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HISTORY OF CALL BACK SERVICE REQUESTS FOR JOE CUSTOMER

1. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-1111
SERVICE REQUESTED 5/1/99, 1:30 PM
RESULT: NO ANSWER
RESULT OBTAINED 5/1/99, 1:35 PM

2. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-2222
SERVICE REQUESTED 5/2/99, 3:20 PM
RESULT: LINE BUSY
RESULT OBTAINED 5/2/99, 3:28 PM

3. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-3333
SERVICE REQUESTED 5/3/99, 10:30 AM
RESULT: ERROR, NUMBER IS NO LONGER IN OPERATION
RESULT OBTAINED 5/3/99, 10:32 AM

4. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-4444
SERVICE REQUESTED 5/4/99, 5:01 PM
RESULT: CALL ANSWERED BY ANSWERING DEVICE
RESULT OBTAINED 5/4/99, 5:07 PM

5. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-5555
SERVICE REQUESTED 5/4/99, 5:30 PM
RESULT: REQUESTED PERSON NOT AVAILABLE
RESULT OBTAINED 5/4/99, 5:32 PM
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HISTORY OF CALL BACK SERVICE REQUESTS FOR JOE CUSTOMER

1. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-1111
SERVICE REQUESTED 5/1/99, 1:30 PM
RESULT: NO ANSWER
RESULT OBTAINED 5/1/99, 1:35 PM

2. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-2222
SERVICE REQUESTED 5/2/99, 3:20 PM
RESULT: LINE BUSY
RESULT OBTAINED 5/2/99, 3:28 PM

3. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-3333
SERVICE REQUESTED 5/3/99, 10:30 AM
RESULT: ERROR, NUMBER IS NO LONGER IN OPERATION
RESULT OBTAINED 5/3/99, 10:32 AM

4. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-4444
SERVICE REQUESTED 5/4/99, 5:01 PM
RESULT: CALL ANSWERED BY ANSWERING DEVICE
RESULT OBTAINED 5/4/99, 5:07 PM

5. CALL BACK SERVICE TO CALLED NUMBER: (555) 555-5555
SERVICE REQUESTED 5/4,/99, 5:30 PM
RESULT: REQUESTED PERSON NOT AVAILABLE
RESULT OBTAINED 5/4/99, 5:32 PM

FIG. 7
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PRE-QUALIFYING CALL-BACK SERVICE

RELATED APPLICATIONS

This application is related to concurrently filed and com-
monly assigned U.S. application Ser. No. 09/443,759
entitled “AUTONOMOUSLY ADMINISTERING
ENHANCED TELEPHONY SERVICES” and concurrently
filed and commonly assigned U.S. application Ser. No.
09/443,990 entitled “ADMINISTERING CALL BACK
SERVICES,” the disclosure of which applications are
hereby incorporated herein by reference.

TECHNICAL FIELD

The invention relates in general to telecommunication
systems, and in specific to administering Call Back services.

BACKGROUND

Because of the tariffs imposed by governments in many
countries on telephone calls made outside the country, it is
sometimes more expensive for a person located in a first
country to call a person in a second country than it is for the
person located in the second country to call the person in the
first country. For example, if person X is in Brazil and wants
to call person Y in the United States, the call may cost person
X $1.50 per minute due to tariffs imposed by the Brazilian
government. However, if person Y in the United States
called person X in Brazil the call may only cost person Y
$0.75 per minute. The difference in price for the two calls is
generally due to caller X’s home country (Brazil in this
example) imposing higher tariffs on calls originating in that
country.

Because of such difference in prices, a need arose for a
system and method which would allow a person in a country
with higher tariff rates to place a call to a person in a country
with lower rates at the lower rate. That is, there exists a
desire to have a method and system whereby person X could
call person Y at the lower rate that person Y would be
charged to place a call to person X (e.g., $0.75 in the above
example).

An enhanced telephony service referred to as “Call Back”
is currently being provided by enhanced telephony service
providers, which allows callers from a country with high
tariff rates to call persons in countries with lower rates at the
lower rates. Utilizing the currently administered Call Back
service for the above example, caller X would place a call
to a service provider in the United States. The service
provider would have a call back server in the United States
that would answer caller X’s call. Such a call back server
would typically play a recording that would prompt caller X
to enter the telephone number from which caller X is calling.
Some call back servers would also prompt caller X to enter
the United States telephone number that caller X wants to
call. Caller X would use the touch-tone keys on the tele-
phone keypad to enter his telephone number and person Y’s
telephone number if requested. Caller X would then hang
up.

The above-described process of calling a service provider
in the United States and entering the required telephone
numbers typically takes under a minute. Therefore, caller X
would typically be charged $1.50 for the first minute that it
took to place the call from Brazil to the service provider in
the United States.

Once the call back server receives the required telephone
number(s), the server calls caller X back in Brazil. If the
server has not already received the United States telephone
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number to be called from caller X, the server will request
that number from caller X at this time. The server then
places caller X on hold while the server attempts to connect
the call to person Y in the United States. At this time, caller
X is being charged the lower $0.75 per minute rate that it
costs to call from the United States to Brazil. After a
connection is made to person Y, caller X and person Y can
talk with caller X being charged the lower United States rate
of $0.75 per minute for the call. In this manner, the prior art
Call Back service allows a caller from a country with a
higher rate to place a call to a country with a lower rate at
the lower rate.

