
USOO5901209A 

United States Patent (19) 11 Patent Number: 5,901,209 
Tannenbaum et al. (45) Date of Patent: May 4, 1999 

54). CALLER ID SUBSTITUTION FOR 5,329,578 7/1994 Brennan et al. ........................ 379/201 
SELECTED TELEPHONE CALLERS 5,343,518 8/1994 Kneipp ................ ... 379/355 

5,436,965 7/1995 Grossman et al. ...................... 379/266 
75 Inventors: David H. Tannenbaum, Dallas; 5,570,419 10/1996 Cave et al....... 379/113 

Michael J. Polcyn, Allen, both of Tex. 5,590,184 12/1996 London ... ... 379/142 
5,608,786 3/1997 Gordon ... ... 379/100 

73 Assignee: InterVoice Limited Partnership, Reno, 5,675,637 10/1997 Szlam et al. ............................ 379/142 
Nev. 

21 Appl. No.: 08/766,972 Primary Examiner Paul Loomis 
Attorney, Agent, or Firm-Fulbright & Jaworski L.L.P. 

22 Filed: Dec. 16, 1996 
57 ABSTRACT 

Related U.S. Application Data 
A System and method for Selectively adjusting the caller 

63 Continuation-in-part of application No. 08/730,742, Oct. 15, identification of a calling party based, in party, on param 
1996. eters associated with adjusting the calling party. Security 

51 Int. Cl. ......................... H04M 1156; H04M 15/00; codes can be used in conjunction with a database to insure 
H04M 3/42; HO4M 3/00 that the Substituted ID is legitimate. The one embodiment or 

52 U.S. Cl. .......................... 379/142; 379/113; 379/201; network based predictive dialer is used to place calls for 
379/200; 379/309; 379/265 agents geographically Separated from both the network and 

58 Field of Search ..................................... 379/111, 112, other agents. The network System instigates calling Cat 
379/113, 127, 142, 201, 207, 265, 266, paign where remote agents are connected through the net 309, 188, 189, 199, 200 work to called parties where the called party receives the 

56) References Cited caller ID information pertaining to the calling campaign and 
not the caller ID of the agent. 

U.S. PATENT DOCUMENTS 

5,278,894 1/1994 Shaw ....................................... 379/230 36 Claims, 4 Drawing Sheets 

ANY TARGETS 

512 

GENERATE CAL 
STATSICS 

N LIST REMAIN 
UNCONACTED 

INSERT PSEDO-AN 
(CALLER (D) FIELD 

50 1A 

TRANSI CALL SATISCS 
AND ANY INFORMAON 
COLECED THROUGH 
TARGET CONTACT TO 

USER WIA PHONE, FAX, 505 
E-MAIL, PC, ETC. CA 

ANSWERED 504 

YES RESCHEDULE TARGET 
FOR LATER CONTACT 

505 
CONNECTED - -----w- 

TO AN AUTOMAED ES 506 
ANSWERNC 
DEVICE TRANSMIT 

PREDETERMINED MESSAGE 

- 

WR DIALOG 
TO BE USE 

TARGET 

NO 

5101 

UPDATE CALL 

51 

PREDICTWE DALER NITIATES 
CALLS TO TARGES 

DENTIFIED ON CALL LES 

D FOR THIS 

CONNECT CONTACTED 
TARGET WITH AN AGENT 
FROM THE AGENT POOL 

MANAGEMEN INFORMATON 
O NCUDE INFORMATION 
REGARDING CONTACT 

502 

YES 

CONDUCE WR DIALOG 

BECONOU 
THIS TARGET 

  

    

  

  

  

  



U.S. Patent May 4, 1999 Sheet 1 of 4 5,901.209 

CALL MANAGEMENT 104 & 102 103 
Z Š 

MAIL se FIG. 1 

AGENTS 
105 

s 
SS SNS 

106 
TELEPHONE 

TELEPHONE 
WITH RADISH 

PREDICTIVE VOICE VIEW 
DALER 

7ir 

zir 

4N TELEPHONE A WAS 
108 

114 
152 2 

TELEPHONE 115 

S. 111 J. 

USER CONNECTS TO SYSTEM WIA PHONE, FAX, E-MAIL, PC, ETC. 

USER TRANSMTS CALL MANAGEMENT INFORMATION 
INCLUDING CALL LIST AND AGENT DS TO SYSTEM 

FIC. 3 

301 

302 

  

    

  

    

  



U.S. Patent May 4, 1999 Sheet 2 of 4 5,901,209 

USER COMMUNICATES CALL MANAGEMENT INFORMATION TO THE SYSTEM -20 

THE CALL MANAGEMENT SYSTEM PROVIDES PORTIONS OF CALL 202 
MANAGEMENT INFORMATION TO THE PREDICTIVE DALER 

THE PREDICTIVE DIALER PERFORMS PREDICTIVE DIALING FUNCTIONS I-203 
INCLUDING ADDING AGENTS TO THE POOL AS THEY BECOME AVAILABLE 

THE PREDICTIVE DIALER PROVIDES THE CALL MANAGEMENT SYSTEM 
WITH INFORMATION REGARDING PREDICTIVE DIALING FUNCTIONS 204 

THE CALL MANAGEMENT SYSTEM GENERATES CALL STATISTICS 205 

THE CALL MANAGEMENT SYSTEM COMMUNICATES CALL STATISTICS AND 
OTHER INFORMATION RECARDING TARGET CONTACT TO THE USER 206 

END 

FIC. 2 

AGENT CONNECTS TO SYSTEM VIA PHONE, SCREEN PHONE, PC, ETC. 401 

AGENT TRANSMITS ID IDENTIFYING HIM/HERSELF AS AN AGENT OF USER 402 

DOES 
AGENT D MATCH NO AGENT S 

D IN CALL MANAGEMENT DENIED ACCESS 404 
NFORMATION TO SYSTEM 

2 

405 YES END 

AGENT IS ADDED TO POOL OF AVAILABLE AGENTS 405 

END 

FIC 4 

  

  



U.S. Patent May 4, 1999 Sheet 3 of 4 5,901,209 

FIC. 6 
ANY TARGETS 
N LIST REMAIN 
UNCONTACTED? 

512 

GENERATE CALL INSERT PSEUDO-AN 
STATISTICS (CALLER ID) FIELD 

TRANSMIT CALL STATISTICSIPREDICTIVE DIALER INITIATES 
AND ANY INFORMATION CALS TO TARGETS 
COLLECTED THROUGH IDENTIFIED ON CALL LIST 

NO 

TARGET CONTACT TO 
USER WIA PHONE, FAX, 503 

E-MAIL, PC, ETC. CALL 
ANSWERED? 

