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A method for establishing at least three-way conversation
between a primary party, secondary parties, and one or more
brand agents within an SDN is provided. The method
includes initiating a two-way communication channel
between a first communication endpoint associated with the
primary party and a second communication endpoint
assigned to the one or more brand agents. The method then
proceeds with receiving a selection of one or more second-
ary parties from a database. The method includes synthe-
sizing a Uniform Resource Locator (URL) for a secondary
party of the one or more secondary parties to join the
two-way communication channel and providing the URL to
a third communication endpoint associated with the second-
ary party. The method includes initiating, upon detecting
that the secondary party clicked the URL, the at least
three-way conversation between the primary party, the sec-
ondary party, and the one or more brand agents via the
two-way communication channel.
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endpoint associated with the primary party and a Second communication
endpoint assigned to the one or more brand agents, the one Or more brand
agents being associated with a brand, the secondary parties being entities
independent from the brand 3902

v
Upon the initiating the two-way communication channel, receive, from the
ONe Or mare brand agents, a Selection of one or more secondary parties from
a (atabase Of the secondary parties 3904

v

Synthesize a Unirorm Resource Locator (URL) for a secondary party of the one
Or more secondary parties to join the two-way communication channel 3906

v
Provide the URL t0 a third communication endpoint associated with the
secondary party, the third communication endpoint being used by the
Secondary party to join the two-way communication channel, the third
communication endpoint associated with the secondary party being different
from the secona communication enapoint assigned to the one or more brand
agents 3908

v

Initiate, upon detecting that the secondary party clicked the URL, the at least
three-way conversation between the primary party, the secondary party, and
the one Or more brand agents via the two-way communication channel 3910
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DYNAMIC PROVISIONING FOR
MULTIPARTY CONVERSATIONS ACROSS
SERVICE DELIVERY NETWORKS ON A
SINGLE COMMUNICATION CHANNEL

CROSS-REFERENCE TO RELATED
APPLICATIONS

[0001] The present application claims priority of U.S.
Provisional Patent Application No. 63/402,252 filed on Aug.
30, 2022, entitled “DYNAMIC PROVISIONING FOR
MULTIPARTY CONVERSATIONS ACROSS SERVICE
DELIVERY NETWORKS ON A SINGLE COMMUNICA-
TION CHANNEL,” which is incorporated herein by refer-
ence in its entirety for all purposes.

TECHNICAL FIELD

[0002] The present disclosure generally relates to systems
and methods for establishing at least three-way conversation
between customers, brands, and providers within a service
delivery network (SDN).

BACKGROUND

[0003] Businesses and other organizations that provide
services, such as nonprofit organizations and government
agencies, often rely on conversations with their customers
before, during, and after the service delivery to ensure the
services they provide are delivered correctly and to the
customer’s satisfaction. The trend of having these conver-
sations online rather than in person has accelerated dramati-
cally in recent times due to the pandemic, changes in work
environment, and changes in consumer behavior. Customers
expect to engage their service provider through an instant
messaging channel at any time instead of adding a new
application with a new account.

[0004] Businesses may cooperate with other businesses to
provide products or services to a set of customers. This
cooperation may be informal relationships such as a local
auto repair shop cooperating with a local auto body shop and
referring customers to each other. This cooperation may also
be formal such as an online marketplace business where
customers who visit a website of the online marketplace
business can search, select, and book appointments at thou-
sands of auto repair shops or an on-demand delivery service
business where customer orders placed with hundreds of
merchants are delivered by thousands of independent gig
workers.

[0005] The experience from a customer’s perspective is
termed an SDN and defined as when two or more organi-
zations, in the customer’s eyes, are responsible for the
provision of a connected overall service experience (Tax, S
et al. “The Service Delivery Network (SDN) A Customer-
Centric Perspective of the Customer Journey,” October
2013, J. Ser. Res. 16(4):454-470).

[0006] This organization of businesses may also be
described as a business ecosystem. A business ecosystem is
a purposeful arrangement between two or more entities (the
members) to create and share value for a collective set of
customers.

[0007] Typically, one of the two or more organizations that
are responsible for the delivery of products or services to an
individual or business is viewed by the customer or the other
organizations as leading or orchestrating. In business eco-
systems, this role is termed the orchestrator and, in this
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disclosure, referred to as a brand. The employees or autho-
rized contractors within the brand are referred to as agents
or brand agents. The other organizations that are orches-
trated or lead by the brand and are responsible for the
delivery of the product or service are referred to as providers
or service providers, and individuals or businesses that
receive a product or service are referred to as customers.
Collectively, the brand and the providers that the brand
orchestrates to deliver products or services to customers is
referred to as the SDN.

[0008] When two or more organizations are responsible
for delivery of the service to an individual or business,
breakdowns in communications can occur that may result in
delays or improper delivery of the product or service leading
to lost opportunity, customer dissatisfaction, lost business,
and additional costs. It can be difficult for the brand to ensure
that all providers communicate consistently with their cus-
tomers during the product or service delivery experience.
The customer may initially communicate with the brand or
brand’s systems, which must hand-off communication to the
one or more providers who often must communicate directly
with the customer to deliver the product or service.

[0009] Many customers prefer to communicate via widely
used instant messaging communication channels, such as
Short Message Service (SMS) and Multimedia Messaging
Service (MMS) text messages. While existing business
group text messaging enables all the employees or autho-
rized contractors within one business entity to communicate
as a group with a single customer in one conversation over
a single shared communication channel, it does not provide
a method or process for other businesses to join the same
conversation and engage with the same customer over the
single shared communication channel.

[0010] Moreover, for the brand orchestrating an SDN with
a large and ever-changing ecosystem of providers, having
each of the providers install an application associated with
the brand on their user devices can be unrealistic. Instead, an
ad hoc method or process of enabling a provider to join the
conversation is needed.

[0011] Furthermore, when a single communication chan-
nel is used for communication exchange between multiple
parties, it may be unclear which party is currently commu-
nicating with the customer and what the status of provision-
ing of the service is. Moreover, the customer may not know
whether all participants are still participating or whether
some of them have left the conversation. Additionally, the
customer may want to receive the service from two or more
providers and may need to communicate with each of the
providers separately without adding all the providers into a
group chat. Additionally, the customer may want to com-
municate with many providers simultaneously to compare
the conditions of service provisioned by different providers
or to assign different parts of the service to different pro-
viders. However, conventional SDNs do not provide the
customer with the ability to communicate with a plurality of
providers via a single communication channel. Due to these
disadvantages, the customer may be dissatisfied with the
quality of the service provided by conventional SDNs.

SUMMARY

[0012] This summary is provided to introduce a selection
of concepts in a simplified form that are further described in
the Detailed Description below. This summary is not
intended to identify key features or essential features of the
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claimed subject matter, nor is it intended to be used as an aid
in determining the scope of the claimed subject matter.

[0013] According to one example embodiment of the
present disclosure, a system for establishing at least three-
way conversation between a primary party, secondary par-
ties, and one or more brand agents within an SDN is
provided. The primary party may include an individual and
the secondary parties may include a plurality of further
individuals, such as other individuals or teams of individu-
als. The system may include a processor and a memory
storing instructions to be executed by the processor. The
processor may be configured to initiate a two-way commu-
nication channel between a first communication endpoint
associated with the primary party and a second communi-
cation endpoint assigned to the one or more brand agents.
The one or more brand agents may be associated with a
brand and the secondary parties may include entities inde-
pendent from the brand. The processor may be further
configured to receive, from the one or more brand agents and
upon the initiating the two-way communication channel, a
selection of one or more secondary parties from a database
of the secondary parties. The processor may be further
configured to synthesize a Uniform Resource Locator (URL)
for a secondary party of the one or more secondary parties
to join the two-way communication channel. The processor
may be further configured to provide the URL to a third
communication endpoint associated with the secondary
party. The third communication endpoint may be used by the
secondary party to join the two-way communication chan-
nel. The third communication endpoint associated with the
secondary party may be different from the second commu-
nication endpoint assigned to the one or more brand agents.
The processor may be further configured to initiate, upon
detecting that the secondary party clicked the URL, the at
least three-way conversation between the primary party, the
secondary party, and the one or more brand agents via the
two-way communication channel.

[0014] According to one example embodiment of the
present disclosure, a method for establishing at least three-
way conversation between a primary party, secondary par-
ties, and one or more brand agents within an SDN is
provided. The primary party may include an individual and
the secondary parties may include a plurality of further
individuals. The method may commence with initiating a
two-way communication channel between a first communi-
cation endpoint associated with the primary party and a
second communication endpoint assigned to the one or more
brand agents. The one or more brand agents may be asso-
ciated with a brand and the secondary parties may include
entities independent from the brand. The method may pro-
ceed with receiving, from the one or more brand agents and
upon the initiating the two-way communication channel, a
selection of one or more secondary parties from a database
of the secondary parties. The method may include synthe-
sizing a URL for a secondary party of the one or more
secondary parties to join the two-way communication chan-
nel. The method may proceed with providing the URL to a
third communication endpoint associated with the secondary
party. The third communication endpoint may be used by the
secondary party to join the two-way communication chan-
nel. The third communication endpoint associated with the
secondary party may be different from the second commu-
nication endpoint assigned to the one or more brand agents.
The method may include initiating, upon detecting that the
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secondary party clicked the URL, the at least three-way
conversation between the primary party, the secondary party,
and the one or more brand agents via the two-way commu-
nication channel.

[0015] According to yet another example embodiment of
the present disclosure, the operations of the above-men-
tioned method are stored on a machine-readable medium
that includes instructions, which, when implemented by one
or more processors, perform the recited operations.

[0016] Other example embodiments of the disclosure and
aspects will become apparent from the following description
taken in conjunction with the following drawings.

