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(57) ABSTRACT 

Embodiments of the present invention enable a telephone 
calling device to monitor information exchanged between the 
device and a destination after establishing a telephone call 
with the destination. The device may also be configured to 
create and store a profile of the user having stored therein data 
corresponding to personal information of the user and inter
action of the user with various destinations. Further, the 
device may be configured to detect if the telephone call is 
on-hold or not by monitoring occurrence of a designated tone, 
background music, or pre-set amount of no-conversation 
between the user and the connected destination. Furthermore, 
based on the profile of the user, the device may display vari
ous services tailored specifically for the user when the call is 
on-hold. 

20 Claims, 17 Drawing Sheets 
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SYSTEM METHOD AND DEVICE FOR 
PROVIDING TAILORED SERVICES WHEN 

CALL IS ON-HOLD 

FIELD OF THE INVENTION 

The invention relates to Interactive Voice Response (IVR) 
system and more specifically the invention relates to the pro
vision of tailored services to a user corresponding to a 
selected IVR option from a user device. 10 

BACKGROUND OF THE INVENTION 

2 
Therefore, there is a need for improvement in the IVR 

technology to make the hold duration in the IVR calls more 
interesting, more interactive and more informational to the 
caller. Further, there is a need of a system that can allow the 
caller to focus on other work while the IVR call is on-hold. 

SUMMARY 

In an embodiment, the present invention provides a tele
phone calling device comprising a processor, memory, con
nection to the device keying information, connection to dis
play, connection to the Internet and connection to the device 
audio channel, wherein the memory comprises instructions 
executable by the processor to monitor the keying device for Interactive Voice Response (IVR) technology is generally 

used to detect voice and key inputs from a user. Various 
organizations such as banks, insurance companies, and other 
service providers use IVR technology to manage calls from 
their customers. Typically, IVR systems are mainly used by 
organizations that have high call volumes. 

15 keying a call to destination and registration the destination 
keyed numbers. The registration includes keyed choices for 
internal destination made once a telephone connection was 
established. Furthermore, the instruction executable by the 
processor detects if the call was put on-hold. This is accom-

Generally, when the user calls a destination, such as a bank, 
20 plished by detecting a designated tone, or detecting back

ground music, or detecting more than pre-defined seconds of 
an automated audio menu is played. The audio IVR menu 
may provide options to the user to connect to a particular 
department of the destination to receive services, such as 
acconnt balance inquiry, therefrom. Typically, each destina- 25 

tion may have different departments and various services 
corresponding to each department. The IVR menu may pro
vide more than one options to the users to select a particular 
department to enquire about or gain various services corre
sponding thereto. For example, an IVR menu of a bank may 30 

include options related to services corresponding to account 
department, loan department, credit card department, cus
tomer care etc. for example, the user may choose an option 
corresponding to loan department of a bank. 

Further, if a customer calls an organization for receiving 35 

information, the IVR system of the organization places the 
call of the customer (caller) on hold for some purpose. The 
hold duration of the call may vary from one minute to one 
hour or even more. Thus the customer is forced to wait for 
response from the IVR system till the call is on hold. This 40 

leads to unnecessary time consumption (on the customer's 
part) that usually annoys the customer and may also encour
age the customer to disconnect the call. Sometimes, IVR 
systems play soothing music during the hold duration of the 
call to entertain the caller. However, not every caller enjoys 45 

the music. Therefore, even the music playing during the hold 
duration of a call may become annoying for few callers. 

Further, some organizations provide advertisements to the 
caller during the hold duration of a call. Generally, the adver
tisements are audio advertisements that can be played for the 50 

caller by the IVR system. However, the audio advertisements 
can be more annoying for the callers as the advertisements 
selected by the IVR systems are general and not intended to 

no conversation. 
Again further, the instruction executable by the processor 

monitors the audio channel of the device to initiate an alarm 
to notifY the user if the call is on hold or is activated. The 
alarming process may include inserting of an alarm audio to 
the audio channel, or communicating flashing visual pattern 
to the display of the telephone device, or communicating 
variation request to the telephone device. 

In another embodiment, the present invention provides a 
system. The system includes a processor and a memory 
coupled to the processor. Further, the memory includes one or 
more instructions executable by the processor to monitor 
information corresponding to voice interaction between a 
user and a telephone call destination for the call. The call may 
be established by the user with the destination by utilizing a 
calling device. Furthermore, the instructions executable by 
the processor may detect a status of the call. The status of call 
may either be 'on-hold' or 'active. 

In yet another embodiment, the present invention relates to 
a method to enhance telephone calling. The method includes 
monitoring telephone call between a user and a destination. 
Further, the method includes registration of user initiated tone 
coded choices. Furthermore, the method includes detecting 
having the call been put on-hold by detecting a designated 
tone, or detecting background music, or detecting more than 
pre-defined seconds of no conversation. 

BRIEF DESCRIPTION OF THE DRAWINGS 

Having thus described the invention in general terms, ref
erence will now be made to the accompanying drawings, 
which are not necessarily drawn to scale, and wherein: 

be of interest to the caller. Therefore, the advertisements may 
become even more annoying for the caller. 

FIG. Ia illustrates an exemplary environment where vari-
55 ous embodiments of the invention function; 

Furthermore, the duration for which a caller holds a call to 
receive a response from the dialed destination is typically 
unknown to the caller. Therefore, the caller is nncertain of the 
duration for which he/she is required to hold the call. Gener
ally, the callers wait for a certain number of minutes and then 60 

disconnect the call if they don't receive a response. Moreover, 
in some cases, the callers may be impatient and may prefer to 
work on other things during the hold time. However, in such 
cases, the callers need to pay some attention to the status of 
the call, which again might be annoying to the users. The 65 

aforementioned limitations of the IVR system may influence 
the users to minimize the use ofIVR technology. 

FIG. Ib illustrates another exemplary environment where 
various embodiments of the invention function; 

FIG. Ie illustrates yet another exemplary environment 
where various embodiments of the invention function; 

FIG. Id illustrates still another exemplary environment 
where various embodiments of the invention function; 

FIG. 2 illustrates exemplary components of a commnnica
tion device, such as device I04a, in accordance with an 
embodiment of the invention; 

FIG. 3 illustrates an exemplary service provided by an IVR 
system to a communication device in a call-on-hold duration, 
in accordance with an embodiment of the invention; 
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FIG. 4 illustrates an exemplary service provided by an IVR 
system to a communication device in a call-on-hold duration, 
in accordance with another embodiment of the invention; 

FIG. 5 illustrates an exemplary service provided by an IVR 
system to a communication device in a call-on-hold duration, 
in accordance with yet another embodiment of the invention; 

FIG. 6 illustrates an exemplary service provided by an IVR 
system to a communication device in a call-on-hold duration, 
in accordance with still another embodiment of the invention; 

FIG. 7 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with another embodiment of the 
invention; 

FIG. 8 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with still another embodiment of the 
invention; 

FIG. 9 illustrates a flow diagram of a method for imple
menting IVR services for an on-hold caller, in accordance 
with an embodiment of the invention; 

FIG. 10 illustrates a flow diagram of a method for alerting 
an on-hold caller concerning activation of the on-hold call, in 
accordance with an embodiment of the invention; and 

FIG. 11 illustrates a flow diagram of a method for detecting 
status of a telephone call in order to provide suitable services 
to its caller, in accordance with an embodiment of the inven
tion. 

DETAILED DESCRIPTION OF THE INVENTION 

Illustrative embodiments of the invention will now be 
described more fully hereinafter with reference to the accom
panying drawings, in which some, but not all embodiments of 
the invention are shown. Indeed, the invention may be embod
ied in many different forms and should not be construed as 
limited to the embodiments set forth herein; rather, these 
embodiments are provided so that this disclosure will satisfy 
applicable legal requirements. Like numbers refer to like 
elements throughout. 