RESCHEDULE TARGET 513 END 
FOR LATER CONTACT 

505 
CONNECTED 

TO AN AUTOMATED 
ANSWERING 
DEVICE TRANSMT 

PREDETERMINED MESSAGE 

WR DIALOG 
TO BE USED FOR THIS 

TARGET2 
507 CONDUCT IVR DIALOG 

LIVE 
AGENT DIALOG TO 

BE CONDUCTED WITH 
THIS TARGET2 

CONNECT CONTACTED 
TARGET WITH AN AGENT 

510 FROM THE AGENT POOL 

UPDATE CALL 
MANAGEMENT INFORMATION 
TO INCLUDE INFORMATION 

REGARDING CONTACT 
511 

  

  

  

    

  

  

  

  

    

  

  

    

  

  

  

  



U.S. Patent 

601 No. USER PARAMETER 

May 4, 1999 Sheet 4 of 4 

FIG. 6 

Coll Record Post Cord Tag 
Coll Record Subtype 
COI D 
Sequence Number 
User Record ID 
Call Origination Pseudo-AN 
Call Origination ID 
Col. Destinotion ID 
Priority 
Coll Schedule Time 
Coll Schedule Limit 
Phone Number Pointer 
Phone Number 
Modified Phone Number 
Locol Line Number 
Globo Line Number 
ApplCloss Nome 
Record Creation Timestomp 
Record Completion Timestamp 
System Call Result 
Application Coll Result 
Coll Type 
Reroute Count 
Col Stote 
Coll Progress Mode 
Coll Cut Through Mop 
RNA TimeOut 
TimeZone Number 
Queuing Timeout 
Destinotion Address 
Coll Processing Report 
Applicotion Morker 
Application Parameter 1 
Application Porometer 2 

5,901.209 

  



5,901209 
1 

CALLER ID SUBSTITUTION FOR 
SELECTED TELEPHONE CALLERS 

RELATED APPLICATIONS 

This application is a continuation-in-part of application 
Ser. No. 08/730,742, filed Oct. 15, 1996 and entitled NET 
WORK BASED PREDICTIVE DIALING, the disclosure of 
which is incorporated by reference herein. 

TECHNICAL FIELD OF THE INVENTION 

This invention relates to a System and method for adjust 
ing the caller identification of certain calls and more par 
ticularly to Such a System and method used in a centralized 
or network based application, Such as a predictive dialing 
System providing access to calling agents utilizing general 
purpose communications devices via a coupled network. 

BACKGROUND OF THE INVENTION 

There are beginning to be telephone network applications 
which control telecommunications from a central point. One 
Such application is a centralized predictive dialer. Predictive 
dialing in general is an established technology, well known 
in the art, which deals with placing calls at a rate that will 
minimize calling agent idle time. ESSentially a predictive 
dialer will Screen out busy calls, calls which ring with no 
answer, or machine answered calls, only connecting live 
answered calls to a calling agent or customer Service rep 
resentative. It is integral to the effort to optimize the effi 
ciency of the calling agent to relieve him/her of dealing with 
ring no answer, busy and calls otherwise unsuccessful in 
contacting a human. 
A major advantage of predictive dialing Systems is the 

ability to average the efficiency of a pool of calling agents 
or customer Service representatives. In large outbound call 
centerS Such averaging is necessary. It would be cost pro 
hibitive to have one out of every five calls completed, which 
is typical, while having the calling agents dealing with all 
these other non-productive things. 
A disadvantage of predictive dialing Systems is that, for 

the casual user or the intermittent user, Such Systems are 
generally too expensive to cost justify. To own and maintain 
a predictive dialing System on premise is very expensive. 
Even a Small present day System costs a great deal, and the 
cost increases with the inclusion of additional agent posi 
tions. Such a System is a capital cost in which most casual 
or intermittent users are unable or unwilling to invest. 
One Solution available to the intermittent user, Such as one 

who has a calling campaign that runs once or twice a year, 
is to contract out the calling campaigns to a Service bureau 
having the necessary equipment and perSonnel. Here the 
user provides the Service bureau with information, Such as 
names and numbers of target perSons to contact as well as 
Scripted dialogue to be used upon contact, and the Service 
bureau executes the campaign for them with their own agent 
Staff and their own predictive dialing System. Thereafter, the 
Service bureau presents the user with the results of the 
particular calling campaign. 
One drawback of the Service bureau arrangement is that 

all contact with the target parties, presumably customers or 
other individuals upon which the user wishes to make a 
favorable impression, has been placed with the agents of the 
Service bureau. Although the user typically provides a Script 
from which to orchestrate the contact, there may be 
instances where the dialogue does not cover the situation, 
thus requiring a call back or otherwise incomplete contact. 
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2 
Such an incomplete contact at the very least causes ineffi 
ciency in the System, and quite possibly leaves a less than 
favorable impression on the individual so handled. 

Furthermore, the Service bureau agents are not directly 
accountable to the user. These agents have not been Specifi 
cally Screened or chosen by the user for representation in 
what quite possibly could be the only contact between the 
user and the contacted individual. Therefore, there is a 
possibility of improper representation of the user, over 
which the user has no direct control or ability to remedy. 
One Solution to the above-discussed problem is to use a 

network based System and to use individuals working 
remotely from their homes or offices. In Such a System, the 
network application places calls based upon data Supplied by 
an organization. When the network System detects that a live 
person has answered (as apposed to a no-answer or to an 
answering machine) the network then connects the call 
through to one of the remote based agents. 
One problem with Such an approach is that the called 

party may have caller ID which identifies the calling party. 
In the Scenario just mentioned the calling party will be 
calling on behalf of an agency (for example, a particular 
charity) and the caller ID at the called party's end will show 
the caller's home phone number and his/her name, or will 
show the identity of the network based system. The caller ID 
will not, however, show the identity of the charity. This, of 
course, is not a good situation. 
Even in the situation where a conventional predictive 

dialing bureau makes the phone calls for “house' agents, the 
caller ID of the called station will show the ID of the calling 
bureau and not the ID of the organization for which the calls 
are being placed. 

This problem is also present with any central based 
application that places, or routes, calls for another party or 
in Situations where a party uses his/her home telephone to 
make a call that is better identified as coming from the real 
party in interest. For example, in a work-at-home situation 
where a party makes calls on behalf of an employer, or, for 
example, a law enforcement perSon makes a call from a 
private telephone, it is not appropriate (and indeed 
counterproductive) to have the called party's caller ID 
display the identity of the actual station from which the call 
was placed. 

Simply blocking the outgoing caller ID is not the Solution 
Since many people now block all incoming calls where the 
called party's ID has been withheld. Also, when soliciting 
for a charity, the natural Skeptism of the called party as to the 
true identity of the caller will be reduced if the charity's 
name were to appear on the caller ID. 

Thus, there is a need in the art for a system in which the 
caller ID of a called party shows the real party in interest to 
that call and not the ID of the station from which the call was 
placed. 
A further need in the art is for Such a System in which any 

Substitute caller ID is Screened for permission on a call by 
call basis. 

Accordingly, a further need exists in the art for a Such a 
system which may be cost effectively utilized by the casual 
or intermittent user. 
A further need exists in the art for Such a System allowing 

communication by agents located geographically remote 
from the organization from which they are calling. 

Yet a further need in the art exists for a system which 
allows agents to utilize general purpose information com 
munication devices to contact target parties, while preserv 
ing their caller ID private. 
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SUMMARY OF THE INVENTION 

These and other objects, needs and desires are obtained in 
one embodiment having a System and method for providing 
a predictive dialer in combination with a call management 
system which is networked, to allow the predictive dialer to 
be centrally located, Such as at a Service provider's location, 
for cost effective utilization by a number of remote users. As 
each call is placed, the caller ID for the particular agent 
handling the call is replaced with a caller ID from a database. 

In an alternative embodiment, a caller from a Station 
having a caller ID will have the calling station's normal ID 
changed to reflect another entity. This change, if desired, can 
be by permission only. 