BRIEF DESCRIPTION OF DRAWINGS

[0017] Exemplary embodiments are illustrated by way of
example and not limitation in the figures of the accompa-
nying drawings, in which like references indicate similar
elements.

[0018] FIG. 1 shows an example environment suitable for
practicing systems and methods for establishing at least
three-way conversation between a primary party, secondary
parties, and one or more brand agents within an SDN,
according to an example embodiment.

[0019] FIG. 2 is a block diagram illustrating a system for
establishing at least three-way conversation between a pri-
mary party, secondary parties, and one or more brand agents
within an SDN, according to an example embodiment.
[0020] FIG. 3 is a schematic diagram illustrating estab-
lishing at least three-way conversation between a primary
party, a secondary party, and one or more brand agents,
according to an example embodiment.

[0021] FIG. 4 is a schematic diagram illustrating estab-
lishing at least three-way conversation between a primary
party, a plurality of secondary parties, and one or more brand
agents, according to an example embodiment.

[0022] FIG. 5 illustrates a user interface shown to a
customer via a user device of the customer upon receiving
a message by the customer from a brand, according to an
example embodiment.

[0023] FIG. 6 illustrates a user interface shown to a
network representative upon receiving a message by a
system, according to an example embodiment.

[0024] FIG. 7 illustrates a user interface displayed to a
network representative upon selecting a conversation,
according to an example embodiment.

[0025] FIG. 8 illustrates a user interface displayed to a
network representative to enable the network representative
to select a provider to provide service to a customer,
according to an example embodiment.

[0026] FIG. 9 illustrates a user interface displayed to a
network representative upon selecting a provider, according
to an example embodiment.

[0027] FIG. 10 illustrates a user interface displayed to a
network representative upon selecting a three-way conver-
sation, according to an example embodiment.

[0028] FIG. 11 illustrates a user interface displayed to a
network representative upon selecting a conversation with a
provider by the network representative, according to an
example embodiment.

[0029] FIG. 12 illustrates a user interface displayed to a
customer upon inviting a provider by a network represen-
tative, according to an example embodiment.
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[0030] FIG. 13 illustrates a user interface displayed to a
provider upon inviting the provider by a network represen-
tative, according to an example embodiment.

[0031] FIG. 14 illustrates a user interface displayed to a
provider upon opening a link by the provider, according to
an example embodiment.

[0032] FIG. 15 illustrates a user interface displayed to a
customer upon opening a link and joining a conversation by
a provider, according to an example embodiment.

[0033] FIG. 16 illustrates a user interface displayed to a
provider upon opening a link, according to an example
embodiment.

[0034] FIG. 17 illustrates a user interface displayed to a
customer upon receiving a message from a provider by the
customer, according to an example embodiment.

[0035] FIG. 18 illustrates a user interface displayed to a
provider upon receiving a message from a customer by the
provider, according to an example embodiment.

[0036] FIG. 19 illustrates a user interface displayed to a
customer upon receiving a message from a provider by the
customer, according to an example embodiment.

[0037] FIG. 20 illustrates a user interface displayed to a
network representative upon joining a conversation between
the network representative and a customer, according to an
example embodiment.

[0038] FIG. 21 illustrates a user interface shown to a
network representative upon the network representative
clicking a close conversation icon, according to an example
embodiment.

[0039] FIG. 22 is a user interface shown to a customer
upon closing a conversation by a network representative,
according to an example embodiment.

[0040] FIG. 23 is a user interface shown to a customer
upon closing a conversation by a network representative,
according to an example embodiment.

[0041] FIG. 24 is a user interface illustrating use of a
system in a shopping scenario, according to an example
embodiment.

[0042] FIG. 25 is a user interface illustrating selection of
a provider by a customer, according to an example embodi-
ment.

[0043] FIG. 26 shows a user interface illustrating a cus-
tomer providing metadata, according to an example embodi-
ment.

[0044] FIG. 27 shows a user interface illustrating a cus-
tomer providing further metadata, according to an example
embodiment.

[0045] FIG. 28 shows a user interface illustrating provid-
ing an agreement by a customer to receive text messages,
according to an example embodiment.

[0046] FIG. 29 shows a user interface provided to a
customer upon clicking a submit icon, according to an
example embodiment.

[0047] FIG. 30 shows a user interface displayed on a user
device of a customer, according to an example embodiment.
[0048] FIG. 31 shows the user interface used by a cus-
tomer for sending messages, according to an example
embodiment.

[0049] FIG. 32 illustrates a user interface provided by a
user device of a provider, according to an example embodi-
ment.
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[0050] FIG. 33 illustrates a user interface displayed to a
provider upon a network representative inviting the provider
to join a multiparty conversation with a customer, according
to an example embodiment.

[0051] FIG. 34 shows a user interface displayed to a
provider upon the provider following a link, according to an
example embodiment.

[0052] FIG. 35 shows the user interface used by a provider
for sending messages to a customer, according to an example
embodiment.

[0053] FIG. 36 shows the user interface shown on a user
device of a customer, according to an example embodiment.
[0054] FIG. 37 shows the user interface provided to a
provider for sending messages to a customer, according to an
example embodiment.

[0055] FIG. 38 illustrates a user interface displayed to a
network representative upon joining a multiparty conversa-
tion between the network representative and a customer,
according to an example embodiment.

[0056] FIG. 39 illustrates a method for establishing at least
three-way conversation between a primary party, secondary
parties, and one or more brand agents within an SDN,
according to an example embodiment.

[0057] FIG. 40 is a high-level block diagram illustrating
an example computer system, within which a set of instruc-
tions for causing the machine to perform any one or more of
the methodologies discussed herein can be executed.

DETAILED DESCRIPTION

[0058] The following detailed description of embodiments
includes references to the accompanying drawings, which
form a part of the detailed description. Approaches described
in this section are not prior art to the claims and are not
admitted to be prior art by inclusion in this section. The
drawings show illustrations in accordance with example
embodiments. These example embodiments, which are also
referred to herein as “examples,” are described in enough
detail to enable those skilled in the art to practice the present
subject matter. The embodiments can be combined, other
embodiments can be utilized, or structural, logical, and
operational changes can be made without departing from the
scope of what is claimed. The following detailed description
is, therefore, not to be taken in a limiting sense, and the
scope is defined by the appended claims and their equiva-
lents.

[0059] The present disclosure relates to systems and meth-
ods for establishing at least three-way conversation between
a primary party, secondary parties, and one or more brand
agents within an SDN. The system and methods provide
multiparty conversations across SDNs on a single commu-
nication channel. The system for establishing at least three-
way conversation between a primary party, secondary par-
ties, and one or more brand agents within an SDN is also
referred to herein as an SDN conversation system, or a
system. Organizations orchestrating SDNs, also referred
herein to as brands, may adopt the SDN conversation system
by using an Application Programming Interface (API) asso-
ciated with the SDN conversation system. This automated
provisioning of the SDN conversation system may help the
brand to define, initiate, manage, store, and analyze conver-
sations and conversational workflows between the brand, a
service provider (also referred to as a provider), and a
customer; between the brand and the provider; between the
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brand and the customer; or between the provider and the
customer in the SDN via a simple plug-in process or
automated provisioning.

[0060] A brand may include an independent entity
engaged in providing products and services to customers, a
business entity engaged in providing products or services, or
an organization engaged in activities requiring individuals’
interactions. The brand may be represented by an associate
of the brand, one or more brand agents, brand employees,
bots, and the like. In an example embodiment, a brand may
include a third-party aggregator of service providers pro-
viding service on behalf of other brands. A customer may
include an individual or business that procures services or
products from the brand or an individual or business inter-
acting with the brand. A provider may include an indepen-
dent entity or a business entity engaged in delivering or
providing services to customers on behalf of a brand or
another business entity partnering with the brand to offer
services and products to a customer or an independent
business entity.

[0061] A network of service providers of the brand can
encompass thousands of individual businesses ranging from
single person businesses to large organizations. By standard-
izing conversational customer engagement across the SDN
with the system of the present disclosure, brands can sig-
nificantly improve managing communications between cus-
tomers and service providers and, hence, improve customer
satisfaction.

[0062] In an example embodiment, all data associated
with the conversations, the customer, and the service pro-
vider may be collected and stored for future use and analy-
sis. The collected data can be analyzed based on predeter-
mined criteria. For example, the collected data can be
analyzed for response time of a specific service provider,
number of services provided by specific service providers,
and so forth.

[0063] In an example embodiment, the brand may be
enabled to plug an API associated with the system of the
present disclosure into a Customer Relationship Manage-
ment system of the brand to define, initiate, manage, store,
and analyze conversations and conversational workflows for
providers to deliver services to customers.

[0064] According to another embodiment, the brand can
plug in the system of the present disclosure into the brand’s
ticketing system. The brand may upload a list of providers,
including contact information of the providers and set rules
for conversations of providers with the customers. In other
embodiments, the system of the present disclosure may help
the brand to manage the conversations between a customer,
a brand, and a provider, with automatic initiation of con-
versations between the provider and the customer once the
brand receives a request for the service. Neither the provider
nor the customer needs to download additional applications
or log in to avail themselves of the services. The conversa-
tions may be performed via messaging, such as text mes-
saging. Moreover, once the brand receives a request from a
customer, the system may automatically initiate a conver-
sation with the provider via instant messaging. The brand
can set the rules for such conversations. The brand may
oversee the conversations or even actively participate in
these conversations.

[0065] According to another example embodiment, the
system of the present disclosure may be used across a
network of providers without having such providers adopt
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the system. In another embodiment, the system may initiate
conversations on demand for providers, in which a provider
may receive an instant message from a brand prompting the
provider to join a conversation with the customer. If the
provider accepts the request for service, the provider is
automatically provisioned into the system and can partici-
pate in the conversation with the customer, allowing the
provider to instantly connect with the customer and start
services.