FIG. 1a illustrates an exemplary environment where vari
ous embodiments of the invention function. A user or a caller 
102 (hereinafter may interchangeably be referred to as the 
'user 102') may use a communication device 104a to access 
a telephony network, such as a PSTN 106, to counect to 
various destinations 108a-n. A person skilled in the art will 
appreciate that device 104a can also counect to a private 
telephone exchange. Examples of device 104a include, but 
are not limited to, a telephone, a mobile phone, a Smartphone, 
a tablet or any other device capable of voice or data commu
nication. 

Further, if the user 102 dials a telephone number from the 
device 104a in order to connect to any destination out of the 
destinations 108a-n, an audible Interactive Voice Response 
(IVR) menu may be played to the user 102. Each of destina
tions 108a-n can have different IVR menus. For example, the 
IVR menu of a hospital may be completely different from that 
of a pizzeria. Typically, the audible IVR menu provided by 
destinations 108a-n comprises audible options or instruc
tions. User 102 may be required to select various options from 
the audible IVR menu to obtain required information or ser
vice from the dialed destination. Various types of destinations 
108a-n that implement the audible IVR menu may include, 
but are not restricted to, banks, hotels, fast food outlets, utility 
services providers, corporate offices and so forth. 

In an embodiment of the invention, the device 104a may 
include, but is not limited to, a processor, a memory coupled 
to the processor, an audio channel, and a display. The memory 

4 
may include one or more instructions to monitor keys that 
may be pressed by the user 102 to dial a phone number related 
to a particular IVR destination. Further, the instructions may 
monitor one or more options that the user 102 may select 
through keyed choices to call an internal destination corre
sponding to the dialed IVR destination. For example, the user 
102 may dial an 'account department (through one or more 
keyed choices) corresponding to a particular bank. Here, the 
bank is an IVR destination that may be monitored through 

10 keys selected to dial a phone number for connecting to the 
IVR destination (i.e., bank). The monitored information may 
detect a destination. In an embodiment, the memory may 
store information corresponding to destination database. 

Further, the instructions may be used for detecting if the 
15 call is put on-hold. The call may be detected on-hold based on 

detecting a designated tone, or detecting background music, 
or detecting more than pre-defined seconds of no conversa
tion. Furthermore, the instructions may be utilized for fetch
ing information corresponding to the IVR destination that 

20 may be displayed on the display of the device. The informa
tion may correspond, but is not restricted, to information 
regarding the selected IVR option, advertisement corre
sponding to the destination, any instruction video, a specific 
data from a website, social networking page corresponding to 

25 the destination, LinkedIn page, recent emails received from 
the destination and recent news related to the destination. The 
device, such as the device 104a, is explained further in con
junction with FIG. 2. 

FIG. 1b illustrates another exemplary environment where 
30 various embodiments of the invention may function. As 

shown, the communication device 104b is directly connected 
to a network 110. Examples of device 104b include, but are 
not limited to, a personal computer, a laptop, a mobile phone, 
a smart-phone, a fixed line telephone, Voice Over Internet 

35 Protocol (VOIP) phone or other devices capable of voice or 
data communication. 

Further, the communication device 1 04b may include vari-
0us applications or computer programs that may enable caller 
102 (hereinafter may interchangeably be used as 'user 102') 

40 to use the device 104b for connecting to destinations 108a-n 
through PSTN 106 over the network 110. For example, the 
applications may be VOIP applications, such as, but not lim
ited to, Skype, Magic Jack, Google Talk and so forth. A 
gateway 112 provides interconnection between the PSTN 106 

45 and network 11 O. Examples of network 11 0 include any wired 
or wireless network, such as, but not limited to, a Local Area 
Network (LAN), a Wide Area Network (WAN), a Wi-Fi net
work and so forth. As discussed with reference to FIG. la, the 
destinations 1 08a-n present the audible IVR to user 102 when 

50 the user 102 dials a phone number to call the destination. 
Moreover, the device 1 04b may detect if call is put on hold. In 
an embodiment, the device may display information corre
sponding to the destination and actionable information to the 
user 102. The information corresponding to the destination 

55 may include, but is not restricted to, advertisements, content 
of a website, data regarding services and news corresponding 
to the destination. Further, the actionable information may 
include, but is not restricted to, form for required caller's 
(user 102) data that may be required by the destination, an 

60 alternative destination that may be considered by the user 
102, schedule book to set up future appointment with any 
representative of the destination, alternative choice to set 
background music when call is on hold and interactive win
dow to communicate with the destination. The device, such as 

65 device 104b, is explained further in conjunction with FIG. 2. 
FIG. Ie illustrates yet another exemplary enviroument 

where various embodiments of the invention may function. 
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As shown, device 104c can be connected to various destina
tion, such as destination 108a ... 1 08n, through PSTN 106 via 
network 110 or the cellular network 114. The destinations 
108a, ... 108n (hereinafter may collectively be referred to as 
'destination 108') may include various service providers that 
provide multiple or overlapping services to customers (such 
as caller 102). For example, cable television service providers 
may also provide phone and Internet service, optical Internet 
providers may also provide phone or television services, 
WiMax service providers may provide phone service and so 
forth. Network 110 may be any service provider that provides 
such services, for example, but not limited to, cell phone 
services, wireless services, Internet services, cable television 
services, or various combinations of the above or other type of 
services. As discussed with reference to FIGS. 1a and 1b, 
destinations 1 08a-n present the audible IVR to user 102. In an 
embodiment, device 104b may include an application soft
ware to display information corresponding to various depart
ments of the connected destination when call, with the desti
nation, is on hold. 

FIG. 1d illustrates still another exemplary environment 
where various embodiments of the invention may fnnction. 
As shown, the user (caller 102) of a computing device 104d 
can be connected to the destination 108a via a server 116. In 
an embodiment, the server 116 may be a server of network 
service provider of the device 104d or can be any other third 
party server. Further, the device 1 04d can be connected with 
the server 116 via the PSTN 106 or through network 110 or 
through any other wireless or wired network. Similarly, the 
server 116 can be connected to a computing device 118 of the 
destination 108a via the PSTN 106 or through network 110 or 
through any other wireless or wired network. 

Further, the computing devices 104d, 116, and 118 
includes display systems 120a, 120b, and 120c respectively. 
The displays 120a, 120b, and 120c may be used to view 
information that may be exchanged between the computing 
devices 104d, 116, and 118. Furthermore, computing device 
118 may have similar fnnctionalities as the computing device 
1 04d to enable the destination/organization representative to 
commnnicate with the user/caller 102. 

The server 116 may include a database to store information 
corresponding to the destinations, such as the destination 
1 08a. In an embodiment, the server 116 may be configured to 
provide services to the caller 102 when a call, to the destina
tion 108a, is on hold. The services may include, but is not 
restricted to, advertisements related to the destination 108a, 
advertisements from competitors of the destination 108a, 
information corresponding to the destination 108a, and 
recent news corresponding to the destination 108a. 

6 
In an embodiment, the server may extract information from 

the destination 108a for providing to the display 120a. The 
information provided to the display 120a may be viewed and 
accordingly utilized by the caller 102. Further, in an embodi
ment' a phone nnmber (corresponding to the computing 
device 120c) that may be dialed by the caller may be moni
tored by the computing device 104d. The monitored informa
tion' corresponding to the dialed destination 108a, may be 
provided to the server 116 for fetching, from the database of 

10 the server 116, the information corresponding to the destina
tion 108a. Further, the computing device 104d may fetch the 
information, corresponding to the destination 108a, from the 
memory thereof and display the information on the display 

15 120a. 
FIG. 2 illustrates exemplary components of a commnnica

tion device, such as device 104a, in accordance with an 
embodiment of the invention. Device 104a includes a system 
bus 202 to connect its various components. Examples of 

20 system bus 202 include several types of bus structures includ
ing a memory bus or memory controller, a peripheral bus, or 
a local bus using any of a variety of bus architectures. As 
discussed with reference to FIG. la, device 104a can be a 
device such as a computer, a Smartphone and so forth. Device 

25 104a may connect to a PSTN through a gateway that may be 
connected to the network through a network interface 204. 
Further, the device 104a includes an Input/Output (10) inter
face 206 that may be configured to connect with external or 
peripheral devices such as a memory card 208, a keyboard 

30 210, a Universal Serial Bus (USB) device 212 and a mouse 
214. Although not shown, various other devices can be con
nected through I/O interface 206 to device 104a. In an 
embodiment of the invention, device 104a may be connected 
to a hub that provides various services such as voice commu-

35 nication, Internet access, television services and so forth. For 
example, the hub may be a home gateway device that acts as 
a hub between the home environment and the broadband 
network. 