SUMMARY OF THE INVENTION

Several problems exist with the prior art method and
system for administering Call Back service. In the prior art
method and system for administering Call Back service, a
customer requesting Call Back service is called back before
an attempt is made to connect to the called party. As the
above-example for prior art Call Back service demonstrates,
the prior art call back server calls caller X back before the
call back server attempts to establish a connection with the
called party Y. The customer requesting Call Back service
(e.g., caller X) begins being charged at the lower calling rate
once the call back server returns the customer’s call. Thus,
the customer is charged for the time required for attempting
to establish a connection with the called party (e.g., called
party Y). The customer is charged for such time required for
attempting to make a connection with the called party even
if a connection is ultimately not established with the called
party.

Utilizing the above example, caller X requests Call Back
service from a call back server. The call back server then
places a call back to caller X, and once a connection is
established with caller X, caller X begins being charged the
lower $0.75 per minute rate. Thereafter, the call back server
attempts to establish a connection with the called party Y.
During the time that the call back server is attempting to
establish such a connection with called party Y, caller X is
charged at the lower $0.75 per minute rate. Thus, caller X
begins being charged at the lower $0.75 per minute rate
before a connection is actually established with called party
Y in the United States. If there is ultimately not an answer
at called party Y’s telephone number, caller X is still charged
$0.75 per minute for the time required for the call back
server to attempt to establish a connection with person Y.
Even though the charges accumulated during the time in
which the call back server is attempting to establish a
connection with the called party are typically low, such
charges are costs that a customer would like to avoid.

In view of the above, there exists a desire for a method
and system for pre-qualifying Call Back service wherein a
customer requesting Call Back service is not charged for the
time that the call back server is attempting to establish a
connection with the called party. There is a desire for a
method and system for pre-qualifying Call Back service
wherein a customer does not begin being charged the less
expensive rate before the call is connected to the called
party. There is a further desire to provide a method and
system for administering Call Back service wherein the
caller does not get charged for calls that are not completed
to the called party.

These and other objects, features and technical advan-
tages are achieved by a system and method for administering
Call Back service which are capable of pre-qualifying such
Call Back service. Such a system and method are capable of
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pre-qualifying a request for a Call Back service before
returning a call back to the requesting customer. In this
manner, the customer may not begin being charged at the
lower call rate until after a connection is first established
with the called number.

In a preferred embodiment, the system and method for
pre-qualifying Call Back services is implemented within a
system and method for administering Call Back services as
disclosed in co-pending U.S. application Ser. No. entitled
“ADMINISTERING CALL BACK SERVICES.” Such
implementation may provide decreased cost and increased
convenience to a customer requesting Call Back services.
However, in alternative embodiments the system and
method for pre-qualifying Call Back services disclosed
herein may be implemented in other systems and methods
for administering Call Back services, including those of the
prior art. Any such implementation and embodiment is
intended to be within the scope of the present invention.

In a preferred embodiment, an Enhanced Services Plat-
form (hereinafter “ESP”) provides enhanced telephony ser-
vices offered by a service provider, including Call Back
service. However, in alternative embodiments a call back
server other than an ESP may be utilized to provide Call
Back service, and any such embodiment is intended to be
within the scope of the present invention.

In a preferred embodiment, the ESP (or “call back
server”) may attempt to connect the customer requesting
Call Back service with the called party by first attempting to
establish a connection with the called party. Once a connec-
tion is established with the called party, the ESP may call the
customer and connect the called party to the customer. In
this manner, the customer may only be charged for a call
back from the ESP if a connection is first established with
the called number.

The ESP may return a call back to the requesting customer
in response to various types of connections established with
a called number. For example, the ESP may call a requesting
customer back if any type of connection is first established
on the called number. For such an alternative, the ESP may
return a call back to the requesting customer if any type of
connection is established with the called number, including
if a person other than a desired party answers the called
party’s telephone or if an answering device (e.g., an answer-
ing machine or voice mail) answers the called party’s line.
Alternatively, the ESP may call a requesting customer back
only if a connection is first established with a person (i.c., a
human being), rather than some type of answering device.
For such an alternative, the ESP may return a call back to the
requesting customer if any person answers the called party’s
telephone, but not if an answering device answers the called
party’s line. Alternatively, the ESP may call a requesting
customer back only if a connection is established with a
specific person.

In a preferred embodiment, the requesting customer may
specify which situation or situations the ESP is to return a
call back to the customer. For example, a requesting cus-
tomer may specify that the ESP is to return a call back to the
customer if any connection is established with the called
number, only if a human being answers the called party’s
line, or only if a specific human being is available at the
called party’s line.

Additionally, the ESP may notify the requesting customer
of the result of pre-qualifying the requested Call Back
service. That is, the ESP may notify the requesting customer
of the result of attempting to establish a connection with the
called number in a variety of ways. For example, the ESP
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may not return a call back to the requesting customer at all
if a desired connection is not established at the called party’s
number. Thus, not receiving a call back from the ESP may
serve as a notification to the requesting customer that the
desired connection was not established. However, not
receiving a call back from the ESP may only serve to notify
the requesting customer that the desired connection was not
established, but may not notify the requesting customer of
the actual result of the attempted connection. For example,
suppose a requesting customer desires to have a call back
only if a connection is established with a specific person.
Not receiving a return call back may serve to notify the
requesting customer that a connection with the desired
person was not established. However, not receiving a return
call back may not indicate to a requesting customer whether
a connection was established at all, such as with an answer-
ing device or a different person.