The call management System of one embodiment of the 
present invention provides an interface between the user and 
the predictive dialer. This interface allows for the input, via 
a Supported network, of calling information, Such as target 
names, phone numbers (or other electronic addresses), Street 
addresses, calling agent identification, etcetera, and presents 
information to the user regarding call management, Such as 
calling Statistics, calls completed, System utilization, indi 
vidual agent utilization, etcetera. 

Network interfaces provided by the networked predictive 
dialing System may take the form of any means capable of 
transmitting desired information. For example, call list 
information, Such as target names and numbers, may be 
generated on a general purpose computer, Such as a PC, and 
communicated to the call management System via propri 
etary link, local or wide area network, or via modem and 
public switched telephone network (PSTN). Additionally, 
Such information may be faxed or E-mailed, Such as by the 
Internet or PSTN, into the call management system. 
Likewise, the same information may be reduced to hard 
copy and mailed to a Service provider who then inputs the 
information by hand or electronically, Such as by a Scanner 
and optical character recognition system (OCR). Preferably, 
the information So provided is arranged in a predetermined 
format to enable the call management System to readily 
utilize the provided information. However, as the informa 
tion typically will comprise Such readily identifiable com 
ponents as name, phone number or electronic message 
address, and Street address, the call management System 
could be provided with logic to utilize Such information 
provided in any format. 

Similarly, information generated by the networked pre 
dictive dialing System may be communicated to the user 
through any available means. Typically, call management 
information will be provided the user via the same means 
that the user provides the System with information. 
However, it shall be appreciated that the user may provide 
information by one means and the call management System 
by another. 

After entry of calling information within the call man 
agement System, regardless of the means by which it was 
entered, the predictive dialer is Supplied with information, 
from the call management System, Sufficient to enable its 
dialing of individual targets according to the user's desires. 
Thereafter, individual agents of the user may access the 
predictive dialer, via a network connection, to handle calls 
completed by the predictive dialer. 

Agents utilizing the System may use any Suitable means, 
including general purpose communications devices, for 
communication with the targets to whom calls have been 
completed. Some of the general purpose phone technologies 
that are available, for example, Radish Voice View technol 
ogy or ADSI Screen phone technology, provide for display 
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4 
of information such as that provided with the call list. For 
instance, the target's or user's name, or Some other pertinent 
information, could be displayed on the telephone device, or 
the attached PC in the case of the Radish Voice View, as the 
call is completed. These, as well as other available 
technologies, provide the agent with additional information 
about the call to which he is being connected. 

In addition to advantages realized by the ability of agents 
to connect to, and thereby utilize, the predictive dialer by 
various connection means, advantages are realized by the 
ability of these agents to be geographically dispersed from 
each other as well as the predictive dialing System itself. The 
networked predictive dialing System treats agents connected 
to it, regardless of their geographic proximity, as a pool of 
agents. This allows both agents in a central location and/or 
agents working Separately, Such as at home, to participate in 
an agent pool and thus achieve System efficiency. 

In addition to advantages available from the agents being 
geographically dispersed, pooling of these agents also pro 
vides economy in that the number of agents or their asso 
ciated network elements need not be constant throughout the 
entire campaign. Agents may enter and exit the System as 
desired or needed, Such as at peak times, without the need to 
constantly Staff a particular location. Furthermore, as differ 
ent networking means may be utilized, economy may be 
realized by utilization of more expensive agent equipment, 
such as the Radish Voice View or ADSI screen phone 
technologies, only at the number of agent network elements 
typically kept occupied. AS additional agents are utilized, 
Such as at peak times, lesser expensive agent network 
elements may be used, Such as analogue telephone sets to 
handle the Swell. 

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 the 
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 DRAWINGS 

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 drawings, in which: 

FIG. 1 illustrates networked predictive dialing system 10 
of the present invention and its interconnection to various 
networks and network elements, 

FIG. 2 illustrates a flow diagram of utilization of the 
present invention; 

FIGS. 3-5 illustrate detailed flow diagrams of particular 
portions of the flow diagram illustrated in FIG. 2; and 

FIG. 6 shows a typical database used to change the ID of 
a calling Station under certain Situations. 

DESCRIPTION OF THE PREFERRED 
EMBODIMENTS 

The present invention allows for the provision of a 
predictive dialer System by a Service provider to users of 



5,901209 
S 

Such Systems, while Still allowing the user to utilize his/her 
own agents in the calling process. Moreover, as access to the 
predictive dialer is provided via network connections, the 
agents So utilizing the System may be geographically dis 
persed from the System and each other. Furthermore, net 
work interfaces of the present invention may be utilized to 
provide varying means for both the input of information 
regarding target individuals to be contacted and Subsequent 
connection of call management information to the user 
regarding these contacts. 
To aid in the understanding of the present invention, a 

Scenario describing its utilization is offered. In our example, 
a group is trying to organize a high School reunion. Typically 
Such an event would begin with a paper list of classmates, 
here a list of 1200 people, including their names and phone 
numbers. This paper list could be divvied up amongst 
Several perSons organizing the event, but contacting these 
individuals in this manner is very inefficient. The callers are 
going to encounter the same kind of problems any mass 
phone campaign encounters. They are going to get answer 
ing machines, ringing with no answer, and busy signals 
interspersed with the desired actual live contact. This leads 
to both wasted time of the individual phone agents as well 
as management problems in keeping an accurate record of 
who has been Successfully contacted. 

Because this is not a reoccurring function that these 
individuals will be involved in, specialized telephony 
equipment, Such as a predictive dialer is not an economical 
alternative. Therefore, an ideal situation would be for this 
group to have a central facility having predictive dialing 
capabilities make the calls So that they may make efficient 
use of their phone agent's time as well as make the calls in 
a orderly manner. 
The present invention provides a System including a 

centralized predictive dialer which is accessible to calling 
agents of a user through network connections. In utilizing 
this invention in the above example, the list of classmates 
would be downloaded to the System, Such as, for example, 
by fax. Thereafter, the calling agent, could pickup their 
home phone, call into the System, provide an acceSS code, 
and then the System would begin placing calls in a predictive 
manner to the 1200 parties on the list. 

Only live answered calls are connected to calling agents. 
Answering machines will be detected and a pre-recorded 
message from the reunion committee could be laid down on 
the answering machines. All busy and ring no answer calls 
could be retried automatically at Some pre-determined rate. 

This system provides a novel method by which calling 
agents may participate in a calling campaign while being 
geographically Separated and without the need for Special 
ized agent communications equipment. Furthermore, each 
of these geographically Separated calling agents are treated 
as a pool of agents. This allows greater flexibility in forming 
a pool of agents than has previously been known in the art. 
For example, agents could be across the nation in different 
time Zones as necessary. 

Furthermore, this System may be utilized with any num 
ber of phone or communication technologies that are avail 
able or are later to be developed, including general purpose 
communications devices. For instance, Radish Voice View 
technology, ADSI Screen phone technology, or another 
device providing a display means, each allowing for the 
provision of information to the calling agent regarding the 
contacted individual, Such as the contacts name or Some 
other pertinent information displayed on the telephone 
device or an attached PC, may be used. Likewise, multime 
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6 
dia PCs, or Internet based telephones, Such as those dis 
closed in co-pending patent application Ser. No. 08/719,163, 
entitled “INTERACTIVE INFORMATION TRANSAC 
TION PROCESSING SYSTEM WITH UNIVERSAL 
TELEPHONY GATEWAY CAPABILITIES,” having a 
common assignee, which is hereby incorporated herein by 
reference, may be used. Similarly, an agent could use an 
automatic number identification (ANI) unit, which is a fairly 
inexpensive unit, to display useful information. An alterna 
tive implementation uses text to speech technology in pre 
announcing the call prior to connection to a calling agent. 