[0066] As used herein, a message within the system may
include a message from a customer, a provider, or a brand
sent via various communication channels such as SMS or
MMS text messaging into the SDN. The system may be
configured to construct a human-readable message based on
the input parameters and synthesize input parameters for a
custom message definition based on data, algorithms, or
models from multiple sources including the brand, the
provider, the customer, historical information, or conversa-
tional data.

[0067] The system of the present disclosure may be con-
figured to act as a conversation starter between a brand agent
(also referred herein to as a network representative), a
provider, and a customer. Specifically, the system of the
present disclosure enables the network representative to
select and add a provider to an existing conversation
between the network representative and the customer or
drop the provider from the existing three-way conversation.
Moreover, the system of the present disclosure enables each
participant of the conversation to see who is sending a
message and be notified that a three-way conversation has
started. Therefore, the system of the present disclosure can
allow the network representatives to simultaneously manage
communications with consumers and providers.

[0068] Moreover, the system of the present disclosure
enables a brand agent in a conversation over a two-way
communication channel with the primary party to decide to
add a secondary party to the conversation. Upon receiving a
request from the brand agent to add the secondary party, the
system synthesizes a URL that is then sent by the brand
agent to the secondary party to join the conversation. The
addition of the secondary party to the conversation is
performed dynamically, where the brand agent decides to
add the secondary party to the conversation and then has the
ability to add the secondary party to the conversation.
[0069] To provide responsiveness, escalation, and event
handling, the system of the present disclosure may have a
plurality of business rules to manage multiparty conversa-
tions and perform event handling. Specifically, the system
may receive a set of business rules for managing a multi-
party conversation across an SDN. Upon receiving the set of
business rules, the system may ascertain events associated
with the multiparty conversation. In response to the ascer-
tained events, the system may take actions based on the set
of business rules. The business rules may include, for
example, rules for performing predetermined actions when
a party joints a multiparty conversation, rules for performing
predetermined actions when a party does not joint a multi-
party conversation, rules for performing predetermined
actions when a provider does not joint a multiparty conver-
sation, rules for escalating the request to a network repre-
sentative when a provider does not respond within a prede-
termined time period, rules for handling notifications, rules
for performing predetermined actions when a duplicate
conversation with the same customer related to the same
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service is found, rules for transferring the customer to
another provider, rules for managing workflows, and so
forth. The actions may include sending messages, sending
messages after a certain period of time, excluding a party
from the multiparty conversation, escalating the message
back to the brand based on predetermined criteria, switching
from one supplier to another, managing duplicate providers
via separate channels of communication, reporting to the
provider via a separate message and suggesting an action
every time a customer sends a message to the conversation,
and the like.

[0070] The system of the present disclosure may provide
responsiveness by creating a perception of an instant
response. For example, if the system receives a request for
the service from the customer, and the provider selected by
the customer is not available, the system may reassign the
request to another provider. Another provider may join the
communication and provide an instant response to the
customer.

[0071] In an example embodiment, the system of the
present disclosure may track how long it takes the provider
to respond to the customer. If the provider does not respond
within a predetermined time, the system may send a prede-
termined message to the customer on behalf of the provider,
such as “Hey, I’'m busy right now, but I’ll get back to you
within the next hour.”

[0072] If the provider does not respond within a further
predetermined time period, the system of the present dis-
closure may automatically send a further predetermined
message, such as “Hi, it looks like [Provider] is too busy.
Maybe we can help you.” These communications sent to the
customer may make the customer feel that the customer is
being paid attention to while the original provider is not able
to pay attention. The system may send messages periodically
to the customer to maintain the multiparty conversation. The
system may switch the provider to a further provider if no
response is received from the provider within a predeter-
mined time.

[0073] Additionally, the network representative may see
all messages of the multiparty conversation exchanged
between the customer and the provider. This may help the
brand to resolve issues with respect to the service when the
issues occur.

[0074] Referring now to the drawings, various embodi-
ments are described in which like reference numerals rep-
resent like parts and assemblies throughout the several
views. It should be noted that the reference to various
embodiments does not limit the scope of the claims attached
hereto. Additionally, any examples outlined in this specifi-
cation are not intended to be limiting and merely set forth
some of the many possible embodiments for the appended
claims.

[0075] FIG. 1 shows an example environment 100 suitable
for practicing systems and methods for establishing at least
three-way conversation between a primary party, secondary
parties, and one or more brand agents within an SDN as
described herein. It should be noted, however, that the
environment 100 is just one example and is a simplified
embodiment provided for illustrative purposes, and reason-
able deviations of this embodiment are possible as will be
evident to those skilled in the art.

[0076] As shown in FIG. 1, the environment 100 may
include an entity A 102 including one or more brand agents,
an entity B 104 including a secondary party that is a provider
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of a service, an individual C 106 including a primary party
that is a customer requesting for the service, a data network
108, and a system for establishing at least three-way con-
versation between a primary party, secondary parties, and
one or more brand agents within an SDN 110, which is also
referred herein to as an SDN conversation system 110 or a
system 110. The environment 100 illustrates a contractual
relationship that may be established between entities such as
a brand, a provider, and a customer responsible for deliv-
ering a service allowing conversations to be initiated, con-
ducted, and managed by the SDN conversation system 110
between the brand, the customer, and the provider. FIG. 1
also illustrates a contractual relationship that may be estab-
lished between a brand and a customer, a brand and a
provider, or a provider and a customer. To participate in the
methods and systems of the present disclosure, a customer
may be asked to provide certain permissions as part of the
then-current regulatory program and brand’s contractual
terms requesting the customer to opt-in or opt-out from
certain type of interactions or messages that may be shared
as part of the relationship to be formed in the SDN. Once the
customer, the brand, and/or the provider enter into a rela-
tionship to participate in the system 110, the system 110 may
allow the customer, the brand, and the provider to send
messages in real time to each other for current updates about
the products and services procured from the brand and to be
delivered by the provider.

[0077] As way of an example, FIG. 1 illustrates a simple
case of an SDN consisting of two entities, the entity A 102
and the entity B 104, that together provide a service to the
individual C 106. The individual C 106 is a direct customer
of the entity A 102 and has requested a service from the
entity A 102. As a consequence of its customer relationship
with the entity A 102, the individual C 106 gives consent to
the entity A 102 to provide communication to the individual
C 106. Contractual language may be included in an agree-
ment defining relationship between the entity A 102 and the
individual C 106 to extend that consent to allow related
parties to provide communications to the individual C 106 to
deliver the requested service to the individual C 106.

[0078] The entity B 104 may then be contracted with the
entity A 102 to provide services to the individual C 106 on
behalf of the entity A 102. Contractual language may be
included to grant the permission of the entity A 102 to start
conversations on behalf of the entity B 104 with customers
such as the individual C 106, where such conversation may
happen only if the entity A 102 has the required consent for
such conversations from the individual C 106. As a conse-
quence of its customer relationship between the entity A 102
and the individual C 106; the service provider relationship
between the entity A 102 and the entity B 104; and the
essential contractual language heretofore described; the
entity B 104 may be permitted to provide communication to
the individual C 106 to deliver the services to the individual
C 106, and the entity A 102 may be permitted to start
conversations between the entity B 104 and the individual C
106 to facilitate the delivery of the services by the entity B
104 to the individual C 106 on behalf on the entity A 102.

[0079] In an example embodiment, the entity A 102, the
entity B 104, and the individual C 106 may communicate
with each other and the system 110 via the data network 108.
The data network 108 can refer to any wired, wireless, or
optical networks including, for example, the Internet,
intranet, local area network (LAN), Personal Area Network,
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Wide Area Network (WAN), Virtual Private Network, cel-
Iular phone networks (e.g., Global System for Mobile
(GSM) communications network), 3G, 4G, 5G network,
Wi-Fi™ network, packet switching communications net-
work, circuit switching communications network), Blu-
etooth™ radio, Ethernet network, an IEEE 1002.11-based
radio frequency network, a Frame Relay network, Internet
Protocol (IP) communications network, or any other data
communication network utilizing physical layers, link layer
capability, or network layer to carry data packets, or any
combinations of the above-listed data networks. In some
embodiments, the data network 108 may include a corporate
network, data center network, service provider network,
mobile operator network, or any combinations thereof.
[0080] In some embodiments, the system 110 may be
implemented as a server(s) or a cloud-based computing
resource(s) shared by multiple users. The system 110 can
include hardware and software available at a remote location
and accessible over a data network 108. The system 110 can
be dynamically re-allocated based on demand. The cloud-
based computing resource(s) may include one or more
server farms/clusters including a collection of computer
servers that can be co-located with network switches and/or
routers.

[0081] FIG. 2 is a block diagram illustrating a system 110
for establishing at least three-way conversation between a
primary party, secondary parties, and one or more brand
agents within an SDN;, according to an example embodi-
ment. The primary party may include an individual and the
secondary parties may include a plurality of further indi-
viduals that act as providers of a service. The system 110
may include a processor 202 and a memory 204 configured
to store instructions executable the processor 202. The
system 110 may further optionally include an Artificial
Intelligence (AI) unit 206.

[0082] The processor 202 may be configured to receive a
request for a service from a customer via a user interface
associated with an SDN. Upon receiving the request, the
processor 202 may initiate a two-way communication chan-
nel between the primary party and the one or more brand
agents. Specifically, the processor 202 may initiate the
two-way communication channel between a first communi-
cation endpoint associated with the primary party and a
second communication endpoint assigned to the one or more
brand agents. The one or more brand agents may be asso-
ciated with a brand. The secondary parties may include
entities independent from the brand.