Further, the communication device 104a includes a display 
40 216 to output graphical information to the user of the com

munication device 104a. In an embodiment of the invention, 
the display 216 may include a touch sensitive screen. There
fore, the user can provide inputs to the device 104a by touch
ing the display 216 or by point and click using the mouse 214. 

45 Furthermore, a memory 218 of device 104a stores various 
programs, data and/or instructions that can be executed by a 
central processing nnit (CPU) 220. Examples of memory 
include, but are not limited to, a random access memory 
(RAM), a read-only Memory (ROM), a hard disk, and so 

50 forth. A person skilled in the art will appreciate that other 
types of computer-readable media which can store data that is 
accessible by a computer, such as magnetic cassettes, flash 
memory cards, digital video disks, and the like, may also be 

Further, in an embodiment, the device 1 04d may detect if 
the call between the caller 102 and the destination 108a is put 
on-hold. Such detection of status of the call (to determine if 
the call is on on-hold) may be based on, but not limited to, 
detecting a designated tone, background music or by detect
ing more than pre-defined seconds of no conversation 55 

between the caller 102 and a receiver (corresponding to the 
destination 108a) who receives the call of the caller 102. In 
another embodiment, the server 116 may be configured to 
detect status of the call between the user 102 and the desti
nation 108a to ensure services for the user 102 during the call 

used by device 104a. 
Memory 218 may include an operating system (OS) (not 

shown) for the device 104a to fnnction. Further, the memory 
218 may include other applications 222 that may enable the 
user to commnnicate with destinations 108a-n. Examples of 
other applications 310 include, but are not limited to, Skype, 

60 Google Talk, Magic Jack, and so forth. Other applications 222 
may be stored as software or firmware on device 104a. Fur
ther, memory 218 may include a database 224 that stores an 
instructions set (not shown) executable by a processor, such 
as the central processing unit 220. In an embodiment, the 

on hold. The server may detect the status of the call based on 
one or more ways such as, but not limited to, detecting a 
designated tone, or detecting backgronnd music, or detecting 
more than pre-defined seconds of no conversation. Accord
ingly, the server may provide one or more information and/or 
actionable items corresponding to the called destination 108a 
on detecting the call on hold. 

65 instruction set, when executed by the central processing unit 
220, enable the device to display a window for displaying data 
received, from the connected destination, in real time. 
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In an embodiment of the invention, the CPU 220, display 
216, and memory 218 of a device may perform in collabora
tion as a system wherein the memory 218 comprises database 
224 and an instruction set. The instructions set may store 
instructions executable by the central processing unit 220 to 
monitor a telephone call initiated by the user of the device to 
any destination. Further, the device (or the system) may also 
monitor the contact number that may be keyed by the user for 
establishing a connection with the destination. In an embodi
ment, the database 224 may store monitored information 10 

corresponding to the established connection with various des
tinations along with their respective contact information. The 
device 104a may also store the information in a remote 
depository that is connected with the device via internet or 
intranet. Furthermore, the device 104a may monitor and store 15 

any registration information provided to the connected desti
nation or may monitor keyed choices made by the user to 
navigate deep into the IVR menu provided by the connected 
destination. 

8 
The instructions executable by the central processing unit 220 
may display, to the user, a list of options corresponding to 
background music that the user can select as new background 
music. After selecting new background music, the user may 
always listen to the selected background music, whenever the 
telephone call goes on hold. In an embodiment, the device 
104a may detect any of such background music to determine 
if the call is on hold or not. 

Additionally, the instruction set may store instructions 
executable by the central processing unit 220 to retrieve infor
mation from the connected destination corresponding to 
functioning process of the destination. The functioning pro
cess may be helpful to the user to determine if the user is 
connected to desired destination or not. Further, the informa-
tion retrieved from the connected destination may also 
include details corresponding to various alternate destina-
tions those serving similar services. In an embodiment, the 
alternate destinations may be suggested to the user based on 
the previous communications of the user with other destina-

Furthermore, the instruction set may store instructions 
executable by the central processing unit 220 to detect state of 
a telephone call, i.e. if a telephone call is active or on-hold. 
The state of the call may be detected by various means such 

20 tions. In another embodiment, the alternate destinations may 
be suggested to the user based on the personal information of 
the user stored in the database 224 of the device 104a. 

as, but not limited to, detecting a designated tone, detecting 
background music, detecting a key press, or detecting no 25 

conversation for pre-defined interval of time. In an embodi
ment, the pre-defined interval of time may be 15 seconds. The 
aforementioned means may enable the system to detect if a 
connected call is active or is on hold. In an embodiment, if the 
call is on hold, the system may provide various services or 30 

actionable items on a display, such as the display 216, for the 
user. In an embodiment, the instructions may fetch informa
tion, corresponding to the destination, from the database 224. 
In another embodiment, the information corresponding to the 
destination may be fetched by a remote repository that may be 35 

accessed by the device. The information corresponding to the 
destination may include visual information corresponding to 
the destination. The visual information may include, but is not 
limited to, advertisement(s) related to the destination, content 
of a web site related to the destination, data regarding services 40 

provided by the destination, social network page of the des
tination, LinkedIn page of the destination, recent emails 
received from the destination, and recent news related to the 
destination. 

Further, the device may receive actionable information 45 

from the destination. The actionable information may include 
actionable items that may enable the user to perform one or 
more actions corresponding to the destination when the status 
of the call is on-hold. Examples of the actionable information 
may include, but are not limited to, information correspond- 50 

ing to the destination's function and common alternative des
tination(s) that may be considered by the user, form of 
required caller data that may be required by the destination, 
schedule book to set up future appointment with the destina
tion's representative, alternate choices for background music, 55 

interactive window to communicate (by keying) with the 
destination. Further, in an embodiment, the system may 
enable the connected destination to provide services to the 
user (caller). In still another embodiment, the system may 
connect to a third party to receive services during the hold 60 

time of the telephone call. 
In an embodiment of the invention, during the hold time of 

the telephone call, the user may listen to background music. 
The background music may be provided by the IVR system, 
network service provider of the user, third party, or by the 65 

device itself. Further, the user may be facilitated to change the 
background music that may be pre-set background music. 

Further, in an exemplary embodiment of the invention, the 
instructions stored in the memory 218 of the device 104a may 
enable the user to watch videos that may be received from the 
connected destination in real time and may be of interest to 
the user. For example, the device may receive a video corre
sponding to various services offered by the destination. In an 
embodiment, the device may receive only a web URL of a 
video from the connected destination and may use its own 
network to stream the video online. In addition, the instruc-
tions may be configured to support the connected destinations 
by providing them a platform to display desired data on the 
device 104a of the user. For example, the instructions may 
display an estimate of a time period, received from the con
nected destination, for which the user of the device needs to 
remain on hold. 

In an embodiment, the instructions may provide informa
tion to the connected destination corresponding to specifica
tions of the communication device used by the user to connect 
to the connected destination. Based on such information, the 
connected destination may determine suitable services for the 
user. In addition, the connected destination may also deter
mine a suitable service for the user based on the amount of 
time left for the user to remain on hold. 