Moreover, communications equipment without the capa 
bility of audio communication could be utilized where, for 
example, target parties are to be contacted through non 
audio means. Of course, through the use of text to Speech 
technology, any combination of agent and target party 
audio/non-audio communications may also be accomplished 
through the present invention. A System for providing infor 
mation communication between Such varied communica 
tions means is disclosed in the above referenced co-pending 
application. 

Directing attention to FIG. 1, there is depicted system 10 
of the present invention. System 10 includes call manage 
ment system (CMS) 109 and predictive dialer 110. CMS 109 
and predictive dialer 110 are systems that may be embodied 
in a processor-based System Such as a general purpose 
computer, a PC, a Server class microcomputer, a minicom 
puter or a mainframe computer. However, it shall be under 
stood that CMS 109 and predictive dialer 110 may assume 
other forms, Such as being embodied in Separate Systems 
coupled to function according to the present invention. For 
example, a call management System and various related 
hardware may be adapted for coupling to an independently 
functional prior art predictive dialer to result in a System 
according to the present invention. 

FIG. 2 illustrates a flow diagram of how CMS 109 and 
predictive dialer 110 of system 10 interact according to the 
present invention. As shown in steps 201 and 202, call 
management information is communicated to CMS 109. 
Thereafter, CMS 109 provides predictive dialer 110 with 
portions of the call management information Sufficient to 
enable predictive dialer 110 to contact targets (step 203). 
Predictive dialer 110 in turn provides information regarding 
its efforts to contact targets to CMS 109 (step 204). CMS 
109 utilizes this information to generate call statistics which 
may be ultimately communicated to the user (steps 205 and 
206). Additional aspects of this flow diagram are detailed in 
FIGS. 3-5 described herein. 

Referring again to FIG. 1, CMS 109 comprises a data 
processing environment executing within processor-based 
system 10. Coupled to system 10, and in information com 
munication with CMS 109, are telephony and or communi 
cation devices Such as fax, e-mail, modem or terminal acceSS 
devices (not shown). These devices provide access to vari 
ous coupled networks, such as network 150, to CMS 109 
through which information communication may be accom 
plished with various network elements utilized by the user of 
system 10. 
Network elements 101 through 104 depicted as interfaced 

with system 10 through network 150 are suitable for use as 
call management network elements. These elements are 
desirable for utilization in management of calls by the user 
of the predictive dialer, as, for example, in inputting 
information, Such as calling lists and identification of agents, 
as well as outputting of information by CMS 109, such as 
calling Statistics. However, it shall be understood that ones 
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of these network elements may be equally adaptable for use 
by agents notwithstanding their use in call management 
functions. Likewise, devices depicted as agent or target 
party communication devices may be equally adaptable for 
use in call management. 

It shall be understood that network 150 may comprise any 
means of information communication, Such as a PSN, a 
computer network, or the Internet, Suitable for providing 
information communication between a particular network 
element and System 10. Information communication may be 
accomplished through network 150, for example, by Such 
communication protocols as facsimile, file transport proto 
col (FTP), hypertext markup language (HTML), telephony 
audio communication, or the like. Furthermore, although 
multiple call management network elements are illustrated 
connected to network 150, it shall be appreciated that ones 
of the network elements may be connected to different 
networks. 

FIG. 3 illustrates a typical flow diagram of a user utilizing 
a call management network element, Such as network ele 
ments 101 through 104. It shall be appreciated that the flow 
diagram illustrated in FIG. 3 is a detail of StepS consistent 
with that represented by step 201 of FIG. 2. 

At step 301 the user connects to system 10 by utilizing an 
available network element communicating through a net 
work coupled to system 10, such as network 150 illustrated 
in FIG. 1. Thereafter, the user transmits call management 
information to system 10 (step 302). It shall be appreciated 
that System 10 may accept and Store more than one set of call 
management information. Such Sets of call management 
information may be utilized to perform predictive dialing 
functions for different users simultaneously or Serially. 

The call management information provided to system 10 
includes a call list of desired addresses to contact and may 
also include Such information as the identification of agents 
authorized to access system 10 or times at which to perform 
predictive dialing functions. It shall be understood that the 
desired addresses to contact, or target addresses, includes 
Such addressing Schemes as telephone number, e-mail mes 
Saging address, Internet address, and the like. 
A call management network element, Such as, for 

example, PC 101, could be coupled to CMS 109 in a real 
time or non-real time link to download information, Such as 
a calling list or other relevant information, to the call 
management System as well as to retrieve calling Statistics 
from CMS 109. This call management network element may 
be coupled to CMS 109 by any means suitable for informa 
tion communication between the two Systems, Such as a 
PSN, computer network System, dedicated communication 
lines, proprietary interface and connection, or even the 
Internet. Furthermore, it shall be appreciated that informa 
tion transmitted to and received from CMS 109 may be 
utilized directly or indirectly by applications executed by PC 
101. 

In utilizing fax 102 for call management purposes, a user 
may simply transmit call list information to CMS 109 in the 
form of a facsimile. Like PC 101, fax 102 may also be used 
by CMS 109 to transmit statistics and call completion 
information from CMS 109 to the user. It shall be under 
stood that fax 102 may be in the form of a “stand alone” fax 
machine, accepting and printing hard copy images, or may 
be a fax device coupled to a processor-based System. Utili 
Zation of a fax device coupled to a processor-based System 
provides means by which another application executing on 
the processor-based System may generate, accept and utilize 
the information So transmitted. 
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8 
Box 103 represents an E-mail system utilized for the 

purpose of Sending call list information and retrieving 
Statistical information from the call management System. 
Box 104, standard mail, is similarly utilized and could be a 
form, for example, that is mailed to the Service provider 
listing the electronic addresses to be contacted and other 
pertinent information, Such as name and Street address of the 
party to be contacted. It shall be appreciated that in order to 
be input into CMS 109, mail 104 must be converted into 
electronic information. Therefore, system 10 may include 
input/output means Such as keyboard and display device 113 
to allow an operator to input information transmitted by mail 
104. Of course, input/output means coupled to system 10 
may take the form of an optical Scanner and OCR system 
(not shown) to eliminate the need for operator entry of 
information transmitted by mail 104, if desired. 

It shall be appreciated that each of these network elements 
may be used in the alternative to, or in conjunction with, any 
of the other network elements. For example, a user of System 
10 may provide a call list to a Service provider operating 
system 10 via mail 104 and thereafter be provided call 
statistics from CMS 109 via fax 102. Similarly, a user may 
provide and/or receive portions of the information via Sev 
eral different network elements. 

Although varying means for inputting to and receiving 
information from CMS 109 are shown, the Substance of the 
information provided to and from each Such means is 
Substantially the Same. For example, the information pro 
vided CMS 109 electronically by PC 101 is substantially the 
same as information provided CMS 109 in hard copy form 
by mail 104. 