Accordingly, in a preferred embodiment some type of
return notification indicating the result of the attempted
connection may be provided to the requesting customer. A
customer may be able to request such return notification for
only certain results. For example, the ESP may notify the
requesting customer if no answer is received at the called
party’s number. In this alternative, the ESP may notify the
requesting customer only if an answer is not received at all
on the called party’s number. As a further example, the ESP
may notify the requesting customer only if an answering
device answers the called party’s number. As yet a further
example, the ESP may notify the requesting customer only
if a connection is established with a person other than the
desired person.

In a preferred embodiment, the ESP may be implemented
to provide such return notification to a requesting customer
through a variety of methods of communication. For
example, return notification may be provided to the cus-
tomer via telephone. As another example, return notification
may be provided to the customer’s personal computer via
data modem. As yet another example, return notification
may be provided to the customer via a packet network, such
as the Internet. Each of these methods of communicating a
return notification to a customer is discussed in greater detail
herein.

It should be appreciated that a technical advantage of one
aspect of the present invention is realized in that a system
and method for pre-qualifying Call Back service is provided.
A further technical advantage of one aspect of the present
invention is realized in that a system and method for
administering Call Back service in which pre-qualification
of such Call Back service is accomplished by first attempt-
ing to establish a connection with the called party’s number
before returning a call back to the requesting customer is
provided.

A further technical advantage of one aspect of the present
invention is realized in that a customer requesting Call Back
service may avoid/reduce charges for attempting to make a
connection with a called number. A further technical advan-
tage of one aspect of the present invention is realized in that
a system and method for pre-qualifying Call Back service
wherein a return call back to the requesting customer is
placed only after a connection is established with the called
number. Accordingly, the requesting customer may not be
charged for the time required for attempting to establish a
connection with the called number, and the customer may
not be charged if a connection is ultimately not established
(e.g., there is no answer at the number called or there is a
busy signal at the number called).

Yet a further technical advantage of one aspect of the
present invention is realized in that a system and method for
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administering Call Back service may be provided wherein a
call back to the requesting customer is placed only if a
desired connection is established. For example, a call back
to the requesting customer may be placed if any type of
connection is established at the called number, only if a
connection is established with a person, rather than an
answering device, or only if a connection is established with
a specific person at the called number. Accordingly, the
requesting customer may not be charged if a desired type of
connection is not established with the called party.

Yet a further technical advantage of one aspect of the
present invention is realized in that a system and method is
provided for pre-qualifying Call Back service wherein a
customer requesting a Call Back service may be notified of
the result of pre-qualifying Call Back service. Still a further
technical advantage of one aspect of the present invention is
realized in that a system and method is provided for pre-
qualifying Call Back service wherein a customer requesting
a Call Back service may be notified of the result of pre-
qualifying Call Back service in an economical manner.
Accordingly, a customer requesting Call Back service may
have such Call Back service pre-qualified such that an
attempt to establish a desired connection is first attempted
before returning a call back to the requesting customer.
Additionally, if the desired connection is not established, the
requesting customer may be notified of the result of attempt-
ing to establish a connection at a called number in an
economical manner.

The foregoing has outlined rather broadly the features and
technical advantages of the present invention in order that
the detailed description of the invention that follows may be
better understood. Additional features and advantages of the
invention will be described hereinafter which form the
subject of the claims of the invention. It should be appre-
ciated by those skilled in the art that the conception and
specific embodiment disclosed may be readily utilized as a
basis for modifying or designing other structures for carry-
ing out the same purposes of the present invention. It should
also be realized by those skilled in the art that such equiva-
lent constructions do not depart from the spirit and scope of
the invention as set forth in the appended claims.

BRIEF DESCRIPTION OF THE DRAWING

For a more complete understanding of the present
invention, and the advantages thereof, reference is now
made to the following descriptions taken in conjunction with
the accompanying drawing, in which:

FIG. 1 shows in block diagram form an exemplary prior
art method for administering Call Back service wherein
pre-qualification is not provided;

FIG. 2 shows in block diagram form an exemplary
embodiment of the present invention for administering Call
Back service wherein pre-qualification is provided;

FIG. 3 shows in block diagram form a preferred embodi-
ment of the present invention for pre-qualifying Call Back
service wherein notification of the result of an attempted
connection with a called party may be provided to a request-
ing customer via a packet network;

FIG. 4 shows in block diagram form one embodiment of
the present invention for pre-qualifying Call Back service;

FIG. 5 shows in block diagram form an alternative
embodiment of the present invention for pre-qualifying Call
Back service;

FIG. 6 shows in block diagram form another alternative
embodiment of the present invention for pre-qualifying Call
Back service; and
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6

FIG. 7 shows an exemplary transaction history that may
be displayed on a web site or otherwise transmitted to a
customer’s computer to notify a customer of the result of
pre-qualifying Call Back service.