Again further, the system (or the device) may enable the 
user of the communication device to initiate an alert in the 
communication device that may alert the user of the commu
nication device on activation (un-hold) of the call. The alert 
may include, for example, an audio alert, vibration alert, 
flashing visual pattern alert and so forth. Still further, while on 
hold, the instructions, when executed by the central process
ing unit 220, may display to the user of the communication 
device a list of names of documents, received from the con
nected destination, which the user is required to submit to the 
connected destination. Moreover, the instructions, when 
executed by the central processing unit 220, may provide the 
user of the communication device an interactive window that 
may enable the user to submit the required documents to the 
connected destination during the call on-hold and may also 
enable the user to communicate with the destination by press 
of suitable keys that are required by the connected destina
tions as input from the user. 

In an embodiment, the instructions, when executed by the 
central processing unit 220, may enable the communication 
device to display additional information about the connected 
destination in a window. In an embodiment, this additional 
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embodiment, the information may be customized based on 
the general inquiries of the users on a particular IVR option. 

Furthermore, the capability of the device may be detected 
before displaying the visual window. For example, in case 
device 102a is a basic mobile phone with limited functional
ity of the display screen, a visual window in the form of a 
simple list may be provided to the display of the device 302. 
Similarly, a list may be displayed in case of fixed line tele
phones. Moreover, in case the device 104a includes a high 

information is received by the connected destination. In 
another embodiment, the infonnation is searched from the 
Internet. In yet another embodiment, the additional infonna
tion is retrieved from the memory of the communication 
device. Further, additional information may include, but is 
not restricted to, general information about the connected 
node, recent chat or email exchanged with the connected 
destination, scheduled work or meeting with the connected 
destination, recent news related to the connected destination, 
website of the connected destination, social network page of 
the connected destination, complaints submitted by other 
people for the connected destination, recent tweets about the 
connected destination etc. Furthermore, the system (or 
device) may open a window with a form received from the 
connected destination that is required to be filled by the user 
to save time in the service proceedings provided by the con
nected destination. 

10 capability screen, such as, but not limited to, an iPhone or a 
tablet, then the visual window may be displayed in the form of 
graphics. Again further, in an exemplary embodiment of the 
invention, during the hold time of the call, the IVR system 
may analyze the hold-duration for the call and may decide 

15 whether to let the user remain on-hold or to schedule an 

FIG. 3 illustrates an exemplary service provided by an IVR 
system to a commnnication device 102a in a call-on-hold 
duration, in accordance with an embodiment of the invention. 20 

The display screen 302 of the user includes infonnation cor
responding to the dialed number 304. In an embodiment, the 
dialed number 304 corresponds to the destination's IVR sys
tem. Further, the display screen 302 includes a visual window 
306. In an embodiment, the visual window includes infonna- 25 

tion received from the IVR system. The visual window 306 
further includes an area 308 that provides information corre
sponding to the amount of time the call will remain on-hold. 
Additionally, the visual window 306 may include such infor
mation (not shown) that may require the user's input. In such 30 

a case, the user may provide input by using a keypad 310 of 
the commnnication device. 

In an embodiment, a user may dial a phone number 304 
corresponding to a destination using the keypad 310. The 
keypad 310 may be a physical keypad or a virtual keypad 35 

displayed on a touch screen display 302. Subsequently, the 
visual window 306 corresponding to the phone number 304 is 
displayed on display 302. Further, in an exemplary instance, 
if the user dials a phone number of an IVR destination, then 
the user may navigate through various IVR options and may 40 

select an option that requires the user to hold the call for 
certain duration. In the hold duration, a visual window may be 
opened on the device 104a. The visual window may be 
capable of displaying various types of data or infonnation 
corresponding to the IVR destination. In an embodiment of 45 

the invention, the visual window 306 displays infonnation 
corresponding to an IVR option selected by the user. How
ever, based on the past experience of the organization (desti
nation) with other users and of the user with the selected IVR 
option, the destination may provide the user with an option to 50 

transfer the call to another IVR option or to another depart
ment of the destination. Such option may be accessible to the 
user through the visual window 306. 

Further, the visual window 306 may be utilized by the 
destinations to provide information to the user of the commu- 55 

nication device 104a. In an embodiment, the infonnation can 
also be in the fonn of instructions for the selected IVR node 
and for the various issues that are taken care of by the selected 
IVR option. Specifically, destinations may provide custom
ized information in the visual window 306 for the user. Infor- 60 

appointment with the user to call back at a better time. In an 
embodiment of the invention, the device 102 may have a 
schedule book that may be used to store information corre-
sponding to future appointments scheduled with the destina
tion's representatives. The schedule information may be dis
played to the user through a visual window. In another 
embodiment, a visual window may be provided to the user for 
allowing the user to initiate a call re-schedule request to the 
IVR system. 

FIG. 4 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with another embodiment of the 
invention. The display screen 402 of the user includes infor
mation corresponding to the dialed number 404. In an 
embodiment, the dialed number 404 corresponds to the des
tination's IVR system. Further, the display screen 402 
includes a visual window 406. In an embodiment, the visual 
window includes infonnation received from the IVR system. 
Further, the display screen 402 includes an area 408 that 
provides infonnation corresponding to the amonnt of time the 
call will remain on-hold. Additionally, the visual window 406 
may include such information (not shown) that may require 
user's input. In such a case, the user may provide input by 
using a keypad 410 of the communication device. 

In an embodiment, a user may dial a phone number 404 
corresponding to a destination for booking an airline ticket 
from Las Angeles to Paris. While navigating through various 
stages of the IVR ticket booking system, the IVR system may 
put the call of the user on-hold. At the hold time, in an 
exemplary instance, the IVR system may provide advertise
ments tailored for the user. The advertisements may be tai-
lored based on the IVR option selected by the user. Further, 
the advertisements may be tailored based on the user's profile 
and based on the user's previous activities with the IVR 
system of the connected destination. The advertisements may 
be displayed on the visual window 406. Advertisements may 
correspond to the type of services provided by the dialed 
destinations. For example, if the destination dialed is a piz
zeria, then the advertisement may include, but is not restricted 
to, promotions or offers about a new pizza. 

Moreover, the advertisement may include promotions or 
offers from a third party or a competitor of the destination. In 
an embodiment, the competitor is aware of the needs of the 
user through the navigation status of the user in the IVR 
system. Therefore, the competitor may be in a very good 
position to specifically offer the customer a disconnted or 
attractive deal. An attractive deal at a very crucial time, when 
a user is on-hold, may be very beneficial for the competitors. 
Further, as shown, the visual window 406 of the display 

mati on for the visual window 306 may be customized based 
on a profile of user and based on the IVR option selected by 
the user. In an embodiment of the invention, the profile may 
be generated based on access patterns of user or the data 
capture by a hub connected to device 104a. In addition, the 
profile may include personal information of user and a record 
of previous activities of the user with the IVR system. In an 

65 screen 402 includes an advertisement from a competitor of 
the destination. The competitor is offering the user a dis
counted flight seat from LA to Paris, as required by the user. 
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Furthennore, the visual window 406 of the display screen 402 
includes an area 412. The area 412 may be a command button 
and may enable the user to directly navigate to a webpage 
from where the user can buy the discounted tickets from LA 
to Paris. It may be appreciated by a person skilled in the art 
that the advertisements are not specific to airline ticket book
ing and may correspond to any product or service. 

12 
initiated if the user is at on-hold-call status. The alert may 
enable the user to disconnect from the IVR system and the 
IVR system may call the user back as soon as the hold time 
period gets over. This may enable the user to drive attention to 
other works and may be able to save a lot of time that usually 
gets wasted while waiting on-hold. 