In addition to accepting and transmitting call management 
information to the aforementioned call management net 
work elements, CMS 109 is adapted to manipulate that 
information into a format Suitable for use within the net 
worked predictive dialing System and/or predictive dialer 
110. In the preferred embodiment, the information provided 
CMS 109 by network elements 101-104 is formatted in a 
predetermined manner to present information necessary to 
the operation of predictive dialer 110 in a readily usable 
fashion. Such formatting may take different forms in the 
various network elements because of their differing embodi 
ments. However, the information So presented is Substan 
tially the same. For example, PC 101 and e-mail 103 may 
present the information in the form of a comma delimited 
database of predetermined format while fax 102 and mail 
104 present the same information in a predetermined tabular 
form. 
Of course, the format of information provided CMS 109 

could be relaxed to comprise any logical method of com 
munication of Such information, if desired. However, the 
leSS Standardized the methods of provision of Such informa 
tion are allowed to take, the more complex the algorithm 
required to present this information to the predictive dialer 
in an acceptable fashion must necessarily become. 
CMS 109 is coupled to predictive dialer 110 to provide 

electronic addresses, included in the call management infor 
mation received by CMS 109, to be contacted by predictive 
dialer 110. Thereafter, predictive dialer 110 communicates 
information to CMS 109 about the status of particular calls, 
whether the call resulted in a ring no answer, a busy Signal, 
a call completion, etcetera. That information can then be 
consolidated, stored, or manipulated in CMS 109 for the 
purpose of relaying this call management information to the 
user by the methods previously discussed. 

Predictive dialer 110 comprises a telephony peripheral 
performing functions that are well known in the industry. 
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Specifically, predictive dialer 110 calls ahead of an agent's 
availability in anticipation of an agent becoming available, 
Screens out calls resulting in no answer, busy Signals, or 
otherwise unproductive calls, as well as intercepting voice 
mail and answering machines and handling those in an 
automated fashion. Such a predictive dialer is disclosed in 
co-pending application Ser. No. 08/543,010, entitled “SYS 
TEM AND METHOD FOR AN IMPROVED PREDIC 
TIVE DIALER,” which application is incorporated herein 
by reference. The result of predictive dialer 110's operation 
is that targets indicated by a user are contacted, with only 
live answered calls being passed to available calling agents. 

It shall be appreciated that predictive dialer 110 may 
include any number of Subsystems well known in the art, 
Such as a call control algorithm, telephone Switching 
algorithm, or a Statistical engine. Predictive dialer 110 may 
also include other ancillary technology Such as voice 
recognition, text to speech, interactive voice response (IVR) 
and other technologies typically encountered in call proceSS 
ing Systems or otherwise used therewith. 

Again referring to FIG. 1, network elements 105 through 
108, 114 and 115, illustrated interfaced with system 10 
through network 151, are Suitable for use as agent network 
elements. These elements are desirable for utilization by the 
agents in communicating with target parties contacted by the 
predictive dialer. However, it shall be understood that ones 
of these network elements may be equally adaptable for use 
by a user in the management of calls from system 10 or by 
a target party in receiving a call. 
Network elements 105 through 108, 114 and 115 not only 

provide means by which an agent may be placed in com 
munication with a party contacted by the predictive dialer, 
but also provide means by which information may be 
communicated to/from system 10 itself. Such information 
may include, for example, the agent transmitting informa 
tion identifying him/herself to system 10 for access to 
System 10 and Subsequent inclusion in an agent pool, or may 
include information identifying a particular target contacted 
by predictive dialer 110. 

It shall be understood that network 151, like network 150, 
may comprise any means of information communication, 
such as a PSN, a computer network, or the Internet, Suitable 
for providing information communication between a par 
ticular network element and system 10. Although multiple 
agent network elements are illustrated connected to network 
151, it shall be appreciated that ones of the network elements 
may be connected to a different network. Furthermore, 
although call management network elements 101 through 
104 and agent network elements 105 through 108, 114 and 
115 are illustrated as coupled to system 10 through separate 
networks, these network elements may in fact be inter 
mingled on one or more networkS. 

Moreover, multiple network elements may be used by a 
Single agent in utilizing the present invention. For example, 
an agent may be placed in communication with a party 
contacted by the predictive dialer using one network 
element, while being provided information from system 10 
itself by a different network element. It shall be appreciated 
that the various network elements So used by an agent may 
be coupled to system 10 by the same or different networks. 
A standard telephone is illustrated as phone 106 which 

provides an agent with both voice communication capability 
as well as limited data transmission capability in the form of 
DTMF. Of course, this telephone may be analogue or may 
be digital, Such as is common in cellular communications. 
Phone 106 may be utilized by the agent to gain access to 
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System 10 as a pooled agent by identifying himself through 
information entered through a DTMF keypad or by uttering 
information to be recognized by voice recognition technol 
ogy available to system 10. Thereafter, phone 106 may be 
utilized by the agent to communicate with a target contacted 
by predictive dialer 110. 

In addition to the above mentioned Standard telephone, 
various other communications devices may be utilized by an 
agent to both gain access to System 10 as a pooled agent as 
well as to communicate with a contacted target. For 
example, a Radish Voice View telephone (phone 107), an 
ADSI screen phone telephone (phone 108), and a processor 
based System are all Suitable for utilization by an agent. 
Illustrated as network elements 105, 114, and 115 are 
processor-based Systems in three typical configurations. The 
processor-based system configuration illustrated as PC 105 
provides information communication through a display 
device. Likewise PCs 114 and 115 provide information 
communication through a display device, but also provide 
audio information communication through Such means as an 
attached communication device (PC 114) or multimedia 
equipment including a microphone and speaker (PC 115). 
However, it shall be understood that configurations in addi 
tion to those illustrated currently exist, or may later be 
developed, which are Suitable for providing information 
communication through the present invention. 

It shall be appreciated that within the call management 
information provided to system 10 the name of the person to 
contact, possibly their Street address, and/or other pertinent 
information is available at system 10. This information may 
be stored in a call record associated with the call which is 
available as the predictive dialer places the call. System 10 
may provide this information to an agent as a call is 
instigated or upon its completion. 

Similarly, through the use of automatic number informa 
tion (ANI), information regarding the target contacted is 
available to System 10 independent of the call management 
information, although not prior to instigating the call. ANI 
information may be used by system 10 in addition to, or in 
the alternative to, the call management information 
described above. 

Information regarding the target contacted, regardless of 
its Source being call management information or ANI 
information, may be transmitted to an agent prior to, or 
during, connection with the target in a number of ways. For 
example, with the ADSI telephone, phone 108, the target's 
name, Street address, and other information can be displayed 
on a display device associated with phone 108. 
Alternatively, text to speech technology may be coupled to 
the predictive dialer to Speak the information in the call 
record to the agent prior to the completion of the call. This 
method works equally well for agents utilizing a Standard 
phone such as phone 106. 

In the case of the use of Radish Voice View protocol, 
phone 107, essentially the same capabilities as with the 
ADSI phone, are available to visually display all of the caller 
information. Of course in the case of an attached PC, such 
as PCs 105,114, and 115, a full screen interface capable of 
displaying the call record information is available. 

In Some applications of System 10, Such as where the 
purpose of the call is to take an order or to place a 
reservation, information available at system 10, whether 
related to the called party or the calling party, could be 
utilized by a process other than those associated with the 
predictive dialing function, Such as a word processor, spread 
sheet, accounting program or database. For example, where 
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the purpose of the call is to take an order, the contacted 
target's name and address may be ported into a common data 
base Such as that associated with an order entry application. 
This common database may be located centrally, Such as 
within system 10 or coupled thereto, or may be local to the 
agent, such as within PC 105, depending upon the user's 
needs and desires. 