[0083] In an example embodiment, the initiating of the
two-way communication channel between the one or more
brand agents and the primary party may include sending
messages over an interprocess communication channel. The
primary party may be enabled to choose to switch the
two-way communication channel to an SMS channel or a
further channel. The primary party may be enabled to switch
back to the interprocess communication channel or the
further channel. A plurality of at least three-way conversa-
tions may continue after the primary party chooses, any of
the two-way communication channel, the SMS channel, and
the further channel to communicate.

[0084] Upon the initiating the two-way communication
channel, the processor 202 may receive, from the one or
more brand agents, a selection of one or more secondary
parties from a database of the secondary parties. In an
example embodiment, the processor 202 may first receive,
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from the one or more brand agents, an instruction to add the
secondary party to the database. The processor 202 may add
the one or more secondary parties to the database in response
to the instruction and, upon adding, receive the selection of
the secondary party from the database.

[0085] The processor 202 may be further configured to
synthesize, upon receiving the selection of the secondary
party, a URL for a secondary party of the one or more
secondary parties to join the two-way communication chan-
nel. Upon synthesizing the URIL, the processor 202 may
provide the URL to a third communication endpoint asso-
ciated with the secondary party. The third communication
endpoint may be used by the secondary party to join the
two-way communication channel. The third communication
endpoint associated with the secondary party may be dif-
ferent from the second communication endpoint assigned to
the one or more brand agents.

[0086] In an example embodiment, the URL may be
shared by the one or more brand agents with the secondary
party via an SMS message sent to the secondary party. The
SMS message may be synthesized using metadata associated
with the primary party and metadata associated with a
service for which the secondary party is responsible. In an
example embodiment, the URL may be temporary and may
expire within a predetermined time to limit the time when
the secondary party is enabled to join the at least three-way
conversation.

[0087] Upon detecting that the secondary party clicked the
URL, the processor 202 may initiate the at least three-way
conversation between the primary party, the secondary party,
and the one or more brand agents via the two-way commu-
nication channel.

[0088] In an example embodiment, the primary party may
communicate with the one or more brand agents and the
secondary party via an SMS between a phone number of the
primary party and a phone number provisioned for the
brand. Messages sent by the secondary party to the primary
party may be received by the brand and sent by the brand
from the phone number provisioned for the brand to the
phone number of the primary party.

[0089] In an example embodiment, upon receiving the
selection of the one or more secondary parties from the
database, the processor 202 may simultaneously start a
communication channel between the one or more brand
agents and each of the one or more secondary parties. Upon
starting the communication channel, the processor 202 may
provide, via the communication channel, metadata associ-
ated with the primary party to the one or more secondary
parties. In response to sending the metadata to the one or
more secondary parties, the processor 202 may receive a
feedback from the one or more secondary parties. Based on
the feedback received from the one or more secondary
parties, the processor 202 may enable the primary party to
inquire for information associated with the one or more
secondary parties. Upon providing the information received
from the one or more secondary parties to the primary party,
the processor 202 may enable the primary party to select the
secondary party from the one or more secondary parties.
[0090] Inan example embodiment, the processor 202 may
be configured to receive, from the primary party, a selection
of one or more further secondary parties from the one or
more secondary parties. Based on the selection, the proces-
sor 202 may enable the brand to provision the further
secondary parties with individual phone numbers. Specifi-
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cally, each of the further secondary parties may be provi-
sioned with an individual phone number. The processor 202
may initiate further at least three-way conversations between
the primary party, the one or more brand agents, and each of
the further secondary parties via the two-way communica-
tion channel. The primary party and the further secondary
parties may communicate via the SMS between a phone
number of the primary party and the individual phone
numbers provisioned for the further secondary parties. More
specifically, the primary party may communicate with each
specific further secondary party via the SMS between the
phone number of the primary party and an individual phone
number provisioned for this specific further secondary party.
[0091] Inan example embodiment, the processor 202 may
be further configured to enable the one or more brand agents
to communicate through the two-way communication chan-
nel via an application. The application may enable the one
or more brand agents to monitor, review, participate in, and
manage adding and dropping of parties to the at least
three-way conversation between the primary party and the
secondary parties. The application may include one of the
following: a standalone application and an application
embedded within a further application in use by the one or
more brand agents.

[0092] Inan example embodiment, the processor 202 may
be further configured to label messages sent in the at least
three-way conversation to indicate, to the primary party,
whether it is the secondary party or the one or more brand
agents who sends the messages. The labels may be auto-
matically synthesized based on metadata associated with the
secondary party and metadata associated with the brand.
[0093] Inan example embodiment, the processor 202 may
be further configured to announce the joining of the sec-
ondary party with an announcement message. The
announcement message may be synthesized based on meta-
data associated with the secondary party, thereby indicating,
to the primary party, that the secondary party is present in the
at least three-way conversation.

[0094] Inan example embodiment, the processor 202 may
be further configured to enable the one or more brand agents
to drop the secondary party. The dropping may cause
sending a notification to the primary party notifying that the
secondary party is no longer in the at least three-way
conversation. Upon the dropping, the processor 202 may
enable the one or more brand agents to add a further
secondary party to the at least three-way conversation.
[0095] The processor 202 may be further configured to
enable the one or more brand agents to add several second-
ary parties and drop the secondary parties under the control
of'the brand. The processor 202 may announce an arrival and
a departure of any of the secondary parties. The processor
202 may further label messages of the secondary parties and
the one or more brand agents to indicate, to the primary
party, a party sending the messages and a party currently
participating in the at least three-way conversation.

[0096] Inan example embodiment, the processor 202 may
be further configured to enable the one or more brand agents
to hand off a control to the secondary party. The processor
202 may further enable the secondary party to send a notice
to the primary party on the two-way communication channel
that the brand is handing responsibility to the secondary
party. The notice may notify the primary party that a further
two-way communication channel is to be initiated between
a phone number associated with the primary party and a
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phone number provisioned for the secondary party. The
processor 202 may be configured to send a further URL to
one or more further secondary parties and to the one or more
brand agents inviting the one or more further secondary
parties and the one or more brand agents to join the further
two-way communication channel.

[0097] The processor 202 may be further configured to
organize the one or more brand agents and the secondary
parties into categories. The categories may be representative
of a role played by the one or more brand agents and the
secondary parties in the SDN. The role may include one of
the following: a driver, a merchant, a customer, a support for
on-demand delivery, and so forth.

[0098] Inan example embodiment, messages sent in the at
least three-way conversation may include pre-defined tem-
plated messages having parameters partially or fully com-
pleted before the messages are sent. The pre-defined tem-
plated messages may be generated using metadata
associated with one or more of the brand, the primary party,
the secondary parties, and a service for which the brand, the
primary party, and the secondary parties are engaged. The
pre-defined template messages may be categorized by a role,
and a party associated with the role may be enabled to see
the pre-defined template messages associated with the role.

[0099] The processor 202 may be further configured to
sort, label, and segment multiple simultaneous conversa-
tions under control of the one or more brand agents in an
application used by the brand as the primary party to help
facilitate management of the multiple simultaneous conver-
sations.

[0100] The processor 202 may be further configured to
receive, from the one or more brand agents or a further party,
a request for a location of any of the primary party and the
secondary parties. Upon receiving an approval from the
primary party or the secondary parties, the processor 202
may share the location by sending a pre-defined templated
message by the one or more brand agents or the further party
to the primary party or the secondary parties. The pre-
defined templated message may include a further URL. The
further URL, when clicked, uses location services of a
device used by the primary party or the secondary parties to
communicate to share, upon the receiving of the approval
from the primary party or the secondary parties, the location
of'the primary party or the secondary parties to enable all the
parties to know the location of the primary party or the
secondary parties. The sharing of the location may be in a
form of a follow-me map continuously updating the location
of any of the primary party and the secondary parties to all
the parties on the at least three-way conversation.

[0101] The processor 202 may be further configured to
enable the one or more brand agents and the secondary
parties to annotate the at least three-way conversation and
share notes that may be invisible to the primary party.

[0102] The processor 202 may be further configured to
enable the one or more brand agents and all the secondary
parties to conduct separate two-way conversations or mul-
tiparty conversations associated with the at least three-way
conversation. The two-way conversations and the multiparty
conversations may be invisible to the primary party for
purposes of coordinating support for the primary party. The
two-way conversations and the multiparty conversations
may remain associated with the at least three-way conver-
sation with the primary party.
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[0103] The processor 202 may be further configured for
the one or more brand agents to export the at least three-way
conversation via one of a copy/paste command, an export to
Portable Document Format command, posting to an inte-
grated application, and a further method of transferring
conversational data associated with the least three-way
conversation and selected prior conversations including
annotations and associated side conversations. The export
may be performed to a further application through a user
interface or through an automated action triggered by a
content of a message or an action being internal or external
to a system associated with the SDN.

[0104] The processor 202 may be further configured to
send, in response to a keyword or a message content
received from a party having a role, an automatic reply by
an automated system. An interpretation of the message
content and a synthesis of the automatic reply may be based
on one of the following: a lookup, an algorithm, machine
learning, a statistical model, a computational method, and so
forth. The interpretation may be performed to interpret a
natural language of a message in the at least three-way
conversation from the party having the role and determine
which one of the parties is to respond. In response to the
determining that one of the parties needs to respond, the
processor 202 may perform one of the following operations:
synthesize a response message, invite a further party and
synthesize a further response message, and take a predeter-
mined action.

[0105] The processor 202 may be further configured to
determine that the service has been provided by the second-
ary party to the primary party. Based on the determining, the
processor 202 may receive a request from the one or more
brand agents to close the at least three-way conversation.
Upon closing the conversation, the secondary party may be
removed from the two-way communication channel and a
message may be sent to the primary party through the
two-way communication channel to inform the primary
party that the secondary party has left the two-way commu-
nication channel. Moreover, upon closing of the conversa-
tion, a customer satisfaction survey may be sent out to the
primary party through the two-way communication channel.
[0106] The processor 202 may be further configured to
determine an absence of a response of the secondary party
to a message with the URL and send a predetermined
message on behalf of the secondary party to the primary
party.