FIG. 6 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with still another embodiment of the 

Further, the device may extract infonnation, from a remote 
database (not shown), corresponding to advertisements 
related to the destinations. Such database containing adver
tisements corresponding to the connected IVR destination 
may hereinafter be referred to as 'advertisement database'. 
The advertising database may include advertisements related 
to the phone numbers of the destinations. The advertising 
database may be stored in the device itself, in destination's 
server, in service provider's server, or in other third party 
servers. Further, the advertisements may be provided based 

10 invention. The display screen 602 of the user includes infor
mation corresponding to the dialed number 604. In an 
embodiment, the dialed number 604 corresponds to the des
tination's IVR system. Further, the display screen 602 
includes a visual window 606. In an embodiment, the visual 

on the profile of the user. For example, assuming that the user 
calls a bank holding regarding his saving account, then the 
advertisement displayed to the user may be based on the 
location, address, account balance, type and volume of trans
actions, loans, purchases and so forth. 

15 window 606 includes an area 608 that enables the user to 
attach documents to be submitted to the IVR system. Further
more, the display screen 602 includes an area 610 that pro
vides information corresponding to the amount of time the 
call will remain on-hold. Additionally, the visual window 606 

20 may include such information (not shown) that may require 
the user's input. In such a case, the user may provide input by 
using a keypad 612 of the communication device. 

In an embodiment, a user may dial a phone number 604 
corresponding to a destination for applying for an insurance 

Furthermore, the device may be configured to connect to an 
intended destination when the user selects corresponding 
advertisement. In an embodiment, the device may store the 
interactions of the user with visual windows. For example, the 
numbers dialed by the user may automatically be stored in the 
memory of the device. Moreover, the learned numbers or 
choices are associated with the dialed phone number of the 
destination. Therefore, the user may be assisted in his/her 
future calls accordingly. 

25 policy. The process may require the user to navigate to various 
stages of the IVR system. While navigating through various 
stages of the IVR system, the IVR system may put the call of 
the user on-hold. At the hold time, in an exemplary instance, 
the IVR system may send details of the fonns or documents 

30 that are required to be submitted by the user in order to 
complete the process. In an embodiment, the IVR system may 
demand for certain documents for security or user authenti
cation purposes. Further, the process may allow the user to 
utilize the time on-hold by either filling the necessary docu-

FIG. 5 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with yet another embodiment of the 
invention. The display screen 502 of the user includes infor
mation corresponding to the dialed number 504. In an 
embodiment, the dialed number 504 corresponds to the des
tination's IVR system. Further, the display screen 502 
includes a visual window 506. In an embodiment, the visual 
window 506 includes an area 508 that provides infonnation 
corresponding to the amount of time the call will remain 
on-hold. Furthennore, the display screen 502 includes an area 
510 that enables the userto activate an alert that may alarm the 
user as soon as the on-hold call gets activated. Additionally, 
the visual window 406 may include such information (not 45 

shown) that may require the user's input. In such a case, the 
user may provide input by using a keypad 512 of the commu
nication device. 

35 ments out or by submitting the required documents to the 
system so that when the customer executive activates the call 
then he/she should have all the documents required in the 
procedure. 

In addition, the visual window 606 of the display screen 
40 602 includes a command button 608 that may allow the user 

of the communication device to submit documents to the IVR 

In an embodiment, a user may dial a phone number 504 
corresponding to a destination for cancelling a cellular ser- 50 

vice. The cancellation procedure may require the user to 
navigate through various stages of the IVR system. While 
navigating through various stages of the IVR system, the IVR 
system may put the call of the user on-hold. At the hold time, 
in an exemplary instance, the IVR system or the communi- 55 

cation device 102a may allow the user to activate an alert. 
After activating the alert, the user may not be required to pay 
attention towards the status of the on-hold call. The user may 
keep the communication device in pocket and may pay atten
tion to other matters. The alert may be triggered as soon as the 60 

call on-hold gets activated. The alert may alann the user 
through an audio, video, flash, or vibration alert. The user 
may then direct attention to the communication device and 
may proceed with the proceedings of the IVR system. 

In another embodiment of the invention, the communica- 65 

tion device 102a or the IVR system may enable the user to 
activate an alert. In an embodiment, the alert may only be 

system during the on-hold call. In an embodiment, the com
munication device may use VOIP to call the IVR system. The 
command button 608 may redirect the user to a window that 
may allow the user to attach one or more files. In an embodi
ment' the user may be re-directed to a webpage. The user may 
attach a number of documents in the window. The documents 
may be sent to the IVR database in real-time during the 
on-hold call. In an embodiment, the visual window may 
prompt for inputs from the user to fill the required fonns and 
may store the responses to create the required forms. 

FIG. 7 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with another embodiment of the 
invention. The display screen 702 of the user includes infor
mation corresponding to the dialed number 704. In an 
embodiment, the dialed number 704 corresponds to the des
tination's IVR system. Further, the display screen 702 
includes a visual window 706. In an embodiment, the visual 
window 706 may display user-specific infonnation to the user 
of the communication device. Moreover, the user-specific 
information may be received by the communication device 
102a from the IVR system. 

Further, the visual window 706 includes two hyperlinks 
708 and 710. Link 708 may enable the user of the communi
cation device to navigate to previous infonnation provided by 
the IVR system. Moreover, Link 710 may enable the user of 
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the communication system to navigate to the next available 
information. Furthennore, the display screen 702 includes an 
area 712 that provides information corresponding to the 
amount of time the call will remain on-hold. Additionally, the 
visual window 706 may include information (not shown) that 
may require the user's input. In such a case, the user may 
provide input by using a keypad 714 of the communication 
device. 

In an embodiment, a user may dial a phone number 704 
corresponding to a destination for inquiries corresponding to 
an insurance policy. The process may require the user to 
navigate through various stages of the IVR system. While the 
user navigates through various stages of the IVR system, the 
IVR system may put the call on-hold for some reason. At the 
hold time, in an exemplary instance, the IVR system may 
provide the user with some infonnation corresponding to the 
insurance and about the policy. The IVR system may send 
only a specific piece of infonnation that may be of interest to 
the user, determined by the user's profile stored with the IVR 
system. Further, the specific piece of information may be 
selected from a website based on the IVR option selected by 
the user. The system may also provide the user a link to a 
portion of data present on a webpage that may be of interest to 
the user. Further, the system may make a list of all such data 
that is mostly queried by the users of the system and may 
utilize the list to update the other users of the IVR system. 

14 
906, the IVR system may communicate with the user through 
audible means or through visual means or through a combi
nation thereof. The IVR menu may then enable the user to 
navigate through various options provided by the service 
provider. The user may then navigate to an interested option 
and may request more details corresponding to the interested 
option. 

At step 908, the IVR system may redirect the call to a 
customer care executive to better handle the queries of the 

10 user. In an embodiment, the user may be asked to remain on 
hold until anyone of a customer care executives attends to the 
user. In another embodiment, the user might be asked to 
remain on hold for any other purpose. It may be appreciated 
by a person skilled in the art that the reason for which the user 

15 is required to remain on hold is not meant to be a limiting 
factor for the scope of the invention. 

At step 910, the IVR system may provide the user with 
information corresponding to the amount of time the user is 
required to remain on hold or is required to wait for some 

20 other event. In an embodiment, the user may have a visual 
window displayed on his/her communication device to con
vey the amount of time required to hold the call. Further at 
step 912, the IVR system may provide the user with one or 
more services that are customized according to the needs or 

25 interest of the user. The IVR system may judge the need or the 
interest of the user by various means. Various means may 
include, but are not restricted to, choice of the IVR option 
made by the user, previous activities of the user with the 

FIG. 8 illustrates an exemplary service provided by an IVR 
system to a communication device 102a in a call-on-hold 
duration, in accordance with still another embodiment of the 
invention. The display screen 802 of the user includes infor- 30 

mati on corresponding to the dialed number 804. In an 
embodiment, the dialed number 804 corresponds to the des
tination's IVR system. Further, the display screen 802 
includes a visual window 806. In an embodiment, the visual 
window 806 may display user-specific infonnation to the user 35 

of the communication device. Moreover, the user-specific 
information may be received by the communication device 
102a from the IVR system. Further, the display screen 802 
includes an area 808 that provides information corresponding 

system, registration data filled by the user, and third-party 
sources. 