Directing attention to FIG. 4, there is illustrated a flow 
diagram of an agent connecting to System 10. It shall be 
appreciated that the steps illustrated in FIG. 4 are a detail of 
steps included in step 203 of FIG. 2. 
Upon an agent contacting System 10 through one of the 

network devices 105 through 108 or 114 through 115 (step 
401), the agent may log into the System by entering a user 
authorization ID matching information provided as call 
management information (step 402). Provided the ID indi 
cates the agent is authorized (step 403), system 10 may add 
this agent to the pool of agents available for handling calls 
completed by predictive dialer 110 (step 405). However, if 
the ID does not indicate the agent is authorized the agent is 
denied access to system 10 (step 404). 
Of course, limiting agent access to those pre-authorized, 

as indicated by call management information, may be 
omitted, if desired. For example, where access to the various 
network connections of system 10 is itself restricted, it may 
be desirable to allow any agent having access to be pooled 
by the present invention. 

It shall be appreciated that system 10 may have stored 
therein more than one calling list to be predictively dialed 
Simultaneously and, therefore, an agent may be added to a 
pool associated with a particular calling list. For example, 
where two calling lists from two different users are Simul 
taneously being predictively dialed by System 10, depending 
upon the user to which an agent is associated She/he may be 
placed in a pool of agents associated with a particular calling 
list. ASSociation of the agent to a particular user or calling 
list may be accomplished by use of the ID information 
entered in step 402. Alternatively, additional information 
identifying the agent to a particular user or calling list may 
be used, if desired. Of course, where multiple calling lists 
Stored within System 10 are all associated with a single user, 
a single pool of available agents may be used to communi 
cate with contacted targets regardless of which calling list 
initiated the contact. 

It shall be understood that the number of agents that may 
be pooled by system 10 is limited only by the bandwidth of 
the network connections to system 10 and the number of 
agents authorized by the user. Typically, the larger the pool, 
the more even the Statistical distribution acroSS the pool is 
and, thus, the more efficient the utilization of each agent's 
time. 

Moreover, any of the agent network elements may be used 
in the alternative to, or in conjunction with, any of the other 
network elements available to agents. For example, multiple 
agents using System 10 may communicate to called parties 
through Standard telephones, Such as that illustrated as 
phone 106. Additionally, Some agents using System 10 may 
communicate to called parties through ADSI telephones, 
Such as illustrated as phone 108, or through processor based 
systems, such as illustrated as PCs 105, 114 and 115. 

Directing attention to FIG. 5, there is illustrated a flow 
diagram of predictive dialing and associated functions by 
system 10. It shall be appreciated that the steps illustrated in 
FIG. 5 are a detail of steps included in steps 204 through 206 
of FIG. 2. 

After call management information is provided by the 
user to system 10, predictive dialer 110 may begin calling 
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the target parties indicated in the call management informa 
tion (steps 501-503). Of course where an agent is required 
for live communication with a target party, predictive dialer 
110 may postpone initiating calls until an authorized agent 
is connected to System 10 and added to the agent pool. 

There may be times that it is desirable to change the field 
referred to generally as ANI or “caller ID field” on the 
originating call. This change would be made to change the 
ANI field to reflect the particular institution that is sponsor 
ing the call. Thus, as shown in box 501A, if someone is 
calling from his/her home on a collections campaign or a 
fundraising campaign, that perSon does not necessarily want 
his/her home phone number to show up on the called parties 
caller ID. Instead, it is desired to use the phone number of 
the organization that the perSon is calling on behalf of to 
show up in the caller ID field of the called party. There are 
a number of ways to do this. If the system that the caller is 
using is ISDN-connected, feature group D, trunking 
arrangement, SS-7 ISUP, and a number of others, it is 
possible to alter that field, inserting an alternate, or what we 
refer to as a “pseudo” ANI from a database into that field 
prior to call placement. An ISUP is an ISDN user port, one 
of the alternate APIs and SS-7 used primarily for caller setup 
and teardown. The pseudo ANI would be stored in a 
campaign definition database. When the fundraising, or 
other campaign, puts together its call list, it includes a code 
that identifies the calling Station as a valid customer and a 
code that identifies the institution they are calling on behalf 
of. The database will have other Specifics Such as the phone 
number of the institution. 

When the caller is calling from home and it is desired to 
use the caller ID number of a third party, database 601 would 
be entered, perhaps under control of a special dialed code, 
and by using the caller ID number as an address into a 
database. 

FIG. 6 is the database definition for the campaign data 
base. On a callback call basis, any of the phone calls 
associated with a particular campaign, the ANI (5), or when 
desired the pseudo ANI (6) can be taken from the database 
and inserted in the field for call placement. 

In Situations where there is no actual “campaign,” but the 
caller's ID is to be changed, a similar ID substitution can be 
made. However, while not shown, the existing ANI of the 
caller would be matched against a database using the ANI as 
an address. This match could be triggered, for example, by 
the dialing of a special code, or by the insertion of a code in 
the ANI at the calling Station. There can be Security codes 
added to insure that improper users do not have their IDS 
changed. Alternatively, a caller could simply have a PIN 
which is used (and matched against a database of valid 
PIN’s) to change IDs. This would allow police officers (for 
example) to call from any phone and the recipient would 
“See' the ID of the police department. A database lookup, as 
shown in FIG. 6 would be used for such purposes. The ID 
change can be made for one call or for a campaign of calls, 
depending upon the authorization level established for the 
PIN. In Some situations, for example, for a perSon working 
at home, the caller ID can be set to be changed during 
“working” hours only. This could be automatic five days a 
week. 

Referring again to FIG. 1, phone 111 and PC 112, illus 
trated coupled to system 10 through network 152, are 
Suitable for contacting target parties. However, it shall be 
understood that ones of these network elements may be 
equally adaptable for use by a user in the management of 
calls from System 10 or by an agent in communicating 
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through the System. Likewise, network elements illustrated 
as call management or agent network elements in FIG. 1 
may be equally Suitable for use by target parties to provide 
information communication. 

It shall be understood that network 152, like networks 150 
and 151, may comprise any means of information 
communication, Such as a PSN, a computer network, or the 
Internet, Suitable for providing information communication 
between a particular network element and System 10. 
Moreover, although multiple target party network elements 
are illustrated connected to network 152, it shall be appre 
ciated that ones of the network elements may be connected 
to different networks. Furthermore, although call manage 
ment network elements 101 through 104, agent network 
elements 105 through 108, 114 and 115 and target party 
network elements 111 and 112 are illustrated as coupled to 
System 10 through Separate networks, these network ele 
ments may in fact be intermingled on one or more networkS. 

It shall be appreciated that contacting target parties may 
be accomplished through traditional communications 
means, Such as phone 111, or may be accomplished through 
other communications technologies, Such as PC 112. It shall 
be understood that PC 112 may comprise any number of 
configurations Such as, for example, a multimedia PC or a 
PC with telephony equipment attached thereto. Depending 
on the configuration of the target party's network element, 
contact by predictive dialer 110 may be via full duplex 
communication Such as is available with multimedia PCs, or 
by half duplex communication means, Such as e-mail. 

The means by which target parties are contacted depends 
in part upon the address information provided System 10 as 
call management information. For example, if a phone 
number is listed as an address entry in the call management 
information, predictive dialer will attempt to contact that 
target by phone. 

