logic 1228 comprises processor-executable instructions for filtering, screening, and 
blocking calls placed to (or from) a subscriber. Calls may be blocked (or allowed) based on an identity of 
the other party or a nature of the call (e.g., spam, telemarketing, adult content).
Data structures and code described in this detailed description are typically stored on a computer-
readable storage medium, which may be any device or medium that can store code and/or data for use 
by a computer system. The computer-readable storage medium includes, but is not limited to, volatile 
memory, non-volatile memory, magnetic and optical storage devices such as disk drives, magnetic tape, 
CDs (compact discs), DVDs (digital versatile discs or digital video discs), or other media capable of 
storing computer-readable media now known or later developed.
Methods and processes described in the detailed description can be embodied as code and/or data, 
which can be stored in a computer-readable storage medium as described above. When a computer 
system reads and executes the code and/or data stored on the computer-readable storage medium, the 
computer system performs the methods and processes embodied as data structures and code and stored 
within the computer-readable storage medium.
Furthermore, methods and processes described herein can be included in hardware modules or 
apparatus. These modules or apparatus may include, but are not limited to, an application-specific 
integrated circuit (ASIC) chip, a field-programmable gate array (FPGA), a dedicated or shared processor 
that executes a particular software module or a piece of code at a particular time, and/or other 
programmable-logic devices now known or later developed. When the hardware modules or apparatus 
are activated, they perform the methods and processes included within them.
The foregoing descriptions of embodiments of the invention have been presented for purposes of 
illustration and description only. They are not intended to be exhaustive or to limit the invention to the 
forms disclosed. ManyAccordingly, many modifications and variations will be apparent to practitioners 
skilled in the art. Accordingly, the above disclosure is not intended to limit the invention; theThe scope of 
the invention is defined by the appended claims, not the preceding disclosure.

Claims (1925)

Hide Dependent
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1. In a call control system operative as a call center, said call center being physically distributed, a 
method for controlling routing of a telephone call comprising:
receiving a call at an incoming gateway (301) of the call control system (10);
separating the call into components of a signaling channel (16) and a bearer channel (18);
signaling from the incoming gateway to a call control system that said call has been received by the 
incoming gateway;
determining via a call routing system (400) the termination point to which said telephone call should be 
delivered from incoming call information of the signaling channel (16) and from information and availability 
of a qualified agent at a termination point (500 or 600) to establish a selected termination point;
signaling with control signals from said call control system to an outgoing gateway coupled to said 
selected termination point;
causing said an outgoing gateway (308) to connect to the incoming gateway (301) via a digital voice 
packet connection to carry content of said bearer channel (18); and
directing content of said bearer channel (18) of said call from the outgoing gateway (308) to said selected 
termination point (500 or 600).
2. The method according to claim 1 wherein said receiving step includes receiving the call from a publicly-
switched telephone network into the incoming gateway, said incoming gateway converting said incoming 
phone call into digital voice packets.
What is claimed is:
1. A method of controlling presentation of content on a communication device, the method comprising:
upon receipt of notification of initiation of a communication connection from a first device associated with 
a first party to a second device associated with a second party:
pausing establishment of the communication connection without soliciting action by the first party; and
during said pausing, transmitting selected content toward the first device and/or the second device; and
after one of the first party and the second party terminates the communication connection, transmitting 
additional content toward the first device and/or the second device;
wherein the selected content comprises information regarding a previous transaction between the first 
party and the second party;
wherein the additional content comprises information regarding a new transaction conducted between the 
first party and the second party during the communication connection; and
wherein the first device and/or the second device display the additional content after receipt.
2. The method of claim 1, wherein pausing establishment of the communication connection comprises:
transmitting to the first device a signal indicating that the communication connection should be paused;
wherein, in response to receipt of the signal, the first device initiates a delay in establishing the 
communication connection.
3. The method according toof claim 1, wherein said receiving step includes receiving the call in voice-
over-IP format.:
the communication connection is a call; and
pausing establishment of the communication connection comprises instructing the first device to delay 
completion of dialing of the call.
4. The method according toof claim 1, wherein said directing step includes connecting the call via voice-
over-IP means to a digital voice termination point.pausing establishment of the communication connection 
comprises:
transmitting to a call server associated with the first device a signal indicating that the communication 
connection should be paused;
wherein, in response to receipt of the signal, the call server initiates a delay in completing the 
establishment of the communication connection.
5. The method according toof claim 1, wherein said termination is via voice-over-IP.:
the communication connection is a call; and
pausing establishment of the communication connection comprises instructing a call server associated 
with the first device to delay signaling of the call toward the second device.
6. The method according toof claim 1, wherein said directing step comprises connecting the call via the 
publicly-switched telephone networkthe selected content is selected by the first party.
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7. The method according toof claim 1, wherein said call control system is external and isolated from said 
incoming gateway and from said outgoing gateway, said call control system being routing system is 
connected via a virtual private network.the selected content is selected by the second party.
8. The method according toof claim 1, wherein said termination point is partially dependent upon a phone 
number to which said call is originally directed.the selected content is selected by a call controller 
operating in a path of communication between the first device and the second device.
9. The method according toof claim 1, wherein said termination point is partially dependent upon a phone 
number as originally called from.the selected content is displayed one or more of:
10. The method according to claim 8 wherein said termination point is partially dependent upon a toll-free 
phone number to which said call is originally directed.
during said pausing;
after the communication connection is established; and
after the communication connection is terminated.