Further, the customized services may include, but are not 
restricted to, customized advertisements, specific infonna
tion, specific instructions, specific requests etc. The custom
ized advertisements may be customized based on the choice 
of an IVR option by the user for which the user is placed on 
hold. In an embodiment, the advertisements may be provided 
by the IVR service provider. In another embodiment, the 
advertisements may be provided by competitors of the IVR 
service provider. In yet another embodiment, the advertise
ments may be provided by any third-party. to the amount of time the call will remain on-hold. Addition- 40 

ally, the visual window 806 may include such infonnation 
(not shown) that may require the user's input. In such a case, 
the user may provide input by using a keypad 810 of the 
communication device. 

In an embodiment, a user may dial a phone number 804 
corresponding to a destination for taking a coaching lesson. 
The process may require the user to navigate through various 
options of the IVR system. While navigating through various 
options of the IVR system, the IVR system may put the call of 
the user on-hold for some reason. At the hold time, in an 
exemplary instance, the IVR system may provide the user 
with some videos corresponding to the coaching lesson 
required by the user. In an embodiment, the user may either 
download or stream a video from the database of the IVR 
system. In another embodiment, the IVR system may enable 
the user to watch an online video specific to the coaching 
lesson, as required by the user during the on-hold call period. 
The IVR system may send only a specific video with specific 
information that may be of interest of the user. 

Furthermore, specific information may be selected by the 
IVR service provider by the choice of the option made by the 
user in the IVR system or by the previous activities of the user 
in the IVR system. The IVR system may interpret the purpose 

45 of the user to select a particular IVR option and may provide 
the user with the necessary infonnation corresponding to the 
selected IVR option. The necessary information may be in the 
form of textual data, audio, video, graphics, or a website link. 

Again further, specific instructions may be selected by the 
50 IVR service provider by the choice of the option made by the 

user in the IVR system or by the previous activities of the user 
in the IVR system. The IVR system may therefore guide the 
user by providing necessary instructions required to be fol
lowed by the user for a particular service. The specific instruc-

55 tions may enable the user to correctly follow the procedure 
required for enjoying a particular service provided by the 
service provider of the IVR system. Similarly, the specific 
requests may be made to the user if required by the IVR 
system. The specific request may be a request to submit a 

60 particular document. In an embodiment, the customized ser
vices will be provided to the user during the on-hold call. The 
customized services may be displayed to the user in a visual 
window on the communication device of the user. The IVR 

FIG. 9 illustrates a flow diagram of a method for imple
menting IVR services for an on-hold caller, in accordance 
with an embodiment of the invention. At step 902, a caller 
dials a number of a service provider and the service provider 
receives the call of the caller. Further, at step 904, the service 
provider enables an IVR system to attend to the caller. There- 65 

after, the IVR system attends to the caller (hereinafter, 
referred to as 'user') in a pre-set manner. Furthennore, at step 

system may also enable the user to provide inputs to the IVR 
system. In an embodiment, VOIP may be used to support the 
data transfer between the service provider and the user during 
a call. 
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At step 914, the IVR system may maintain the communi
cation with the user and may continue the services for the user 
until the user disconnects the call. Moreover, the IVR system 
may continue the services for the user until the hold time for 
the call is over or the call is activated by a customer executive. 
Further, the IVR system may store the infonnation corre
sponding to the services provided to the user and the response 

16 
the IVR system may check if the call is activated by a cus
tomer executive or not. In this case, if the call has not been 
activated by a customer executive then the method may start 
again from the step 1018. Otherwise, if the call has been 
activated by a customer executive then the method may pro
ceed to the step 1022. 

At step 1022, the IVR system may trigger the communica
tion device to initiate the alert corresponding to activation of 
the call. The communication device may then alann the user 

of the user to the services. Furthermore, the IVR system may 
store the data received by the user, if any. The data may 
include documents submitted by the user or fonns filled by 
the user or more. 

FIG. 10 illustrates a flow diagram of a method for alerting 

10 through pre-set means. The user may then talk to the customer 
care executive and may follow further proceedings. In an 
embodiment, the customer care executive may again place the 
call of the user on hold and the method may start over again 
from step 1010. Further, at step 1024, the IVR system may 

an on-hold caller concerning activation of the on-hold call, in 
accordance with an embodiment of the invention. At step 
1002, a caller dials a number of a service provider and the 
service provider receives the call of the caller. Thereafter, the 
service provider enables an IVR system to attend the caller, at 
step 1004. In an embodiment, the IVR system attends the 
caller (hereinafter, referred to as 'user') in a pre-set manner. 
Furthennore, at step 1006, the IVR system may communicate 20 

with the user through audible means or through visual means 

15 maintain the call connection with the user until the user dis-

or through a combination thereof. The IVR menu may then 
enable the user to navigate through various options provided 
by the service provider. Therefore, the user may navigate to an 
interested option and may request to talk to a customer care 25 

executive for more details or for complaining about the ser
vIce. 

connects the call or if the procedure ends. 
At step 1026, as shown in FIG. 10C, the IVR system may 

analyze the recent IVR option navigated by the user, may 
analyze the capabilities of the communication device used by 
the user, and may analyze the time duration for which the user 
is required to hold the call. Based on the above information, 
the IVR system may decide a suitable service to be provided 
to the user. The service may include advertisements, infor
mation corresponding to the selected IVR option, instructions 
corresponding to the selected IVR option or more. Addition
ally, the IVR system may provide infonnation to the user 
corresponding to the amount of time the user needs to wait on 
hold. 

At step 1028, the IVR system may enable the communica-
30 tion device to receive the detennined service. In an embodi-

At step 1008, the IVR system may check if the user has 
requested to talk to a customer care executive or not. If the 
user has not requested to talk to the customer care executive, 
the method may start again from the step 1006. If the user has 
requested to talk to the customer care executive, the method 
may move forward to step 1010. At step 1010, the IVR system 
may put the user on hold in order to connect the call to a 
customer care executive. The customer care executive may 35 

not be available all the time to attend the callers and thereby 
the user may need to wait for some time for a customer 
executive to attend the call. 

ment, the user may receive more than one type of service from 
the IVR system, depending upon the duration on which the 
user needs to wait. Further, at step 1030, the IVR system may 
maintain various services to the user on hold until the time the 
call is activated by the customer care executive. At step 1032, 
the IVR system may check if the call has been activated or not. 
If the call has been activated then the method may proceed to 
step 1034. Otherwise, the method may start over again from 
step 1030. At step 1034, the IVR system may maintain the call 

40 connection with the user until the user disconnects the call or 
In an exemplary instance, at step 1012, the IVR system 

may provide the user with an estimated time required by the 
user to wait for a customer care executive to activate the call 
for further proceedings. Communication device of the user 
may be configured to receive and display data from the IVR 
service provider in a window. In an embodiment, the user and 
the IVR service provider may be connected through VOIP to 45 

enable call and data transmission simultaneously between the 
service provider and the user. The data transmittable to the 
user's communication device may include, but is not 
restricted to, audio, video, website link, textual data or graphi

if the procedure ends. 
FIG. 11 illustrates a flow diagram of a method for detecting 

status of a telephone call to provide suitable services to its 
caller, in accordance with an embodiment of the invention. At 
step 1102, a user of a telephone device, such as device 104a, 
initiates a call to a destination. In an embodiment, the desti
nation can be any general telephone device or can be a tele
phone device enabled with IVR system. The user may require 
contact number of the destination in order to establish a 

cal data. 50 contact with the destination. The contact number of the des-
tination may be stored as identity of the destination by the 
device. Thereafter, the user may connect and communicate 
with the destination. 