[0107] In an example embodiment, when a primary party
wants to request a service to be provided by the SDN, the
primary party may make a call to one or more brand agents
of'the SDN, such as a brand. In response to receiving the call
with the request for the service from the primary party, the
one or more brand agents may send a message to the primary
party via an SMS.

[0108] FIG. 3 is a schematic diagram 302 illustrating
establishing at least three-way conversation between a pri-
mary party shown as an individual C 106, a secondary party
shown as an entity B 104, and one or more brand agents
shown as an entity A 102, according to an example embodi-
ment. The primary party may include a customer. The one or
more brand agents may be associated with the brand. The
secondary party may include a provider of a service.
[0109] The customer may want to receive a service from
the brand. To request for the service, the customer may send
a request 304 for the service to the brand. In an example
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embodiment, the customer may send the request 304 for the
service via an Internet connection 306 and using a user
interface associated with an SDN. For example, the cus-
tomer may access a website of the brand using a browser
running on a user device of the customer and send the
request via a user interface associated with the website.
[0110] Upon receiving the request 304 from the customer
on the website of the brand, the one or more brand agents
may synthesize a URL 308 for a provider to join the
two-way communication channel and send the URL 308 to
the provider. In some example embodiments, the one or
more brand agents may send the URL 308 via an SMS 310
to a phone number 314 of the provider. In example embodi-
ments, when the provider has an application (i.e., a software
agent) associated with the brand and running on a user
device of the provider, the one or more brand agents may
send the URL 308 via the Internet connection 306 to the
application used by the provider.

[0111] Upon the provider opening the URL 308, an at least
three-way conversation 316 between the customer, the pro-
vider, and the one or more brand agents may be initiated.
Furthermore, the opening the URL 308 by the provider may
cause opening a user interface associated with the brand on
the user device of the provider. The provider may use the
user interface to send a message 320 in response to the
request 304 of the customer. The message 320 may be sent
via the Internet connection 306 using an application or a web
site associated with the brand.

[0112] The one or more brand agents may receive the
message 320 from the provider. To initiate an SMS connec-
tion with the customer, the one or more brand agents may
provision a phone number 318 and associate the phone
number 318 with the at least three-way conversation 316.
The phone number 318 may be a phone number in control
of the brand and assigned by the brand to the provider and
the at least three-way conversation 316. The phone number
318 may differ from the phone number 314 of the provider
to which the provider has access on the user device of the
provider. Next, the one or more brand agents may send the
message 320 of the provider to the customer in a form of a
message 322 via the SMS 310. The message 322 may be sent
from the phone number 318 assigned to the at least three-
way conversation 316 to the phone number 312 of the
customer. Additionally, the one or more brand agents may
send messages to the customer on behalf of the brand. The
messages to the customer on behalf of the brand may be sent
to the customer from the same phone number 318 assigned
to the at least three-way conversation 316.

[0113] To reply to the provider, the customer may send a
message 324 to the phone number 318 via the SMS 310 from
the phone number 312 of the customer. The one or more
brand agents may receive the message 324 on the phone
number 318 and resend the message 324 in a form of a
message 326 to the provider via the Internet connection 306.
The provider may receive the message 326 via the user
interface associated with the brand and opened on the user
device of the provider.

[0114] Therefore, as the customer receives both the mes-
sages from the one or more brand agents and the messages
from the provider from the same phone number 318, both
the messages from the one or more brand agents and the
messages from the provider are shown to the customer in a
single SMS conversation. Accordingly, all messages related
to the at least three-way conversation 316 are provided to the
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user in the single SMS conversation. Thus, the customer
does not need to switch between different conversations with
multiple parties as all messages are provided in the single
SMS conversation.

[0115] FIG. 4 is a schematic diagram 402 illustrating
establishing at least three-way conversation between a pri-
mary party shown as an individual C 106, two secondary
parties shown as a secondary party 2 404 and a secondary
party 3 406, and one or more brand agents shown as an entity
A 102, according to an example embodiment. The primary
party may include a customer. The one or more brand agents
may be associated with the brand. The secondary party 2 404
and a secondary party 3 406 may include providers of a
service.

[0116] The customer may want to receive a service from
the brand. To request the service, the customer may send a
request for the service to the brand. The request may include
a selection 412 of two secondary parties to provide the
service, namely a secondary party 2 404 and a secondary
party 3 406. In an example embodiment, the customer may
send the request for the service via an Internet connection
306 and using a user interface associated with an SDN. For
example, the customer may access a website of the brand
using a browser running on a user device of the customer
and send the request via a user interface associated with the
website.

[0117] Upon receiving the request and the selection 412
from the customer on the website of the brand, the one or
more brand agents may synthesize an individual URL for the
secondary party 2 404 to join a first at least three-way
conversation 414 and send the individual URL to the sec-
ondary party 2 404. Upon opening the individual URL by the
secondary party 2 404, the first at least three-way conver-
sation 414 between the customer, the secondary party 2 404,
and the one or more brand agents may be initiated.

[0118] The one or more brand agents may further synthe-
size a further individual URL for the secondary party 3 406
to join a second at least three-way conversation 416 and send
the individual URL to the secondary party 3 406. Upon
opening the further individual URL by the secondary party
3 406, the second at least three-way conversation 416
between the customer, the secondary party 3 406, and the
one or more brand agents may be initiated.

[0119] The opening of the individual URL by the second-
ary party 2 404 may cause opening a user interface associ-
ated with the brand on the user device of the secondary party
2 404. The secondary party 2 404 may use the user interface
to send a message 418 to the customer. The message 418
may be sent via the Internet connection 306.

[0120] The one or more brand agents may receive the
message 418 from the secondary party 2 404. To initiate an
SMS connection with the customer, the one or more brand
agents may provision a phone number 2 408 and associate
the phone number 2 408 with the first at least three-way
conversation 414. The phone number 2 408 may be a phone
number in control of the brand and assigned by the brand to
the secondary party 2 404 and the first at least three-way
conversation 414. Next, the one or more brand agents may
send the message 418 of the secondary party 2 404 to the
customer in a form of a message 420. The message 420 may
be sent from the phone number 2 408 assigned to the first at
least three-way conversation 414 to the phone number 312
of the customer via SMS 310. Additionally, the one or more
brand agents may send messages related to the first at least
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three-way conversation 414 to the customer on behalf of the
brand. The messages to the customer on behalf of the brand
may be sent to the customer from the same phone number 2
408 assigned to the first at least three-way conversation 414.
[0121] Similarly, the opening of the further individual
URL by the secondary party 3 406 may cause opening a user
interface associated with the brand on the user device of the
secondary party 3 406. The secondary party 3 406 may use
the user interface to send a message 422 to the customer. The
message 422 may be sent via the Internet connection 306
using an application or a website associated with the brand.
[0122] The one or more brand agents may receive the
message 422 from the secondary party 3 406. To initiate an
SMS connection with the customer, the one or more brand
agents may provision a phone number 3 410 and associate
the phone number 3 410 with the second at least three-way
conversation 416. The phone number 3 410 may be a phone
number in control of the brand and assigned by the brand to
the secondary party 3 406 and the second at least three-way
conversation 416. Next, the one or more brand agents may
send the message 422 of the secondary party 3 406 to the
customer in a form of a message 424. The message 424 may
be sent from the phone number 3 410 assigned to the second
at least three-way conversation 416 to the phone number 312
of the customer via SMS 310. Additionally, the one or more
brand agents may send messages related to the second at
least three-way conversation 416 to the customer on behalf
of the brand. The messages to the customer on behalf of the
brand may be sent to the customer from the same phone
number 3 410 assigned to the second at least three-way
conversation 416.

[0123] Therefore, the customer may provide one request
for the service, select several providers of the service, and
have a separate SMS conversation with each of the provid-
ers. The one or more brand agents may have access to the
SMS conversations of the customer with the providers and
send messages related to the service to the customer in the
SMS conversations.

[0124] FIG. 5 illustrates a user interface 500 shown to the
customer via a user device of the customer upon the cus-
tomer receiving a message 502 from the brand, according to
an example embodiment. The brand may send the message
502 to the customer in response to receiving a request for the
service from the customer via the website of the brand. In the
request, the customer may provide a phone number of the
customer. The message 502 may be received by the cus-
tomer via an SMS to the phone number of the customer. The
user interface 500 may display the message 502 and a name
504 of a sender of the message 502 (e.g., the brand). The
message 502 may prompt the customer to provide additional
metadata related to the customer and the service such as, for
example, a current location of the customer, additional
services to the provided, and so forth. The customer may
respond to the brand by sending a message 506 with
information requested by the brand in the message 502. The
message 506 may be sent by the customer via an SMS from
the phone number of the customer.

[0125] FIG. 6 illustrates a user interface 600 shown to a
network representative 602 (i.e., one or more brand agents)
upon receiving the message 506 by the system 110, accord-
ing to an example embodiment. The user interface 600 may
show a list 604 of all active conversations of the network
representative 602 with customers. Upon receiving the mes-
sage 506 from the customer, an indicator 606 may be
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displayed to notify the network representative 602 that the
message 506 from the customer has been received. The
network representative 602 may select a conversation 608 to
read the message 506 from the customer.

[0126] FIG. 7 illustrates a user interface 700 displayed to
the network representative 602 upon selecting the conver-
sation 608, according to an example embodiment. The user
interface 700 may display all messages communicated
between the network representative 602 and the customer,
such as the message 502 sent to the customer and the
message 506 received from the customer.