DETAILED DESCRIPTION

Service providers currently offer Call Back service to
customers to make long-distance calls from a country that
imposes high call tariffs more affordable. The present inven-
tion may be better understood after a more detailed descrip-
tion of the prior art method for administering Call Back
service.

Turning to FIG. 1, a prior art method for administering
Call Back service is shown in block diagram form. Suppose
for the purposes of explanation that a customer located in
Brazil wants to call a party located in the United States.
Suppose further that a call from Brazil to the United States
costs $1.50 per minute due to the tariffs imposed by the
Brazilian government. Also, suppose that a call from the
United States to Brazil costs $0.75 per minute due to the
lower tariffs imposed by the U.S. government. FIG. 1
illustrates the prior art method in which the Brazilian
customer 102 would utilize Call Back service to call the
Called Party 110 in the United States in a more affordable
manner.

Customer 102 first places a telephone call to a call back
server 106 located in the United States via a telephone
utilizing a public switch telephone network (“PSTN™), as
indicated in FIG. 1 by arrow 1. Typically, call back server
106 will play a recording that prompts customer 102 to enter
the telephone number from which he is calling on the
telephone keypad. Call back server 106 will recognize the
dual tone multi-frequency (“DTMF”) signals that are keyed
from customer 102 then call back server 106 terminates its
connection with customer 102 (i.e., hangs up).

Call back server 106 then places a return call back to
customer 102 via telephone over PSTN 108, as indicated in
FIG. 1 by arrow 2. Once a connection is established with
customer 102 (i.e., customer 102 answers the call from call
back server 106), customer 102 begins being charged at the
lower calling rate of $0.75 per minute. Call back server 106
may then prompt customer 102 to enter the United States
telephone number that customer 102 wants to call on the
telephone keypad. Call back server 106 may recognize the
DTMF signals that are keyed from customer 102 as the
telephone number that customer 102 wants to call in the
United States (e.g., the telephone number for called party
110). Call back server 106 then attempts to make a connec-
tion with the called party 110 by calling the desired number.

As the above-example of prior art Call Back service
demonstrates, customer 102 begins being charged at the
lower $0.75 calling rate before a connection is established
with the called party 110. Customer 102 is charged at the
$0.75 calling rate for the time required for the call back
server 106 to attempt to establish a connection with the
called party 110. Moreover, customer 102 is charged for the
time required for attempting to make such a connection even
if a connection is ultimately not made (e.g., there is no
answer at the called number or there is a busy signal on the
called number).

Thus, in some cases a customer requesting Call Back
service may pay more utilizing the Call Back service than if
the customer placed a direct call to the called party. For
example, suppose a Brazilian customer 102 utilizes the prior
art Call Back service to call called party 110 in the United
States. Customer 102 first requests the Call Back service
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from call back server 106. Thereafter, call back server 106
places a return call back to customer 102, at which point
customer 102 begins being charged the lower $0.75 calling
rate. Call back server 106 then attempts to establish a
connection with called party 110. Suppose that the call back
server 106 obtains no answer or a busy signal at the called
party’s number. Customer 102 is charged the $0.75 rate for
the time required for the call back server 106 to attempt to
establish a connection with called party 110. However, if
customer 102 would have placed a call directly to called
party 110, customer 102 may not have incurred any charges
for obtaining no answer or a busy signal. That is, customer
102 may only begin being charged the higher Brazilian rate
on a direct call to called party 110 after a connection is
established at the called party’s number.

Turning to FIG. 2, an overview of one embodiment of the
invention disclosed herein is shown in block diagram form.
Continuing with the above-example of a Brazilian customer
wanting to call a party in the United States, the customer 202
may make a request for Call Back Service to an Enhanced
Services Platform (“ESP”) 206 via a telephone utilizing
PSTN 204, as indicated in FIG. 2 by arrow 1. ESP 206 is a
computer system that may provide enhanced telephony
services for a service provider. More specifically, ESP 206
may be a computer system that comprises a memory storage
device (e.g., hard disk, floppy disk, compact disc, tape,
optical disk, or other type of data storage media) and a
processor (e.g., a central processing unit). ESP 206 may
contain computer executable code stored in such a memory
storage device, and ESP 206 may execute such computer
executable code to receive and process requests for Call
Back service. Moreover, ESP 206 may have one or more
telephony interfaces allowing it to attach to telephone lines.
Typically, such telephony interface may be a T1 interface,
although other telephony interfaces may be utilized as well.

ESP 206 may receive a telephone call from customer 202
through its telephony interface via PSTN 204. ESP 206 may
prompt customer 202 to enter the telephone number from
which he is calling on the telephone keypad or speak such
number. ESP 206 may recognize the DTMF signals that are
keyed from customer 202 utilizing a DTMF decoder, or ESP
206 may recognize a verbal response from customer 202
utilizing now known or later developed speech recognition
techniques. Additionally, ESP 206 may prompt customer
202 to provide the number to be called by keying the number
on the telephone keypad or by speaking such number. As
with the customer’s number, ESP 206 may recognize the
DTMF signals that are keyed from customer 202 or the
verbal response from customer 202 to receive the number to
be called. Thereafter, ESP 206 may end its connection with
customer 202 (i.e., hang up).