Further, at step 1014, as shown in FIG. lOB, the IVR 
system or the communication device of the user may be 
configured to allow the user to initiate/activate an alert that 
may alann the user on activation of the call from hold status. 
In an embodiment, the alann may be an audio alarm, or 
vibration alert, or screen flashing alann or so forth. The alann 
may enable the user to divert hislher attention from the com
munication device to some other work. On the activation of 
the alarm, the user may be alerted that the call is not on hold 
and the user can talk to the customer care executive. 

At step 11 04, the device may monitor the data being trans-
55 ferred and received from the destination in order to track and 

store any registration data or any other input provided by the 
user to the destination. In an embodiment, the user may select 
various keys of the device to navigate deep into an IVR 
system. The device may monitor such inputs provided to the 

60 destination to track activities of the user with various desti-
At step 1016, the IVR system may check if the user has 

activated the alert or not. If the alert has not been activated 
then the method may proceed to step 1026, otherwise the 
method may proceed to step 1018. At step 1018, the IVR 
system may provide customized advertisements to the user 65 

and may continue advertizing until the call is activated by a 
customer executive of the IVR system. Further, at step 1020, 

nations. Further, the device may also monitor any output 
received from the destination corresponding to the input pro
vided by the user to analyze interest of the user with the 
connected destination. 

At step 1106, the device stores the interaction recorded 
with the destination in a profile of the user. The profile of the 
user may include, but is not restricted to, personal infonnation 
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of the user, business information of the user, and interaction 
recorded with one or more destinations. The device may use 
the information stored in the profile of the user to ease the user 
by prompting required data at various steps of interaction 
with a destination. In an embodiment, the required data may 
be selected by the device based on the previous interactions 
stored by the device with a particular destination. Further, in 
an embodiment, the profile of the user may be stored within 
the database of the device, or may be stored remotely in a 
depository that is connected with the device via a network. 

At step 1108, the device may perform a check to determine 
the status of the telephone call that is connected between the 
device and the destination. The status of the call may either be 
active or may be on-hold. In an embodiment, the device may 
determine the status of the call by detecting a designated tone 
that is usually played whenever a call goes on-hold. The 
device may be configured to detect such type of designated 
tones to confirm whether the call is active or on-hold. 

In another embodiment, the device may determine the sta
tus of the call by detecting a background music playing during 
the call that is usually played whenever a call is switched to 
hold state. The device may be configured to detect any of such 
music to determine if the call is on hold or not. For example, 
if the device monitors its interaction with a destination and 
detects a playing of music, then the device may infer if the call 
is on hold state. In an embodiment, the user may be provided 
with an option to select a desired backgronnd music that may 
be played whenever the user goes on-hold. 

In yet another embodiment, the device may determine the 
status of the call by detecting if there is any interaction 
between the user and the destination or not. In an embodi
ment, the interaction may either be in textual form, or in audio 
form. If the device detects no interaction between the user and 
the destination, then the device may monitor if there the 'no 
interaction' continues for a pre-set interval of time period. If 
even after the pre-set interval of time period the device could 
not detect any interaction or conversation, then the device 
may infer that the call is on hold status. 

18 
may include, but are not restricted to, the device itself, the 
connected destination, the network service provider of the 
user, or any third party connected with the device directly or 
indirectly. In an embodiment, the services may be provided 
by the network service provider of the user or of the destina
tion. The network service provider may sell the time duration 
for which a user remain on hold, along with the information 
depicting the purpose of the user to stay on hold, to interested 
entities. The interested entities may include, but not limited 

10 to, the connected destination itself, market competitors of the 
destination, and so forth. 

At step 1114, the device may re-perform a check to deter
mine the status of the cal, i.e. whether the call is active or is 

15 on-hold. The device may again rely on the analysis of back
ground music, designated tone, or of no conversation for a 
preset time period. Based on the analysis, the device may 
determine if the call is still on the hold status or is retrieved to 
active state. In case, if the call is determined to be in active 

20 state, then the method may step forward to step 1120, other
wise the method may step forward to step 1116. 

At step 1116, i.e. when the call is determined to be still at 
hold stage, the device may provide the user with an interactive 
window. The interactive window may enable the user to pro-

25 vide direct inputs corresponding to the services being 
received on display of the device. The inputs may be received 
by the service provider, and at step 1118, the service provider 
may analyze the inputs in order to tailor the services being 
provided to the user, specific to user's requirements. There-

30 after, the method may start over again from step 1112, where 
the user receives the service that is specifically tailored 
according to requirements of the user. The process of tailoring 
of services according to the inputs received from the user may 
continue endlessly until the call gets disconnected, or the 

35 device detects the call to be activated at step 1114. 
Thereafter, at step 1120, the device may ring an alarm to 

inform the user on the event of call activation. The device may 
alarm the user by one or more of a process of audio notifica
tion, visual notification by flashing a visual pattern or by glow 

40 of a LED, or by vibration alerts. The alarm may be triggered 
to notifY the user in case, where the user is not attentive 
towards hislher device. In an embodiment, the device may 
detect position of eyes of the user to determine if the user is 

At step 1110, the device decides if the telephone call is 
on-hold or not. In case, if the device determines that the call is 
not on hold, then the device may allow the user to continue 
with the conversation or interaction with the destination and 
the method may repeat itself again from the step 11 08, nntil 
the device detects that the call is at hold status. Further, if the 
device detects that the call is at hold status, then the method 45 

may step forward to step 1112. 

required to be alarmed or not. 
Moreover, after retrieval of the call, the device may allow 

the user and the representative of the connected destination to 
communicate, and meanwhile, at step 1122, the device 
updates the profile of the user by storing the various inputs 
and outputs received by the device in the aforementioned 

At step 1112, the device may analyze user's profile that is 
stored within its database to determine commercial/non-com
mercial interests of the user. Additionally, the device may 
analyze the inputs provided by the user to the destination to 
determine the purpose of the user to communicate with the 
destination. Therefore, based on the analysis of the profile of 
the user and purpose of the user to call a destination, the 
device may either provide or may receive user specific ser
vIces. 

In an embodiment, the user specific services may include, 
but are not limited to, advertisements tailored specifically 
according to needs of the user, information corresponding to 
the connected destination, facts and figures for the services 
provided by the connected destination, official or social net
work web page of the destination, such as, LinkedIn page of 
the destination and so forth. In addition, the device may 
display to the user, recent news corresponding to the destina
tion and recent email exchange with the connected destina
tion. 

Further, in the embodiment, the services provided to the 
user may be provided by one or more entities. The entities 

50 method steps. Further, the device may update the profile of the 
user with such data that may help the device to recommend 
the user with more relevant and tailored services, as per the 
interest of the user. 

Further, the method is not restricted to the above informa-
55 tion as mentioned herein. The various embodiments that are 

explained in FI GS. 3 -8 may be utilized by each of the methods 
as explained here above. Further, the invention is not limited 
to the above-mentioned embodiments and examples and 
many other embodiments and examples may be implemented 

60 in light of the invention without departing from the scope of 
the invention. 

Further, it may be appreciated by a person skilled in the art 
that the device, system and method, corresponding to the 
present invention, provide enhance telephonic calling to a 

65 user through various features and functionalities as described 
previously. These functionalities and features of the present 
invention are not restricted to the above mentioned descrip-
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tion. Various embodiments (not restricted to the above 
description) may be implemented in light of the scope of the 
present invention. 