[0127] FIG. 8 illustrates a user interface 800 displayed to
the network representative 602 to enable the network rep-
resentative 602 to select a provider to provide the service to
the customer, according to an example embodiment. The
network representative 602 may select a provider 802 from
a list 804 of providers associated with the service. The
selection of the provider 802 may be made based on the
information provided by the customer in the request for the
service. Upon selecting the provider 802, the network rep-
resentative 602 may select an invite icon 806 to invite the
provider 802 to join the conversation with the customer.
[0128] FIG. 9 illustrates a user interface 900 displayed to
the network representative 602 upon selecting the provider,
according to an example embodiment. The user interface
900 shows a message 902 to be sent to the provider via an
SMS upon clicking an invite icon 806 by the network
representative 602. A phone number of the provider may be
preliminarily stored in a database associated with the brand.
The user interface 900 further shows a message 904 to be
sent via an SMS to the customer upon clicking the invite
icon 806 by the network representative 602. In the message
904, the network representative 602 may notify the user that
a particular provider is selected for providing the service and
will join the conversation soon. The network representative
602 may change any of the message 902 and the message
904 before clicking the invite icon 906.

[0129] FIG. 10 illustrates a user interface 1000 displayed
to the network representative 602 upon selecting the three-
way conversation 608, according to an example embodi-
ment. Upon inviting the provider to join the conversation
with the customer, the conversation 608 between the net-
work representative 602 and the customer becomes a three-
way conversation between the network representative 602,
the customer, and the provider. An indicator 1002 may be
displayed in the conversation 608 to show that the provider
has been invited to the conversation 608 and that the
conversation 608 is now the three-way conversation.
[0130] The user interface 1000 may display all messages
communicated between the network representative 602 and
the customer. The messages may include the message 502
sent to the customer by the network representative 602, the
message 506 received from the customer by the network
representative 602, and the message 904 sent to the customer
by the network representative 602 upon inviting the pro-
vider.

[0131] The user interface 1000 may further display a
conversation 1004 with the provider. Upon selecting the
conversation 1004, a user interface shown in FIG. 11 may be
provided to the network representative 602.

[0132] FIG. 11 illustrates a user interface 1100 displayed
to the network representative 602 upon selecting the con-
versation 1004 with the provider by the network represen-
tative 602, according to an example embodiment. The user
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interface 1100 may display all messages communicated
between the network representative 602 and the provider.
The messages may include the message 902 sent to the
provider by the network representative 602 when inviting
the provider. The messages sent by the network representa-
tive 602 to the provider within the conversation 1004 may
not be shown to the customer in the conversation 608.
[0133] FIG. 12 illustrates a user interface 1200 displayed
to the customer on a user device of the customer upon the
network representative 602 inviting the provider, according
to an example embodiment. The user interface 1200 may
display all messages communicated between the network
representative 602 and the customer. The messages may
include the message 502 sent to the customer by the network
representative 602, the message 506 sent by the customer to
the network representative 602, and the message 904 sent to
the customer by the network representative 602 upon invit-
ing the provider. All messages may be received by the
customer via the SMS.

[0134] In an example embodiment, enabling the commu-
nications between the provider and the customer may
include determining whether the provider has installed a
software agent associated with the system 110. If the pro-
vider has not installed the software agent, a text message can
be sent to the provider (as described with reference to FIG.
13) with a request to accept the request by following a link
to a web-based user interface associated with the system
110. The web-based user interface may be dedicated to the
communications that can be sent between the providers and
the customer.

[0135] FIG. 13 illustrates a user interface 1300 displayed
to the provider upon the network representative 602 inviting
the provider, according to an example embodiment. The user
interface 1300 may display the message communicated
between the network representative 602 and the provider.
The message may include the message 902 sent to the
provider by the network representative 602 when inviting
the provider. In an example embodiment, the message 902
may be received by the provider via an SMS. The message
902 may have a link 1302 inviting the provider to join a
three-way conversation between the customer, the provider,
and the network representative.

[0136] FIG. 14 illustrates a user interface 1400 displayed
to the provider upon the provider opening the link 1302,
according to an example embodiment. In an example
embodiment, the link 1302 is associated with a web-based
user interface of the system 110 and shown as the user
interface 1400. The user interface 1400 may enable the
provider to send messages to and receive messages from the
customer. The user interface 1400 may display to the pro-
vider all messages communicated between the network
representative 602 and the customer. The messages may
include the message 502 sent to the customer by the network
representative 602, the message 506 received from the
customer by the network representative 602, and the mes-
sage 904 sent to the customer by the network representative
602 upon inviting the provider.

[0137] Upon the provider opening the link 1302, a mes-
sage 1402 may be sent by the system 110 on behalf of the
provider to the customer informing the customer that the
provider has joined the conversation between the network
representative 602 and the customer.

[0138] FIG. 15 illustrates a user interface 1502 displayed
to the customer upon the provider opening the link 1302 and
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joining the conversation, according to an example embodi-
ment. After the provider joins the conversation, the message
1402 may be automatically sent to the customer to notify the
customer that the provider has joined the conversation
between the customer and the network representative.
Therefore, the message 1402 may in fact notify the customer
that the two-party conversation 608 between the customer
and the network representative 602 has become a three-party
conversation 608 between the customer, the network repre-
sentative 602, and the provider. In general, upon any further
party joining the conversation 608, the system 110 may
notify all the participants about the new participant by
sending a corresponding message to all participants of the
conversation 608.

[0139] To enable the customer to see which messages are
sent by the system 110 and which messages are sent by
which party, the system 110 may add an identifier to the
messages to discern who is sending the message. In particu-
lar, the system 110 may add an identifier 1504 to the
message 1402. The identifier 1504 may include, for
example, brackets, a name of the party that sent the message,
and the like. The system 110 may use square brackets for
identifying messages automatically sent by the system 110
and round brackets for identifying parties that sent the
messages.

[0140] Thus, the whole service transaction occurs without
participation by the network representative 602 once the
customer and the provider start communicating directly.
[0141] In an example embodiment, the network represen-
tative 602 may include an Al bot configured to send prede-
termined messages (e.g., an initial response on behalf of a
provider) to the customer and select and add providers to the
conversation with the customer. The Al bot may be con-
trolled by the Al unit 206 shown in FIG. 2 according to
predetermined rules. For example, any time the customer
sends in a message, the Al bot may automatically start a
three-way conversation between the customer, the provider,
and the Al bot.

[0142] FIG. 16 illustrates a user interface 1600 displayed
to the provider upon the provider opening the link 1302,
according to an example embodiment. The provider may use
the user interface 1600 to send messages to the customer.
For example, the provider may send a message 1602 to the
customer to ask the customer some questions related to the
service, such as the current location of the customer. In
general, upon joining the conversation 608 by any further
party, the system 110 may notify all the participants about
the new participant by sending a corresponding message to
all participants of the conversation 608.

[0143] FIG. 17 illustrates a user interface 1702 displayed
to the customer upon the customer receiving the message
1602 from the provider, according to an example embodi-
ment. The message 1602 may have an identifier 1802 to
show the customer a party by which the message 1602 was
sent. The identifier 1802 may include, for example, a first
letter “P” of the name of the provider taken in round
brackets, (P).

[0144] The customer may use the user interface 1702 to
send a message 1804 to the provider. The message 1804 may
include additional metadata related to the customer and the
service, such as a current location of the customer.

[0145] FIG. 18 illustrates a user interface 1800 displayed
to the provider upon the provider receiving the message
1804 from the customer, according to an example embodi-
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ment. The user interface 1800 may show the message 1804
and may enable the provider to reply to the customer, e.g.,
by sending a message 1806. In the message 1806, the
provider may provide some information related to the ser-
vice to be provided by the provider.

[0146] FIG. 19 illustrates a user interface 1900 displayed
to the customer upon the customer receiving the message
1806 from the provider, according to an example embodi-
ment. The message 1806 may be displayed with the iden-
tifier 1802 (P) to notify the customer that the message 1806
was sent by the provider and not by any other participant of
the conversation. The customer may reply to the provider by
sending a message 1902.

[0147] FIG. 20 illustrates a user interface 2000 displayed
to the network representative 602 upon the provider joining
the conversation 608 between the network representative
602 and the customer, according to an example embodiment.
Upon selecting the conversation 608 by the network repre-
sentative 602, the user interface 2000 may display all
messages communicated between the provider and the cus-
tomer. The messages may include a message 1402 automati-
cally sent by the system 110 upon joining the conversation
608 by the provider, messages 1602 and 1806 sent by the
provider to the customer, and messages 1804 and 1902 sent
by the customer to the provider. Therefore, the network
representative 602 may review all messages communicated
between the provider and the customer in the three-way
conversation 608.

[0148] The user interface 2000 further has a close con-
versation icon 2002 enabling the network representative 602
to close the conversation 608.

[0149] FIG. 21 illustrates a user interface 2100 shown to
the network representative 602 upon clicking the close
conversation icon 2002 by the network representative 602,
according to an example embodiment. Upon clicking the
close conversation icon 2002, a message 2102 to be sent to
the customer on behalf of the network representative 602
may be shown to the network representative 602. The
message 2102 may be a good bye message to the customer
upon finishing the conversation 608. The network represen-
tative 602 may select between closing the conversation 608
without sending the message 2102 (an icon 2104) and
closing the conversation 608 along with sending the mes-
sage 2102 (an icon 2106).

[0150] Inan example embodiment, the message 2102 may
include a link 2108 to a customer satisfaction survey and an
invitation for the customer to answer questions in the
customer satisfaction survey.

[0151] FIG. 22 is a user interface 2200 shown to the
customer upon the network representative 602 closing the
conversation 608, according to an example embodiment.
Upon the network representative 602 closing the conversa-
tion 608, the provider may be removed from the conversa-
tion 608 and a message 2202 may be automatically sent by
the system 110 to the customer to notify the customer that
the provider has left the conversation 608. Therefore, upon
the network representative 602 closing the conversation 608,
the conversation 608 becomes again a two-party conversa-
tion between the network representative 602 and the cus-
tomer.

