US 6,965,870 Bl
Page 2

OTHER PUBLICATIONS

Internet & Call Center Solutions, Web Power: Taking Call
Centers To New Dimensions, Lisa Chiranky, Answersoft,
Inc., Jan. 1997.*

Mixing Web sites and Call centers: can this marriage really
work? (World Wide Web), Chiranky, Lisa, Telemarketing &
Call Center Solution, v15, n12, p34 (5), Jun. 1997.*
Direct approach, Dlackwood, Francy, San Francisco Busi-
ness Times, v11, n18, pA6, Dec. 20, 1996.*

Dialing for dollars: Using call centers to keep your custom-
ers (satisfied), Electrical World, Nov. 1997; p. 29, vol. 211,
No. 11.*

Call center software versus contact managers, Telemarket-
ing & Call Center Solution; Norwalk; Mar. 1997; Bruce
Adams.*

Avantel/versatility: Avantel chooses Versatility Software to
automate telemarketing efforts in Mexico; M2 Presswire,
Dec. 19, 1996.*

AT&T, Spanlink to provide secure Internet Links; Dec., 4,
1995, www.lucent.com/press/1295/951204.gba.*

A Quartet of products is introduced that link the Internet to
Call Center; Telemarketing ® Technology Highlight; May
1996.*

Page Call Links Call centers, Web; Bank Systems & Tech-
nology; New York Apr. 1996; Sraeel, Holly.*

Page Call software puts web site visitors, administrators in
touch; Computerworld; Framingham; Mar. 11, 1996; Wag-
ner, Mitch.*

Edify to roll out interactive web—based application; Network
World; Framingham Mar. 11, 1996; Cole, Barb.*
WebAssist as taught in reference “Call Centers: Sky Alland
Marketing” Dec. 1, 1996; Bank Technology News.*

Web Marketers: Call-back to the future with POTS!, (work-
ing Draft Aug. 10, 1996); http://www.teleshuttle.com/media/
webpots.*

Customer cyber—representatives; Bank Technology News;
Dec. 1996; DeCovny, Sherree:.*

The case for Integrating 800 and Internet Call Centers;
Telemedia News & Views, v4, n7; Jul. 1, 1996.*

Call routing solutions for virtual call centers. (call Centers)
(includes related article on network providers) Tanner, Todd,
Ingram Guy; Business Communications Reviews, 27 11,
36(5); Nov., 1997.*

Thom, G.A.: “H.323: The Multimedia Communications
Standard for Local Area Networks” IEEE Communications
Magazine, Dec. 1996.

Kiristol, D. et al.: “HTTP State Management Mechanism”,
Netscape Communications, Feb. 1997.

* cited by examiner