ESP 206 may also comprise a call generator for generat-
ing outbound telephone calls. After receiving a request for
Call Back service from a customer 202, ESP 206 may
attempt to establish a connection with the called party 201
by generating a call to the desired number, as indicated in
FIG. 2 by arrow 2. If a connection is established with the
called party 201, ESP 206 may notify called party 201 that
a call will be connected to the customer 202. ESP 206 may
then generate a return call back to customer 202 via tele-
phone over PSTN 208, as indicated in FIG. 2 by arrow 3.
Once a connection is established with customer 202 (i.e.,
customer 202 answers the return call from ESP 206), cus-
tomer 202 may be connected with called party 210 and begin
being charged at the lower calling rate of $0.75 per minute.

As the above example demonstrates, customer 202 may
begin being charged at the lower $0.75 calling rate after a
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connection has been established with the called party 210.
Thus, customer 202 may save the cost of being charged at
the $0.75 calling rate during the time required for the ESP
206 to attempt to establish a connection with the called party
210.

Rather than utilizing an ESP as discussed above, any type
of call back server, including call back servers of the prior
art, may be implemented to operate as discussed above. That
is, any type of call back server may be implemented to
receive a request from a customer for Call Back service, then
attempt to establish the desired connection with the called
number, and then place a return call back to the requesting
customer once a desired connection has been established at
the called number. Additionally, it should be understood that
a live operator, rather than a computer system, may be
utilized to perform one or more of the described functions,
such as receiving a request for Call Back service, attempting
to establish the desired connection, and placing a return call
back to the requesting customer. Any such implementation
is intended to be within the scope of the present invention.

In a preferred embodiment, the ESP may place a return
call back to the requesting customer in response to various
types of connections being established at the called number.
For example, the ESP may place a return call back to the
requesting customer if any type of connection is established
at the called number. As a further example, the ESP may
place a return call back to the requesting customer only if a
connection is established with a person (i.e., human being),
rather than some type of answering device. As yet a further
example, the ESP may place a call back to the requesting
customer only if a connection is established with a specific
person. A customer may specify a specific party that the
customer desires to reach at the called number, and the ESP
may then attempt to determine whether that specific party is
available at the called number. For example, the ESP may
prompt a party answering the called number to press “1” if
they are the desired party or if the desired party is available
at the number. Therefore, customer 202 is only charged the
lower $0.75 per minute rate after a connection is established
at the called number with a specific desired party available.

In a preferred embodiment, the requesting customer may
specify which situation or situations the ESP is to return a
call back to the customer. The customer may be presented
the various options for triggering return call back to the
customer, and the requesting customer may be able to
choose one or more of the options that the customer desires
to trigger such return call back. For example, such options
may be presented to the customer at the time that the
customer requests Call Back service. Moreover, the request-
ing customer may have a “profile” containing the customer’s
personal preferences, which the ESP may be able to access
in providing pre-qualified Call Back service for the cus-
tomer.

For example, a requesting customer may specify that the
ESP is to return a call back to the customer if any type of
connection is established at the called number, only if a
person answers the called number, or only if a specific
person is available at the called party’s line. Most preferably,
the requesting customer may be able to choose one or more
of such situations. For example, a requesting customer may
request that a return call back be placed only if a connection
is established with a specific person or with an answering
device. Various other situations exist which may trigger a
return call back to the requesting customer. For example,
receiving a message that the called number has changed or
is no longer in operation may trigger a call back to the
requesting customer. Many other situations may be available
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for triggering a return call back to the requesting customer,
and any such situation is intended to be within the scope of
the present invention. The present invention is not intended
to be limited only to the situations for triggering a return call
provided herein, rather such situations are intended as
examples that render the disclosure enabling for many other
situations for triggering a return call.

If a desired connection is established and a return call is
placed to the called party, then the called party may be made
aware of the successful connection upon receiving the return
call. However, if the attempt to establish the desired con-
nection is unsuccessful, the called party may desire to be
notified of the result of such attempt to establish a connec-
tion. In a preferred embodiment, the ESP may notify the
requesting customer of the result of attempting to establish
a connection with the called number in a variety of ways. For
example, the ESP may not return a call back to the request-
ing customer at all if a desired connection is not established
at the called party’s number. Thus, not receiving a call back
from the ESP may serve as a notification to the requesting
customer that the desired connection was not established
(ie., the attempt to establish the desired connection was
unsuccessful).

However, not receiving a call back from the ESP may only
serve to notify the requesting customer that the desired
connection was not established, but may not notify the
requesting customer of the actual result of the attempted
connection. For example, suppose a requesting customer
desires to have a call back only if a connection is established
with a specific person. Not receiving a return call back may
serve to notify the requesting customer that a connection
with the desired person was not established. However, not
receiving a return call back may not indicate to a requesting
customer whether a connection was established at all, such
as with an answering device or a different person. Moreover,
not receiving a return call back may not indicate to a
requesting customer whether no answer was obtained at the
called number, whether the line was busy, or whether the
called number was an invalid number (e.g., a number that is
not in service).