[0152] FIG. 23 is a user interface 2300 shown to the
customer upon the network representative 602 closing the
conversation 608, according to an example embodiment.
The message 2102 with the link 2108 to the customer
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satisfaction survey may be sent in the conversation 608 by
the network representative 602 to the customer. The user
interface 2300 may show the message 2102 with the link
2108 to the customer satisfaction survey. Moreover, as the
conversation 608 is now the two-party conversation between
the network representative 602 and the customer, the cus-
tomer may provide any information about the provider to the
network representative 602 and know that this information
is unavailable to the provider.

[0153] The system of the present disclosure may support
alternative shopping scenarios, in which the system may be
configured to start simultaneously conversations with as
many providers as a customer wants. The shopping scenario
refers to enabling the user to review a plurality of providers
and select one or more providers from a plurality of pro-
viders. In the shopping scenario, the customer is basically
shopping for the service to be provided by the selected one
or more providers. FIGS. 24-38 illustrate the use of the
system 110 in the shopping scenario.

[0154] FIG. 24 is a user interface 2400 illustrating use of
the system 110 in a shopping scenario, according to an
example embodiment. A customer may visit a website 2402
associated with a user interface 2400 of a brand (i.e., a
marketplace). The system 110 may be connected to the
website 2402 of the brand via an API. The customer may
select a service 2404 from a list of services and select a
provider 2406 from a list of available providers that provide
services on behalf of the brand.

[0155] FIG. 25 is a user interface 2500 illustrating selec-
tion of a provider by the customer, according to an example
embodiment. A drop-down menu 2502 may be provided to
the customer on the user interface 2500 to enable the
customer to select any of the providers, select a particular
provider, or select all providers simultaneously. Therefore,
the system 110 enables the customer to start conversations
with as many providers as the customer wants simultane-
ously.

[0156] In an embodiment, when the customer selects
multiple or all providers, the system 110 automatically
provisions phone numbers associated with each of the
selected providers and automatically starts conversations
between the customer and the selected providers. The cus-
tomer may receive messages associated with the conversa-
tion via the SMS. Each one of the conversations the cus-
tomer is having with a different provider may be on a
different phone number assigned to the provider.

[0157] In an example embodiment, the customer provides
a request for the service, such as “Hey, I have a radiator that
needs to be fixed. How much do you charge and can you get
it fixed next Wednesday?” The system 110 receives the
request and sends the request to several different providers
(e.g., repair shops). All providers respond to the service
request simultaneously. The system 110 receives the
responses of the providers and uses the phone numbers in
control of the system 110 and assigned by the system 110 to
the providers to establish multiparty conversations between
the customer and each of the providers. A network repre-
sentative of the SDN may also have access to the multiparty
conversations to review the multiparty conversations.

[0158] FIG. 26 shows a user interface 2602 illustrating the
customer providing metadata, according to an example
embodiment. Upon selection of the provider, the customer
may provide metadata 2604 related to the service or the
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customer. The metadata 2604 may include a name of the
customer, a phone number of the customer, and so forth.

[0159] FIG. 27 shows a user interface 2702 illustrating the
customer providing further metadata, according to an
example embodiment. The further metadata 2704 may
include additional information related to the service, such as,
e.g., description of the service, a price, a date, time, and the
like.

[0160] FIG. 28 shows a user interface 2802 illustrating the
customer providing an agreement to receive text messages,
according to an example embodiment. The customer may
select a check box 2804 if the customer agrees to receive text
messages via the SMS in response to the request for service
made by the customer via the user interface 2500. Upon
filling in all the fields, the customer may click a submit icon
2806.

[0161] FIG. 29 shows a user interface 2900 provided to the
customer upon clicking the submit icon 2806, according to
an example embodiment. The user interface 2900 may show
a confirmation 2902 confirming that the request for the
service has been received and that a text message will be
provided via the SMS to the customer.

[0162] Upon receiving the request for the service, the
website of the brand may make a call to the system 110 to
start a multiparty conversation between the customer, a
network representative associated with the brand, and the
provider.

[0163] FIG. 30 shows a user interface 3000 displayed on
a user device of the customer, according to an example
embodiment. The system 110 may send a message 3002 to
the customer informing the customer that the request for the
service has been received by the system 110 and that the
provider selected by the customer has been invited to join
the multiparty conversation with the customer. The message
3002 may be labeled with an identifier 3004 to show that the
message 3002 was received from the network representative
and not from any other party of the multiparty communica-
tion channel.

[0164] FIG. 31 shows the user interface 3102 used by the
customer for sending messages, according to an example
embodiment. The customer may send a message 3104 to the
network representative with additional information (i.e., the
additional metadata) related to the service. The message
3104 may be sent by the user device via the SMS.

[0165] FIG. 32 illustrates a user interface 3200 provided
by a user device of the provider, according to an example
embodiment. The provider may receive a notification 3202
informing that a message has been received from the system
110. In an example embodiment, the message may be
received by the provider via the SMS.

[0166] FIG. 33 illustrates a user interface 3300 displayed
to the provider upon the network representative inviting the
provider to join the multiparty conversation with the cus-
tomer, according to an example embodiment. The user
interface 3300 may display a message 3302 communicated
by the network representative to the provider. The message
3302 may be received by the provider via the SMS. The
message 3302 may have a link 3304 inviting the provider to
join the multiparty conversation between the customer, the
provider, and the network representative. Upon following
the link 3304, the user interface 3400 shown in FIG. 34 may
be provided to the provider. The message 3302 may further
include metadata related to the service and the customer.
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[0167] In an example embodiment, enabling the commu-
nications between the provider and the customer may
include determining whether the provider has installed a
software agent associated with the system 110 of the present
disclosure. If the provider has not installed the software
agent, a text message can be sent to the provider (as
described with reference to FIG. 34) with a request to accept
the request by following a link to a web-based user interface
associated with the system 110. The web-based user inter-
face may be dedicated to the communications that can be
sent between the provider and the customer.

[0168] FIG. 34 shows a user interface 3400 displayed to
the provider upon following the link 3304 by the provider,
according to an example embodiment. The user interface
3400 may display all messages sent in the multiparty con-
versation such as the message 3002 sent by the network
representative to the customer and the message 3104 sent by
the customer to the network representative. Moreover, upon
the provider joining the multiparty conversation, a message
3402 may be automatically sent to the customer to notify the
customer that the provider has joined the multiparty com-
munication channel.

[0169] FIG. 35 shows the user interface 3502 used by the
provider for sending messages to the customer, according to
an example embodiment. The provider may send a message
3504 to the customer to provide the information on the
service and ask questions, if needed.

[0170] FIG. 36 shows the user interface 3602 shown on
the user device of the customer, according to an example
embodiment. The user interface 3602 may show the message
3402 automatically sent to the customer upon the provider
joining the multiparty conversation and the message 3504
sent by the provider to the customer. The customer may use
the user interface 3602 to send messages to the provider. In
particular, the customer may send a message 3604 to reply
to the message 3504 of the provider. An identifier 3606 may
be added to all messages sent by the provider to distinguish
the provider from other parties sending messages in the
multiparty conversation.

[0171] FIG. 37 shows the user interface 3702 provided to
the provider for sending messages to the customer, accord-
ing to an example embodiment. The provider may send a
message 3704 to the customer to reply to the message 3604
received by the provider from the customer.

[0172] FIG. 38 illustrates a user interface 3800 displayed
to the network representative upon the provider joining the
multiparty conversation between the network representative
and the customer, according to an example embodiment.
Upon the network representative selecting a conversation
3802, the user interface 3800 may display all messages
communicated between the network representative, the pro-
vider, and the customer. The messages may include the
message 3002 sent by the network representative to the
customer, the message 3104 sent by the customer to the
network representative, the message 3402 automatically sent
by the system 110 to the customer upon the provider joining
the conversation 3802, the message 3504 sent by the pro-
vider to the customer, and the message 3604 sent by the
customer to the provider. Therefore, the network represen-
tative may review all messages communicated between the
provider and the customer in the conversation 3802.

[0173] The user interface 3800 may further have a close
conversation icon 3804 to enable the network representative
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to close the conversation 3802 upon provisioning of the
service by the provider to the customer.

[0174] Even after the conversation 3802 is closed, the
customer may use the user interface 3000 any time later to
provide any further details on the service or provide the
feedback. The messages sent by the customer via the SMS
using the user interface 3000 may be received by the system
110. Upon receiving the messages from the customer, the
system 110 may reopen the conversation 3802 between the
network representative and the customer.

[0175] FIG. 39 is a flow chart of a method 3900 for
establishing at least three-way conversation between a pri-
mary party, secondary parties, and one or more brand agents
within an SDN;, according to an example embodiment. In
some embodiments, the operations may be combined, per-
formed in parallel, or performed in a different order. The
method 3900 may also include additional or fewer opera-
tions than those illustrated. The method 3900 may be
performed by processing logic that may comprise hardware
(e.g., decision making logic, dedicated logic, programmable
logic, and microcode), software (such as software run on a
general-purpose computer system or a dedicated machine),
or a combination of both.

[0176] The method 3900 may commence in block 3902
with initiating a two-way communication channel between a
first communication endpoint associated with the primary
party and a second communication endpoint assigned to the
one or more brand agents. The one or more brand agents
may be associated with a brand and the secondary parties
may be entities independent from the brand.

[0177] Inblock 3904, the method 3900 may proceed with
receiving, from the one or more brand agents and upon the
initiating the two-way communication channel, a selection
of one or more secondary parties from a database of the
secondary parties.

