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(57) ABSTRACT

A method and system are disclosed for retrieving information
through the use of a multi-stage interaction with a client to
identify particular knowledge content associated with a
knowledge map. The present inventionis an application pro-
gramrunning on a server accessed via the world-wide web or
other data network using standard Internet protocols, a web
browser and web serversoftware. In addition to an automated

portion, the present invention allows a humandialog designer
to model the way the systemelicits information, giving a
humanfeel to the dialog and a better customerexperience, In
operation, users start a dialog by directing their web browser
io a designated web page. This web page asks the user some
initial questions that are then passed to a dialog engine. The
dialog engine then applies its methods and algorithms to a
knowledge map, using dialog contro! information\ and the
user's responses to provide feedback to the user. The feed-
back may include follow-up questions, relevant documents.
and instructions to the user (e.g.. instructions to contact a
human customer service representative). This dialog engine
responseis rendered as a web page and returned to the user’s
web browser. The user can then respond further to the follow-
up questions he orsheis presented, and the cycle repeats. The
invention can be implemented so that it can interact with
customers through a wide variety ofcommunication channels
including the Internet, wireless devices (e.g,, telephone,
pager, etc.), handheld devices such as a Personal Data Assis-
tant (PDA). email, and via a telephone where the auiomated
systenris delivered using an interactive voice response (TVR)
and/or speech-recagnition system.

15 Claims, 19 Drawing Sheets
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