Accordingly, in a preferred embodiment some type of
return notification indicating the result of the attempted
connection may be provided to the requesting customer. The
ESP may provide such return notification for various results
obtained. For example, the ESP may notify the requesting
customer if no answer is received at the called party’s
number. As a further example, the ESP may notify the
requesting customer desiring a connection with a person if
an answering device answers the called party’s number. As
yet a further example, the ESP may notify the requesting
customer if a connection is established with a person other
than a desired person. Various other results may be obtained
when attempting to establish a connection with a called
number, and any such result is intended to be within the
scope of the present invention. The present invention is not
intended to be limited only to the results described herein,
rather such results are intended as examples that render the
disclosure enabling for many other results of attempting to
establish a connection with a called number. It is also within
the scope of the present invention to notify a requesting
customer of any type of result that may be obtained, and the
present invention is not intended to be limited to notifying
the customer of the types of results described herein.

In a preferred embodiment, the requesting customer may
specify the type of results for which a return notification is
desired. For example, a customer requesting pre-qualified
Call Back service wherein a return call is to be made to such
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customer only if a specific person is available may specify
that return notification is desired only if a person answers the
call and indicates that the desired person is not available.
Thus, the customer may not receive return notification if no
answer is obtained or if an answering device answers the
call. More specifically, a requesting customer may be pre-
sented the various options for triggering return notification,
and the requesting customer may be able to choose one or
more of the options that the customer desires to trigger such
return notification. For example, such options may be pre-
sented to the customer at the time that the customer requests
Call Back service. Moreover, the requesting customer may
have a “profile” containing the customer’s personal
preferences, which the ESP may be able to access in
providing pre-qualified Call Back service for the customer.
In alternative embodiments, a requesting customer may be
notified of all types of results, or only certain types of
results, without the requesting customer having the ability to
tailor the situations in which return notification is to be
provided.

Such return notification may be provided to the requesting
customer in a number of ways. In a preferred embodiment,
the ESP may be implemented to provide such return noti-
fication to a requesting customer through a variety of
methods of communication. For example, return notification
may be provided to the customer via telephone. As another
example, return notification may be provided to the custom-
er’s personal computer via data modem. As yet another
example, return notification may be provided to the cus-
tomer via a packet network, such as the Internet. Exemplary
implementations utilizing such methods of communicating a
return notification to a customer are discussed in greater
detail hereafter.

Focusing again on FIG. 2, return notification may be
provided to customer 202 via telephone at the lower $0.75
rate. For example, ESP 206 may generate a return telephone
call to customer 202 at the lower $0.75 rate to provide such
notification. Receiving a return notification at the lower
$0.75 rate may be less expensive for customer 202 than
being charged the $0.75 for the time required for attempting
to establish a connection with called party 210. For example,
a short statement explaining the result of attempting to
establish a connection may be a shorter call, and in turn less
expensive, than the time required for attempting to establish
a connection with the called number. Additionally, a record-
ing of the connection may be provided, such as a recording
of the called party’s answering machine, or a recording of a
party answering and indicating that the desired party is not
available, or a recording of a notice that the number has
changed or is invalid (so that if a new number is provided the
requesting customer may be provided such number).

Such a recording may provide customer 202 with specific
information obtained when attempting to establish a call.
The recording may provide valuable information to cus-
tomer 202. For example, the recording may contain a
message from the operator that the telephone number has
changed, or it may contain a message from the called party’s
answering device stating when or where the called party
may be reached. In one embodiment of the present
invention, the return notification may notify the customer of
the result and present the customer with the option to hear
a recording of the call. For example, the notification may
inform the customer that “an answering device was reached
when attempting to connect the call.” The notification may
also present the customer with an option to hear a recording
of the call, such as “press 1 to hear a recording of the
attempted call.” If the customer wants to hear a recording of
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the answering machine message, the customer may choose
such option. Otherwise, the customer may terminate the call
more quickly, and thus more economically, after receiving
the initial message.

In co-pending U.S. application Ser. No. entitled
“ADMINISTERING CALL BACK SERVICES,” a system
and method which administer Call Back service by utilizing
the Internet or other packet network to receive customer
requests for Call Back service is disclosed. Such Internet or
other packet network may be further utilized to provide
return notification to a requesting customer in an economical
manner. The Internet or other packet network may be
utilized to provide return notification to a requesting
customer, even if such network is not utilized in receiving a
request for Call Back service from the customer.

Turning to FIG. 3 an exemplary embodiment is illustrated
wherein Internet 304, or some other packet network, may be
utilized for communication between customer 302 and ESP
306. In such an embodiment, ESP 306 has one or more
connections to a packet network, such as Internet 304. In a
preferred embodiment, customer 302 may request a Call
Back service via Internet 304 as disclosed in co-pending
U.S. application Ser. No. entitled “ADMINISTERING
CALL BACK SERVICES.” Moreover, regardless of the
method used by customer 302 to request a Call Back service,
in a preferred embodiment ESP 306 may utilize Internet 304
to communicate return notification of the result of attempt-
ing to establish a connection with called party 308 to
customer 302.

Turning now to FIG. 4, one exemplary embodiment of the
present invention is illustrated. In this embodiment, a cus-
tomer 402 may have access to a telephone 404 but may not
have access to a personal computer. As shown, ESP 412 may
still utilize the Internet 410 to communicate return notifica-
tion to customer 402. For example, customer 402 may
request Call Back service from ESP 412. As disclosed in
co-pending U.S. application Ser. No. entitled “ADMINIS-
TERING CALL BACK SERVICES,” customer 402 may
place such a request using telephone 404 to call local server
408 over PSTN 406. Local server 408 may receive infor-
mation from customer 402, such as the telephone number
from which customer 402 is calling and the telephone
number which customer 402 desires to call. Local server 408
may also receive other information from customer 402, such
as the type of connection desired and the type of notification
desired. Once local server 408 obtains information from
customer 402, local server 408 may transfer the information
to ESP 412 via Internet 410. ESP 412 may receive the
information and attempt to provide Call Back service for
customer 402.