1110. The method according toof claim 1, wherein said incoming gateway is also incorporated into said 
outgoing gatewaythe selected content further comprises information regarding a prospective new 
transaction between the first party and the second party.
12. The method according to claim 1 wherein said outgoing gateway is operative to forward digital voice 
packets from the incoming gateway without conversion.
13. The method according to claim 1 further including recording digital packet data from the incoming 
gateway in a digital storage unit.
1411. The method according to claim 1 further including the step of dynamically redirecting the call from 
the termination point to a further termination point.of claim 1, wherein the selected content further 
comprises content displayed on one or more of the first device and the second device at the time of 
initiation of the communication connection.
15. The method according to claim 1 further including signaling from the call control system to a visual 
display at the terminal point to convey related call-specific information to the agent at the termination 
point.
12. The method of claim 1, further comprising, during said pausing:
transmitting to the first device a menu for routing the communication connection within an organization 
comprising the second party;
wherein the first device displays the menu after receipt.
1613. A call control systemnon-transitory computer-readable medium storing instructions that, when 
executed by a processor, cause the processor to perform a method of controlling presentation of content 
on a communication device, the method comprising:
an incoming gateway apparatus (301) operative to receive a call from the call control system (10);
an apparatus (301) configured to separate the call into components of a signaling channel (16) and a 
bearer channel (18);
an apparatus (402) configured to determine via a call routing system (400) the termination point to which 
said call should be delivered from incoming call information of the signaling channel (16) and from 
information and availability of a qualified agent at a termination point (500 or 600) to establish a selected 
termination point (500 or 600);
an apparatus (302) to connect an outgoing gateway (308) to the incoming gateway (301) via a digital 
voice packet connection to carry content of said bearer channel (18);
an apparatus (403) for directing content of said bearer channel (18) of said call from the outgoing 
gateway (308) to said selected termination point (500 or 600);
an apparatus (405) for contemporaneously signaling from a the call control system to an agent screen 
visual display (502 or 602) at the termination point (500 or 600) to provide call-specific information 
regarding the call; and
an agent interface server (404) operative to provide call-specific information to the agent screen 
(502, 602) at the termination point (500 or 600).
upon receipt of notification of initiation of a communication connection from a first device associated with 
a first party to a second device associated with a second party:
pausing establishment of the communication connection without soliciting action by the first party; and
during said pausing, transmitting selected content toward the first device and/or the second device; and
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after one of the first party and the second party terminates the communication connection, transmitting 
additional content toward the first device and/or the second device;
wherein the selected content comprises information regarding a previous transaction between the first 
party and the second party;
wherein the additional content comprises information regarding a new transaction conducted between the 
first party and the second party during the communication connection; and
wherein the first device and/or the second device display the additional content after receipt.
14. Apparatus for controlling presentation of content on a communication device external to the 
apparatus, the apparatus comprising:
one or more processors; and
memory storing instructions that, when executed by the one or more processors, cause the apparatus to:
upon receipt of notification of initiation of a communication connection from a first device associated with 
a first party to a second device associated with a second party:
pause establishment of the communication connection without soliciting action by the first party; and
during said pausing, transmit selected content toward the first device and/or the second device; and
after one of the first party and the second party terminates the communication connection, transmit 
additional content toward the first device and/or the second device;
wherein the selected content comprises information regarding a previous transaction between the first 
party and the second party;
wherein the additional content comprises information regarding a new transaction conducted between the 
first party and the second party during the communication connection; and
wherein the first device and/or the second device display the additional content after receipt.
15. The apparatus of claim 14, wherein pausing establishment of the communication connection 
comprises:
transmitting to the first device a signal indicating that the communication connection should be paused;
wherein, in response to receipt of the signal, the first device initiates a delay in establishing the 
communication connection.
1716. The apparatus according toof claim 1614, wherein said agent interface server (404) is an instant 
messaging type server.:
the communication connection is a call; and
pausing establishment of the communication connection comprises instructing the first device to delay 
completion of dialing of the call.
17. The apparatus of claim 14, wherein pausing establishment of the communication connection 
comprises:
transmitting to a call server associated with the first device a signal indicating that the communication 
connection should be paused;
wherein, in response to receipt of the signal, the call server initiates a delay in completing the 
establishment of the communication connection.
18. The apparatus according to claim 16 wherein said agent interface server (404) is web type server 
which can interact with a window on a client terminal at the termination point (500, 600).of claim 14, 
wherein:
the communication connection is a call; and
pausing establishment of the communication connection comprises instructing a call server associated 
with the first device to delay signaling of the call toward the second device.
19. The apparatus according toof claim 1614, wherein said agent interface server (404) is a propthe 
selected content is selected by the first party.
20. The apparatus of claim 14, wherein the selected content is selected by the second party.
21. The apparatus of claim 14, wherein the selected content is selected by a call controller operating in a 
path of communication between the first device and the second device.
22. The apparatus of claim 14, wherein the selected content is displayed one or more of:
during said pausing;
after the communication connection is established; and
after the communication connection is terminated.
23. The apparatus of claim 14, wherein the selected content further comprises information regarding a 
prospective new transaction between the first party and the second party.
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24. The apparatus of claim 14, wherein the selected content further comprises content displayed on one 
or more of the first device and the second device at the time of initiation of the communication connection.
25. The apparatus of claim 14, wherein the method further stores instructions that, when executed by the 
one or more processors, further cause the apparatus to:
transmit to the first device a menu for routing the communication connection within an organization 
comprising the second party;
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