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A Web Based CTI System Combining Web Communication
Channel and Telephony Channel
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Due to the increase of the number of the Internet users, the Internet becomes a new in-
formation channel between customers and enterprises. However, World Wide Web (WWW)
provide only one way communication, and WWW systems and CTI (computer and telephony
integration) systems have been realized on different networks. We propose an integrative sys-
tem of WWW and CTI. Integrating the telephony function into WWW can provide real-time
and bidirectional communication for customers. The technologies, which integrate WWW
and CTI, are call distribution, session management, page synchronization on browsers and

Tele-pointing over synchronized web pages.

1. 0 Oo0Oao

goooooooooboooooooboooooono
go0ooboooooobooooooobobooon
000 0000CRMI Customer Relationship Man-
agementJO0 0000000000 OCTE Computer
Telephony Integration00 000000000000
gobobooooobooobobbobbbooobo
goobobobobbobobobobooboboboon
oooooooooobo

t000000000000000000
System Development Laboratory, Hitachi, Ltd.
f10000000000000DO00O0Do0ooO
Hitachi Information Technology, Ltd.
+++ 0000000000000
Hitachi Seibu Software, Ltd.

O O O ECO Electronic Commerce0O0 00000
gooodooboboobobob0ooooobooboooo
goooooobbooooooooooooobooo
Jjoo00o0o00o0bOoobD0o0obDoooooboooo
Joo0db0Oo0DoDDoDo00oOobobOobObboOOoboOooooo
000000000000 ooOOo0ooOoboooooo
0 O World Wide Webd 00 WWW OOO Web0O
00do CThooooooooooooooooo
goooboooooogoobo

gdboooooboboobobbobooobboobooo
oooooooowwwoooocrioooooog
gobooboobooobooobobobuobobooooo
d0o0doooooooodWebOOooooooo

Ooo0o00o00 20000 10000000000000000
go0oo000000 0000oooo0o0o00o00000o0oa0o
goooooooo

2752



Vol. 41 No. 10

gooooooooooboooooooboooooboo
gobooobooooboboooboobOoooobOoOoooo
gbobooooooooooooooooobooo
goooboooooboooOooboooobooobooooo
ooooooooooooobooobooooooooo
gboooooooooboooooooobooDo
goooobDobOO00o0oo00oobo0oboooooo
gooooboobooooooobooooogooon
gboooooooooooooooooboooooa
goooboooooboooooboboooooooa
000000000000000 WebOOODOOO
OoOooO00oooO0oO0oooOO0OO0O0Ob0O0 WebOODO
000 WebOOOOODOOOOODOOOOOOOO
OWebOOOOOOOODOOODDOOOOODDOO
0O URL?0000000000000000O000
gooooooobooooboooooobooon

2. JOoooooooboooooooo

gooooooooboobooooooboooooo
goopbooooooOooooboooooooboooo
oood
goooooooo

e JO0OOODODODO

e 0O

e 0OOO
ooooo

e 00O

e FAX

e IO OODO

gooooOOooOoOoooboOobobOooooDboo
gooooboOoOobooOooUoooobobooboobooo
oooooooobobooobpooobobobobOobo
goooodo0ooobOoOooboboooooooboo
go0ooo0oOoooboooOooooobobooooo
00000000000o0oooooooOgg FAX
JoooooooooooDOoDooooooooog
0000000000 0000o0ooooooooo
goboooooooooOoooboooOooooooooo
goboooooOooobooooboboooooboobooo
goooboooboooooboooooboooo
oooooobOoopooOooooooooooo

ooowwwiooooooooooobooooo
00000 QADDODODOD WWWOOOoooono
g0o0oOoooOO0oOoooobooooooooooDoo
0000ooooooo0ooooDoooooooon
0000ooooo000ooooooooooooon

Web-CTIOOOOOO 2753

BatFR

EMBSa=—2ay

-
5 S

BESRTR 7R

([ YZNEALE \
ASaz=Hy—ay
e P A A

~=aT N, THXANER -

i Web®HPH'E &

“utA(2)

01 0O000O0000O0O00000

Fig.1 The means and their transition processes to solve

problems.
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