Similarly, if an Internet address is listed as an address 
entry in the call management information, the predictive 
dialer will attempt to contact the target via the Internet. 
However, as Some types of communications, Such as Internet 
communication, may occur in various forms, call manage 
ment information may also include Such information as an 
indication of whether the contact should be made as a full 
duplex real-time conversation, or Some other communica 
tion method. Alternatively, System 10 may initiate contact 
and poll the target party's network element in order to 
determine the proper method of communication. 

There is no restriction on the target party as long as they 
are included in a dialing plan that fits the communication 
capabilities of predictive dialer 110, i.e., the address indi 
cated in the call management information is one that the 
predictive dialer is capable of contacting. 

After initiating a call by whatever means, predictive dialer 
110 determines if the call is answered (step 503). If the call 
is not answered, System 10 reschedules the particular target 
for a later attempt (step 504). However, if the call is 
answered, predictive dialer 110 determines if the call is 
being answered by an automated answering device (Step 
505). It shall be appreciated that methods for determining 
the presence of an automated answering device are notori 
ously well known in the art and, therefore, will not be 
discussed in detail here. However, the preferred embodiment 
detects a tone signal transmitted from an automated answer 
ing device in order to determine that the communication has 
not been answered by a human. 

In the case of encountering an answering machine at 
phone 111 or an unattended or half duplex system at PC 112, 
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a predetermined message may be transmitted to these 
devices by system 10 (step 506). Such messages may be 
provided to system 10 by various methods. For example, the 
user of the System may provide a textual message in the call 
management information by any of the devices 101 through 
104. This message may be transmitted to the contacted target 
in its original form or may be converted to an audio signal 
by text to voice technology available at system 10. 
Additionally, Such messages may be provided by any of the 
devices of 105 through 108, 114 and 115 in the form of a 
prerecorded message to be laid down on all answering 
devices, so the agent on devices 105 through 108, 114 and 
115 are not required to Speak that message to every answer 
ing machine. 

It shall be appreciated that, because System 10 may 
comprise communication technology in addition to, or inte 
gral to, predictive dialer 110, functions beyond the predic 
tive dialing of targets and their Subsequent connection to an 
agent may be performed. For example, where interactive 
voice response (IVR) capabilities are available, system 10 
may perform Some highly automated Voice transactions with 
the contacted target after establishing the connection. 
A conversation could in essence take place between the 

contacted target and System 10. For example, using IVR 
technology in combination with recording responses from 
the contacted target, it is unnecessary for any agent to 
communicate with anyone live. A Session may be conducted 
with a prerecorded message using Voice mail boxes, well 
known in the art, tied to the individual call records to record 
responses associated with the particular contacted target. 
Thereafter, such as when predictive dialer 110 completes the 
calls indicated by the call management information, these 
responses may be picked up by an agent or user of System 
10. This allows the individual retrieving the responses to 
utilize the recorded information in various ways, Such as 
update a record associated with the contacted target or if 
need be, initiate a call through System 10 to talk to Someone 
live to get more information. Alternatively, depending on the 
contacted target's responses, System 10 may connect an 
agent from the pool to the contacted target, or may otherwise 
communicate Specific information to an agent or the user. 

If interactive voice response is to be utilized, whether as 
an alternative to, or in addition to, a live agent, predictive 
dialer 110 conducts the IVR dialogue after determining a 
live target has answered (steps 507 and 508). If an IVR 
dialogue is not to be conducted, or the IVR dialogue is 
completed and live dialogue is to take place, System 10 
establishes a link between the contacted target and an 
available agent in the pool of agents via network devices 105 
through 108, 114 and 115 (steps 509 and 510). Thereafter, 
either party hanging up will terminate the call and informa 
tion regarding the call will be updated in CMS 109 (step 
511). Predictive dialer 110 will again return to step 501 upon 
completion of a call. 

It shall be appreciated that information regarding a con 
tacted target, Such as responses to IVR dialogue or the date 
and duration of the contact, for example, may be recorded 
locally at the user's location, Such as on network elements 
101 through 103. Alternatively, information regarding con 
tact of a target may be centrally recorded, Such as within 
system 10 or within a computer network coupled thereto. 
Thereafter this information may be downloaded on a peri 
odic basis to the user either in the form of electronic transfer 
or paper transfer, Such as through network elements 
101-104. 
Upon completion of predictive dialing functions by pre 

dictive dialer 110, CMS 109 generates call statistics and 
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communicates these Statistics along with other desired call 
information to the user (steps 512 and 513). Of course, call 
Statistic information, as well as the other desired 
information, may be communicated to the user at any 
desired interval, if desired. For example, upon completion of 
a predetermined number of calls, System 10 may immedi 
ately communicate information regarding these contacts to 
the user. 

It shall be appreciated that by utilizing the above dis 
closed features in various combinations, System 10 may 
function in various ways depending on a user's needs and 
desires. 

Although the present invention and its advantages have 
been described in detail, it should be understood that various 
changes, Substitutions and alterations can be made herein 
without departing from the Spirit and Scope of the invention 
as defined by the appended claims. 
What is claimed is: 
1. A telephone calling System in which calls are placed to 

called parties and where each Such placed call is connected 
for communication purposes to a calling party having a 
particular caller identification, Said System comprising: 

call placement means for placing Said calls to Said called 
parties and for connecting Said calls to Said calling 
party; and 

means for Substituting a preselected caller identification 
for Said calling party's particular caller identification, 
wherein Said Substituting means is operative based 
upon the time of day. 

2. The invention as Set forth in claim 1 further comprising: 
database means containing at least one caller identification, 
and 

wherein said Substituting means includes: 
means for identifying certain calling parties based upon 

the caller identification of the calling party. 
3. The invention as set forth in claim 2 wherein said 

identifying means further includes: 
means for inhibiting Said Substituting means based upon 

a call by call determination. 
4. The invention as set forth in claim 2 wherein said 

identifying means further includes: 
means for maintaining Said identification for a period of 

time. 
5. The invention as set forth in claim 4 wherein said 

Substituting means is further operative based upon the day of 
the week. 

6. The invention as set forth in claim 1 wherein said 
Substituting means is located at Said call placement means. 

7. A method for placing calls to called parties by a 
telephone network based control System and for connecting 
Said calls for communication purposes to a calling party 
having a particular caller identification; the method com 
prising the Steps of 

placing Said calls to Said called parties from a call 
placement means, 

connecting Said called parties to Said calling party; and 
Substituting a preselected caller identification for Said 

calling party's particular caller identification, wherein 
the Step of Substituting operates based upon the time of 
day. 

8. The method as set forth in claim 7 further comprises the 
Step of 

Storing, in a database, at least one caller identification, and 
wherein the Step of Substituting includes the Step of: 

identifying certain calling parties based upon the caller 
identification of the calling party. 
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9. The method as set forth in claim 8 wherein, the step of 

identifying comprises the Step of: 
inhibiting the Step of Substituting based upon a call by call 

determination. 
10. The method as set forth in claim 8 wherein, the step 

of identifying comprises the Step of: 
maintaining the Step of identifying for a period of time. 
11. The method as set forth in claim 10, wherein the step 

of Substituting further operates based upon the day of the 
week. 