20 
structures, etc., that perform particular tasks or implement 
particular abstract data types. A person skilled in the art will 
appreciate that the invention may be practiced with other 
computer system configurations, including hand-held 
devices, multiprocessor systems, microprocessor-based or 
programmable consumer electronics, network PCs, mini
computers, mainframe computers, and the like. Further, the 
invention may also be practiced in distributed computing 
worlds where tasks are performed by remote processing 

Advantageously, the present invention provides a system, a 
method and a device to enhance telephone calling between a 
communication device of a user and an IVR destination when 
call is on hold. The present invention enables creating and 
maintaining a profile of a user based on interaction of the user 
with an IVR system corresponding to the destination. The 
present invention detects when the call is put on hold by the 
destination so as to enable the user to perform one or more 
actions during that time. Based on the profile and interaction 
of the user with IVR system (corresponding to IVR destina
tion), the user may be provided with various services to suit 
the interests of the user. The services provided to the user 
include, but are not restricted to, tailored advertisements, 
information, instructions, and requests etc. Moreover, the 
services provided may allow the user to perform one or more 
actions, such as providing inputs to the IVR destination. 
Furthermore, the IVR system notifies the user corresponding 
to the amount of time left to wait on hold. Again further, the 
IVR system enables the user to activate an alarm in his/her 
communication system that may alert the user on activation of 
the call. 

10 devices that are linked through a communications network. In 
a distributed computing world, program modules may be 
located in both local and remote memory storage devices. 

This written description uses examples to disclose the 
invention, including the best mode, and also to enable any 

15 person skilled in the art to practice the invention, including 
making and using any devices or systems and performing any 
incorporated methods. The patentable scope of the invention 
is defined in the claims, and may include other examples that 
occur to those skilled in the art. Such other examples are 

20 intended to be within the scope of the claims if they have 
structural elements that do not differ from the literal language 
of the claims, or if they include equivalent structural elements 
with insubstantial differences from the literal languages of 
the claims. 

Additionally, when the call is on hold, the present invention 25 

may enable the destination to provide information, such as 
one or more services and available offers, to the user based on 
the interest of the user. Thus, the present invention facilitates 
the user and service providers (corresponding to the destina
tion) to utilize the hold time effectively. Also, based on the 30 

above, it can be concluded that the present invention makes 
the call more interactive and more informational for the user. 

It may be appreciated by a person skilled in the art that the 
invention is not limited to the advantages as mentioned here 
above. Further, many other advantages may be understood in 35 

light of the description given above without departing from 
the scope of the invention. Embodiments of the invention are 
described above with reference to block diagrams and sche
matic illustrations of methods and systems according to 
embodiments of the invention. It may be understood that each 40 

block of the diagrams and combinations of blocks in the 
diagrams can be implemented by computer program instruc
tions. These computer program instructions may be loaded 
onto one or more general purpose computers, special purpose 
computers, or other programmable data processing transla- 45 

tors to produce machines, such that the instructions that 
execute on the computers or other programmable data pro
cessing translator create means for implementing the func
tions specified in the block or blocks. Such computer program 
instructions may also be stored in a computer-readable 50 

memory that can direct a computer or other programmable 
data processing apparatus to function in a particular manner, 
such that the instructions stored in the computer-readable 
memory produce an article of manufacture including instruc
tion means that implement the function specified in the block 55 

or blocks. 
While the invention has been described in connection with 

what are presently considered to be the most practical and 
various embodiments, it is to be understood that the invention 
is not to be limited to the disclosed embodiments, but on the 60 

contrary, is intended to cover various modifications and 
equivalent arrangements included within the spirit and scope 
of the appended claims. The invention has been described in 
the general context of computing devices, phone and com
puter-executable instructions, such as program modules, 65 

being executed by a computer. Generally, program modules 
include routines, programs, characters, components, data 

The invention claimed is: 
1. A device comprising: 
a processor, a memory, connection to the device keying, 

connection to display, connection to the Internet and 
connection to the device audio channel, wherein said 
memory comprises instructions executable by the pro
cessor to perform the following: 

(i) monitoring the keying device for keying a call to an 
Interactive Voice Response ("IVR") destination and reg
istration the IVR destination keyed numbers including 
keyed choices for internal destination made once a tele
phone connection was established; 

(ii) detecting the call was put on-hold comprising: detect
ing a designated tone, or detecting background music, or 
detecting more than pre-defined seconds of no conver
sation; 

(iii) use said connection to the Internet to get information 
related to said internal destination; and 

(iv) send actionable content to said display wherein said 
actionable content comprises: (a) form for caller data for 
said IVR destination, or 
(b) schedule book to set up future appointment with said 

destination representative; 
wherein said device is a user calling device. 
2. The device according to claim 1 wherein said get infor

mation comprise getting the information from one of the 
following: 

(i) a site associated with said IVR destination; or 
(ii) a third party depository connected to the Internet. 
3. The device according to claim 1 comprising: instruction 

executable by the processor to send visual data to said display 
wherein said visual data comprises 

recent email received from said IVR destination. 
4. The device according to claim 1 comprising: instruction 

executable by the processor to send actionable content to said 
display wherein said actionable content comprises: 

form for caller data for said IVR destination. 
5. The device according to claim 1 comprising: instruction 

executable by the processor to monitor said audio channel and 
to initiate an alarm comprising: 

(i) Communicating flashing visual pattern, or 
(ii) Communicating vibration request to said calling 

device. 
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6. The device according to claim 1, comprising: instruction 
executable by the processor to send estimated hold time to 
said display. 

7. A system comprising: 
a processor; connection to the intemet, and 
a memory coupled to the processor, the memory compris

ing instructions executable by the processor to: 
send information, over the Internet to a caller, regarding an 

Interactive Voice Response ("IVR") internal destination, 
wherein 

said send information is associated with an 'on-hold' of an 
on going voice communication between said caller and 
said IVR; and 

send actionable content to said display wherein said action-
able content comprises: (i) form for caller data for said 
IVR destination, or 
(ii) schedule book to set up future appointment with said 

IVR destination representative. 
8. A The system according to claim 7, wherein said 
send information is in response to said caller request and 

wherein said caller request comprise the identity of said 
IVR. 

9. The system according to claim 7, wherein said send 
information is in a response to said IVR request and wherein 
said IVR request comprise the identity of said caller. 

10. The system according to claim 7, wherein said infor-
mation comprises: 

(i) content of a web site related to said IVR or 
(iii) data regarding services provided by said IVR. 
11. The system according to claim 7, wherein said infor

mation comprises: 
schedule book to set up future appointment with said IVR 

representative. 
12. The system according to claim 7, 
wherein said information comprises alternative destination 

to said IVR. 
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13. The system according to claim 8, wherein said infor

mation comprises estimated hold time. 
14. A method to enhance telephone calling comprising: 
(i) monitoring telephone call between a caller and an Inter

active Voice Response ("IVR") destination; 
(ii) registration of caller initiated tone coded choices' 
(iii) detecting having the call been put on-hold compri'sing: 

detecting a designated tone, or detecting background 
music, or detecting more than pre-defined seconds of no 
conversation, 

(iv) transferring information over the internet to said caller 
and ' 

(v) monitor said telephone call and to initiate an alarm 
comprising: 
(a) sending flashing request, or 
(b) sending vibration request. 

15. A The method according to claim 14, wherein said 
information is been fetch from an IVR destination-database. 

16. The method according to claim 14, wherein said infor
mation comprises: 

(i) content of a web site related to said IVR destination or 
(iii) data regarding services provided by alternative ~ro

vider to said IVR destination. 
17. The method according to claim 14, wherein said infor

mation comprises: 
25 (i) form for caller data for said IVR destination or 

(iii) schedule book to set up future appointmen~ with said 
IVR destination representative. 

18. The method according to claim 14, comprising monitor 
said telephone call and to initiate an alarm comprising: 

30 sending vibration request. 
19. The method according to claim 14, wherein said tele

phone call is a voice over IP call. 
20. The method according to claim 14, wherein said infor

mation relates to prior communication between said caller 
35 and said IVR destination. 

* * * * * 