Regardless of the method used to receive a request for
Call Back service, once a request for Call Back service is
received ESP 412 may attempt to establish a connection with
the called party 416. If the desired connection is established,
ESP 412 may connect called party 416 with customer 402
via PSTN 418. However, if the desired connection is not
established, ESP 412 may notify customer 402 of such result
via Internet 410. That is, ESP 412 may communicate such
result to local server 408 via Internet 410. Thereafter, local
server 408 may call customer 402 via PSTN 406 and provide
the result to customer 402. It should be understood, that this
method of communicating return notification to customer
402 may be utilized regardless of the method used to
communicate a request for Call Back service to ESP 412.
For example, if customer 402 called ESP 412 directly to
request Call Back service, ESP 412 may still utilize the
above-described method to pre-qualify the Call Back service
and communicate return notification to customer 402.

10

15

20

25

30

35

40

45

50

55

60

65

12

Local server 408 may be located within the same country
as customer 402, and the telephone call from local server
408 to customer 402 to provide notification may be a local
telephone call or a long-distance telephone call. This
embodiment allows a customer with access to a telephone to
receive notification of the result of pre-qualifying a Call
Back service at little or no cost to the customer. That is,
because the telephone call from local server 408 to customer
402 may be a local telephone call, customer 402 may incur
no additional cost for receiving such a call. Moreover, even
if the telephone call from local server 408 to customer 402
is a long-distance telephone call within the customer’s
country and assuming that the long-distance charges may be
passed on to customer 402, such a long-distance call may
still be less expensive than receiving a notification call
directly from ESP 412 in the United States or being charged
during the time required for ESP 412 attempting to establish
a connection with the called party 416. Furthermore, the
transfer of information from ESP 412 to local server 408
may be free. Thus, customer 402 may receive notification of
the result of pre-qualified Call Back service in an economi-
cal manner.

Turning to FIG. 5, an alternative exemplary embodiment
of the present invention is shown. With this alternative
embodiment, customer 502 may have access to personal
computer (PC) 504 with a data modem, but may not have the
ability to access the Internet (e.g., has a PC without Internet
Service). As shown, ESP 512 may utilize the Internet 510 to
communicate return notification to customer 502. PC 504
may be executing a software program for requesting Call
Back service and/or receiving notification of results of
pre-qualifying Call Back service. For example, customer
502 may request Call Back service from ESP 512. As
disclosed in co-pending U.S. application Ser. No. entitled
“ADMINISTERING CALL BACK SERVICES,” customer
502 may place such a request utilizing a software program
executing on PC 504. More specifically, a software program
may be executing on PC 504 to receive input information for
a Call Back service request from customer 502 and transmit
such information to local server 508 via data modem over
PSTN 506. Once local server 508 receives such information,
local server 508 may transfer the information to ESP 512 via
Internet 510. ESP 512 may receive the information and
attempt to provide Call Back service for customer 502.

Once a request for Call Back service is received by ESP
512, ESP 512 may attempt to establish a connection with the
called party 516. If the desired connection is established,
ESP 512 may connect called party 516 with customer 502
via PSTN 518. However, if the desired connection is not
established, ESP 512 may notify customer 502 of such result
via Internet 510. That is, ESP 512 may communicate such
result to local server 508 via Internet 510. Thereafter, local
server 508 may communicate such result to PC 504 via
PSTN 506. Software executing on PC 504 may receive the
result from local server 508 and provide such notification to
customer 502.

It should be understood, that this method of communi-
cating return notification to customer 502 may be utilized
regardless of the method used to communicate a request for
Call Back service to ESP 512. That is, even if a customer
uses a different method to request Call Back service than the
one described above, this method may still be utilized to
provide notification of results to a customer. For example, if
customer 502 called ESP 512 directly via telephone to
request Call Back service, ESP 512 may still utilize the
above-described method to pre-qualify the Call Back service
and communicate return notification to customer 502. For
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example, a “profile” containing the requesting customer’s
preferences may be accessed by the ESP 512 when provid-
ing Call Back services. From such profile, ESP 512 may
determine that the requesting customer 502 prefers to
receive notification on PC 504 as described above.

Local server 508 may be located within the same country
as customer 502, and the data modem call from local server
508 to customer 502 to provide notification may be a local
call or a long-distance call. This embodiment allows a
customer with access to a PC with a data modem to receive
notification of the result of pre-qualifying a Call Back
service at little or no cost to the customer. That is, because
the data modem call from local server 508 to customer 502
may be a local call, customer 502 may incur no additional
cost for receiving such notification. Moreover, even if the
data modem call from local server 508 to customer 502 is a
long-distance call within the customer’s country and assum-
ing that the long-distance charges may be passed on to
customer 502, such a long-distance call may still be less
expensive for customer 502 than receiving a notification call
directly from ESP 512 in the United States or being charged
during the time required for ESP 512 attempting to establish
a connection with the called party 516. Furthermore, the
transfer of information from ESP 512 to local server 508 via
Internet 510 may be free. Thus, customer 502 may receive
notification of the result of pre-qualified Call Back service in
an economical manner.