12. The method as set forth in claim 7, 
wherein the Step of Substituting is performed at Said 

network. 
13. A System for initiating a plurality of information 

communication contacts from a centralized location, Said 
information communication contacts being directed to a 
plurality of predetermined target addresses, Said System 
comprising: 
means for receiving, at Said centralized location, a Set of 

communication parameters including Said plurality of 
target addresses and corresponding information identi 
fying individual agents authorized to communicate 
with ones of Said plurality of target addresses; 

means for initiating Said information communication con 
tacts to Said plurality of target addresses from Said 
centralized location; 

means for Storing information associated with Said com 
munication initiation; 

means for identifying a plurality of general purpose 
communication devices located geographically distant 
from Said centralized location as at least one group of 
agent devices; and 

means for providing information communication between 
a contacted one of Said plurality of target addresses and 
one or more agent devices from Said group of agent 
devices, Said information communication adapted to 
allow Said one or more agent devices to communicate 
through Said System with Said contacted one of Said 
plurality of target addresses, and; 

means for adjusting the caller identification of Said one or 
more agent devices. 

14. The invention as set forth in claim 13 wherein said 
adjusting means includes a database of Substitute agent 
identifications. 

15. The invention as set forth in claim 13 wherein said 
adjusting means includes means for determining if a certain 
agent's identification should be adjusted. 

16. A System for initiating a plurality of information 
communication contacts with a plurality of target addresses, 
Said System comprising: 

call management means for Storing a set of communica 
tion parameters including Said plurality of target 
addresses and corresponding information identifying 
individual agents authorized to communicate with ones 
of Said plurality of target addresses; 

predictive dialing means for initiating Said information 
communication contacts to Said plurality of target 
addresses, Said predictive dialing means being coupled 
to Said call management means to provide information 
communication therebetween; 

a first network means for providing information commu 
nication between Said System and one or more agents 
located geographically distant from Said System, Said 
information communication provided by Said first net 
work means adapted to allow Said one or more agents 



5,901209 
17 

to communicate through Said System using ones of a 
plurality of general purpose communications devices, 
and 

means for adjusting the calling identification of Said one 
or more agents. 

17. The system as set forth in claim 16, wherein at least 
one of Said general purpose communications devices is 
Selected from the group consisting of: 

a Screen telephone; 
a digital telephone, 
an analogue telephone, and 
a general purpose processor-based System. 
18. The system as set forth in claim 16, wherein said first 

network means comprise a plurality of network links, and 
ones of Said agents communicate through Said first network 
means utilizing differing ones of Said network linkS. 

19. The system as set forth in claim 16, wherein ones of 
Said network linkS comprise network protocols different 
from others of Said network links. 

20. The system as set forth in claim 16, wherein said first 
network means comprise an information communication 
link Selected from the group consisting of 

a public Switched network; 
a Satellite System; 
a cable System; 
a computer network, and 
the Internet. 
21. The system as set forth in claim 16, further comprising 

Verifying means for limiting access to Said System by agents 
to only those agents identified in Said communication 
parameterS. 

22. The system as set forth in claim 16, further comprising 
interactive response means for querying a target network 
element contacted at ones of Said plurality of target 
addresses. 

23. The System as Set forth in claim 22, further comprising 
means for recording responses to Said query. 

24. The system as set forth in claim 23, wherein at least 
a portion of information received in response to Said query 
is communicated to a Select agent of Said agents. 

25. A method for initiating a plurality of information 
communication contacts from a centralized location, Said 
information communication contacts being directed to a 
plurality of predetermined target addresses, Said method 
comprising the Steps of: 

receiving, at Said central location, a set of communication 
parameters including Said plurality of target addresses 
and corresponding information identifying individual 
agents authorized to communicate with ones of Said 
plurality of target addresses; 

initiating Said information communication contacts to 
Said plurality of target addresses from Said centralized 
location; 

Storing information associated with Said communication 
initiation; 

providing information communication between contacted 
ones of Said plurality of target addresses and one or 
more agents located geographically distant from Said 
centralized location, Said information communication 
adapted to allow Said one or more agents to commu 
nicate through Said System using a general purpose 
communication device, and 

adjusting the caller identification of Said one or more 
agents prior to connecting Said agents through Said 
System. 
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26. The method as set forth in claim 25, wherein said 

general purpose communication device is Selected from the 
group consisting of 

a Screen telephone; 
a digital telephone; 
an analogue telephone, and 
a general purpose processor-based System. 
27. The method as set forth in claim 26, wherein at least 

one agent of Said agents communicates with Said centralized 
location through an information communication link 
Selected from the group consisting of: 

a public Switched network; 
a Satellite System; 
a cable System; 
a computer network; and 
the Internet. 
28. The method as set forth in claim 25, wherein said 

adjusting Step includes the Step of: 
obtaining a caller identification from a database assorted 

with a particular Set of initiated contacts. 
29. The method as set forth in claim 25, wherein said 

adjusting Step includes the Step of 
obtaining a caller identification from a database controlled 

in part by Said Stored information. 
30. The method as set forth in claim 25, further compris 

ing the Step of Verifying authorized access of agents per 
mitting access only to those agents identified in Said com 
munication parameters. 

31. The method as set forth in claim 25, further compris 
ing the Step of querying a contacted target address of Said 
plurality of target addresses according to a predetermined 
dialogue. 

32. The method as set forth in claim 25, wherein said 
communication parameters are initially communicated from 
a location geographically distant from Said centralized loca 
tion. 

33. The method as set forth in claim 32, wherein said 
communication parameters are communicated through a 
link utilizing a proprietary network protocol. 

34. A networked System for initiating a plurality of 
outbound information communication contacts directed to a 
plurality of predetermined target network elements connect 
able to Said System through a network, ones of Said com 
munication contacts to be handled by one or more agent 
network elements connected to Said System through Said 
network, Said System comprising: 

a centralized communication apparatus comprising: 
call management means for receiving a set of commu 

nication parameters including Said plurality of target 
network elements, Said call management means also 
for generating communication information compris 
ing information associated with Said System initiat 
ing contact with Said plurality of target network 
elements, and 

communication means for initiating Said outbound 
information communication contacts to Said plurality 
of target network elements, Said communication 
means being in information communication with 
Said call management means, Said communication 
means adapted for interfacing Said one or more agent 
network elements and a contacted one of Said pre 
determined plurality of target network elements, 

at least one call management network element connect 
able to Said communication apparatus through Said 
network, Said call management network element being 



5,901209 
19 

Suitable for communicating a Set of communication 
parameters to Said call management means through Said 
network; 

at least one agent network element connectable to Said 
communication apparatus through Said network, Said at 
least one agent network element comprising a general 
purpose information communication device, Said agent 
network element being Suitable for information com 
munication with at least one target network element of 
Said plurality of target network elements, Said agent 
network element also being Suitable for information 
communication with Said communication apparatus, 

at least one target network element connectable to Said 
communication apparatus through Said network, and 

means for adjusting the caller ID of Said one agent 
network element as it appears on a display at Said target 
network element. 

35. A telephone calling System in which calls are placed 
to called parties and where each Such placed call is con 
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nected for communication purposes to a calling party having 
a particular caller identification, Said System comprising: 

a predictive dialer for placing Said calls to Said called 
parties and for connecting Said calls to Said calling 
party; and 

means for Substituting a preselected caller identification 
for Said calling party's particular caller identification. 

36. A method for placing calls to called parties by a 
telephone network based control System and for connecting 
Said calls for communication purposes to a calling party 
having a particular caller identification; the method com 
prising the Steps of 

placing Said calls to Said called parties from a predictive 
dialer; 

connecting Said called parties to Said calling party; and 
Substituting a preselected caller identification for Said 

calling party's particular caller identification. 
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