Turning to FIG. 6, another alternative exemplary embodi-
ment of the present invention is shown. With this alternative
embodiment, customer 602 may have access to PC 604 with
the ability to access the Internet (e.g., has a PC with Internet
service). As shown, ESP 608 may utilize the Internet 606 to
communicate return notification to customer 602. For
example, customer 602 may request Call Back service from
ESP 608. As disclosed in co-pending U.S. application Ser.
No. entitled “ADMINISTERING CALL BACK
SERVICES,” customer 602 may use computer 604 to submit
a request for Call Back service to ESP 608 via Internet 606.
Once such a request is submitted to ESP 608, ESP 608, may
attempt to provide Call Back service for customer 602.

After receiving a request for Call Back service, ESP 608
may attempt to establish a connection with the called party
612. If the desired connection is established, ESP 608 may
connect called party 612 with customer 602 via PSTN 614.
However, if the desired connection is not established, ESP
608 may notity customer 602 of such result via Internet 606.
There are various embodiments that may be implemented to
allow ESP 608 to communicate such notification to customer
602, some of which will be discussed in greater detail
hereafter.

In one embodiment of the present invention, a service
provider may have a web site. That is, a service provider
may maintain a web site that customers may access via the
Internet 606. More specifically, a web server (or “web host™)
may deliver or “serve up” web pages for the service pro-
vider’s web site when the web server’s Uniform Resource
Locator (“URL”) is accessed. Such a web site may allow
customer 602 to receive a return notification regarding
results of pre-qualifying Call Back service from ESP 608 via
Internet 606. For example, customer 602 may access the
service provider’s web site via the Internet 606. The service
provider’s web site may allow customer 602 to submit a
request for Call Back service, as disclosed in co-pending
U.S. application Ser. No. entitled “ADMINISTERING
CALL BACK SERVICES.” As with the previous
embodiment, it should be understood that regardless of
whether a request for Call Back service is received from

10

15

20

25

30

35

40

45

50

55

60

65

14

customer 602 via the web site, the web site may provide
customer 602 a method for receiving return notification
information about the results of pre-qualifying Call Back
service.

For example, customer 602 may access the service pro-
vider’s web site and view such return notification informa-
tion that ESP 608 posts on the web site. The web site may
require customer 602 to supply some type of information
identifying a particular Call Back service request, such as a
transaction number for a particular requested Call Back
service. The web site may require customer 602 to supply
some type of identification information, such as a Personal
Identification Number (PIN). An example of information
that may be provided on such a web site is illustrated in FIG.
7. FIG. 7 displays a history of Call Back service requests for
“Joe Customer.” The web site may require that Joe Customer
provide a PIN or other identification prior to viewing such
a history.

As the first transaction shown in FIG. 7 illustrates, Joe
Customer requested Call Back service for a call to telephone
number (555) 555-1111 at 1:30 PM on May 1, 1999. As the
result indicates, in trying to establish a connection at the
called number the ESP obtained no answer at 1:35 PM on
May 1, 1999. In the second displayed transaction, Joe
Customer requested Call Back service for a call to telephone
number (555) 555-2222 at 3:20 PM on May 2, 1999. The
displayed result notifies Joe Customer that the line was busy
when attempting to establish a connection at 3:28 PM on
May 2, 1999. As the third transaction illustrates, Joe Cus-
tomer requested Call Back service for a call to telephone
number (555) 555-3333 at 10:30 AM on May 3, 1999. The
displayed result indicates that in attempting to establish a
connection with the called number, the ESP received a
message that the number is no longer in operation.

Transaction 4 shown in FIG. 7 displays a result obtained
for a request for Call Back service to telephone number
(555) 555-4444, in which Joe Customer requested no return
call if a connection is established with an answering device.
As the result in transaction 4 indicates, the ESP established
a connection with an answering device at 5:07 PM on May
4, 1999. Transaction 5 illustrates that Joe Customer
requested a Call Back service at 5:30 PM on May 4, 1999.
The displayed result notifies Joe Customer that a person
specified by Joe Customer was not available. In alternative
embodiments, additional information may be included
within each transaction listing for the requests, such as more
detailed information about the types of situations specified
by Joe Customer to trigger a return call for each request. For
example, information may be included in transaction 4
indicating that Joe Customer requested a return call if a
connection was established at the called number, unless the
connection was established with an answering device. As
another example, information may be included in transac-
tion § indicating that Joe Customer requested a return call
only if a specific person was available.

As discussed above, the ESP 608 may record the call
placed to the called number in attempting to establish a
desired connection. For example, the ESP 608 may record
the answering device message or a message provided by an
operator. Such recording may be available to customer 602
via the web site. Additionally, such recording may be
available to customer 602 in the previous embodiment
discussed in conjunction with FIG. § via PC 504. The
recording may be presented as a sound file (e.g., .wav file).
Moreover, the recording may be converted to text and
presented on web site 602 or otherwise transmitted to the
customer’s PC (e.g., via the method discussed in conjunc-