[0178] In an example embodiment, upon the receiving the
selection of the one or more secondary parties from the
database, the method 3900 may proceed with simultane-
ously starting a communication channel between the one or
more brand agents and each of the one or more secondary
parties. The method 3900 may further include providing, via
the communication channel, metadata associated with the
primary party to the one or more secondary parties and
receiving a feedback from the one or more secondary
parties. The method 3900 may further include enabling,
based on the feedback received from the one or more
secondary parties, the primary party to inquire for informa-
tion associated with the one or more secondary parties. Upon
providing the information received from the one or more
secondary parties to the primary party, the method 3900 may
proceed with enabling the primary party to select the sec-
ondary party from the one or more secondary parties.
[0179] In block 3906, the method 3900 may include
synthesizing a URL for a secondary party of the one or more
secondary parties to join the two-way communication chan-
nel.

[0180] Inblock 3908, the method 3900 may proceed with
providing the URL to a third communication endpoint
associated with the secondary party. The third communica-
tion endpoint may be used by the secondary party to join the
two-way communication channel. The third communication
endpoint associated with the secondary party may be dif-
ferent from the second communication endpoint assigned to
the one or more brand agents.
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[0181] The URL may be shared by the one or more brand
agents with the secondary party via an SMS message sent to
the secondary party. The SMS message may be synthesized
using metadata associated with the primary party and meta-
data associated with a service. The secondary party may be
responsible for the service.

[0182] In block 3910, the method 3900 may include
initiating, upon detecting that the secondary party clicked
the URL, the at least three-way conversation between the
primary party, the secondary party, and the one or more
brand agents via the two-way communication channel. The
primary party may communicate with the one or more brand
agents and the secondary party via an SMS between a phone
number of the primary party and a phone number provi-
sioned by the brand and associated with the secondary party.
Messages sent by the secondary party to the primary party
may be received by the brand and sent by the brand from the
phone number provisioned by the brand and associated with
the secondary party to the phone number of the primary
party.

[0183] Inan example embodiment, messages sent in the at
least three-way conversation may include pre-defined tem-
plated messages having parameters partially or fully com-
pleted before the messages are sent. The pre-defined tem-
plated messages may be generated using metadata
associated with one or more of the brand, the primary party,
the secondary parties, and a service for which the brand, the
primary party, and the secondary parties are engaged. The
pre-defined template messages may be categorized by a role.
A party associated with the role may be enabled to see the
pre-defined template messages associated with the role.
[0184] In an example embodiment, the initiating the two-
way communication channel between the one or more brand
agents and the primary party may include sending messages
over an interprocess communication channel. The primary
party may be enabled to choose to switch the two-way
communication channel to an SMS channel or a further
channel. The primary party may be enabled to switch back
to the interprocess communication channel or the further
channel. A plurality of at least three-way conversations may
continue after choosing, by the primary party, any of the
two-way communication channel, the SMS channel, and the
further channel to communicate.

[0185] In an example embodiment, the URL may be
temporary and may expire within a predetermined time to
limit the time when the secondary party is enabled to join the
at least three-way conversation.

[0186] In an example embodiment, the method 3900 may
further include receiving, from the primary party, a selection
of one or more further secondary parties from the one or
more secondary parties. The method 3900 may proceed with
enabling the brand, based on the selection, to provision
individual phone numbers associated with the further sec-
ondary parties. The method 3900 may further proceed with
initiating further at least three-way conversations between
the primary party, the one or more brand agents, and each of
the further secondary parties via the two-way communica-
tion channel. The primary party and the further secondary
parties may communicate via the SMS between a phone
number of the primary party and the individual phone
numbers provisioned for the further secondary parties.
[0187] In an example embodiment, the method 3900 may
further include enabling the one or more brand agents to
communicate through the two-way communication channel
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via an application. The application may enable the one or
more brand agents to monitor, review, participate in, and
manage adding and dropping of parties to the at least
three-way conversation between the primary party and the
secondary parties. The application may include one of the
following: a standalone application and an application
embedded within a further application in use by the one or
more brand agents.

[0188] In an example embodiment, the method 3900 may
further include labelling messages sent in the at least three-
way conversation to indicate, to the primary party, the
secondary party or the one or more brand agents sending the
messages. The labels may be automatically synthesized
based on metadata associated with the secondary party and
metadata associated with the brand.

[0189] In an example embodiment, the method 3900 may
further include announcing the joining of the secondary
party with an announcement message. The announcement
message may be synthesized based on metadata associated
with the secondary party, thereby indicating, to the primary
party, that the secondary party is present in the at least
three-way conversation.

[0190] In an example embodiment, the method 3900 may
further include enabling the one or more brand agents and
the secondary parties to annotate the at least three-way
conversation and share notes. The notes may be invisible to
the primary party.

[0191] In an example embodiment, the method 3900 may
further include enabling the one or more brand agents to
drop the secondary party. The dropping may cause sending
a notification to the primary party notifying that the second-
ary party is no longer a party to the at least three-way
conversation. Upon the dropping, the method 3900 may
proceed with enabling the one or more brand agents to add
a further secondary party to the at least three-way conver-
sation.

[0192] In an example embodiment, the method 3900 may
further include enabling the one or more brand agents to
hand off a control to the secondary party. The method 3900
may proceed with enabling the secondary party to send a
notice to the primary party on the two-way communication
channel that the brand is handing responsibility to the
secondary party. The notice may inform that a further
two-way communication channel is to be initiated between
a phone number associated with the primary party and a
phone number provisioned for the secondary party. The
method 3900 may proceed with sending a further URL to
one or more further secondary parties and to the one or more
brand agents inviting them to join the further two-way
communication channel.

[0193] In an example embodiment, the method 3900 may
further include receiving a request, from the one or more
brand agents or a further party, for a location of any of the
primary party and the secondary parties. Upon receiving of
an approval from the primary party or the secondary parties,
the method 3900 may proceed with sharing the location by
sending a pre-defined templated message by the one or more
brand agents or the further party to the primary party or the
secondary parties. The pre-defined templated message may
include a further URL. The further URL, when clicked, may
use location services of a device that the primary party or the
secondary parties use to communicate to share, upon the
receiving of the approval from the primary party or the
secondary parties, the location of the primary party or the
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secondary parties to enable all the parties to know the
location of the primary party or the secondary parties. The
sharing of the location may be in a form of a follow-me map
continuously updating the location of any of the primary
party and the secondary parties to all the parties on the at
least three-way conversation.

[0194] In an example embodiment, the method 3900 may
further include enabling the one or more brand agents and all
the secondary parties to conduct separate two-way conver-
sations or multiparty conversations associated with the at
least three-way conversation. The two-way conversations
and the multiparty conversations may be invisible to the
primary party for purposes of coordinating support for the
primary party. The two-way conversations and the multi-
party conversations may remain associated with the at least
three-way conversation with the primary party.

[0195] In an example embodiment, the method 3900 may
further include the one or more brand agents exporting the
at least three-way conversation. The exporting may be
performed via one of a copy and paste command, an export
to Portable Document Format command, posting to an
integrated application, and a further method of transferring
conversational data associated with the least three-way
conversation and selected prior conversations including
annotations and associated side conversations to a further
application through a user interface or through an automated
action triggered by a content of a message or an action that
is internal or external to a system associated with the SDN.
[0196] In an example embodiment, the method 3900 may
further include sending, in response to detecting a keyword
or a message content received from a party having a role, an
automatic reply by an automated system. An interpretation
of'the message content and a synthesis of the automatic reply
may be based on one of the following: a lookup, an
algorithm, machine learning, a statistical model, a compu-
tational method, and so forth. The interpretation may be
performed to interpret a natural language of a message in the
at least three-way conversation from the party having the
role and determine which one of the parties is to respond. In
response to the determination of one of the parties to
respond, the method 3900 may proceed with synthesizing a
response message, inviting a further party and synthesizing
a further response message, or taking a predetermined
action.

[0197] FIG. 40 is a high-level block diagram illustrating
an example computer system 4000, within which a set of
instructions for causing the machine to perform any one or
more of the methodologies discussed herein can be
executed. The computer system 4000 may include, refer to,
or be an integral part of, one or more of a variety of types
of devices, such as a general-purpose computer, a desktop
computer, a laptop computer, a tablet computer, a netbook,
a mobile phone, a smartphone, a personal digital computer,
a smart television device, and a server, among others. In
some embodiments, the computer system 4000 is an
example of user devices of customers, user devices of
providers, user devices of network representatives of brands,
or a system 110 shown in FIG. 2. Notably, FIG. 40 illustrates
just one example of the computer system 4000 and, in some
embodiments, the computer system 4000 may have fewer
elements/modules than shown in FIG. 40 or more elements/
modules than shown in FIG. 40.

[0198] The computer system 4000 may include one or
more processor(s) 4002, a memory 4004, one or more mass
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storage devices 4006, one or more input devices 4008, one
or more output devices 4010, and a network interface 4012.
The processor(s) 4002 are, in some examples, configured to
implement functionality and/or process instructions for
execution within the computer system 4000. For example,
the processor(s) 4002 may process instructions stored in the
memory 4004 and/or instructions stored on the mass storage
devices 4006. Such instructions may include components of
an operating system 4014 or software applications 4016. The
computer system 4000 may also include one or more addi-
tional components not shown in FIG. 40.

[0199] The memory 4004, according to one example, is
configured to store information within the computer system
4000 during operation. The memory 4004, in some example
embodiments, may refer to a non-transitory computer-read-
able storage medium or a computer-readable storage device.
In some examples, the memory 4004 is a temporary
memory, meaning that a primary purpose of the memory
4004 may not be long-term storage. The memory 4004 may
also refer to a volatile memory, meaning that the memory
4004 does not maintain stored contents when the memory
4004 is not receiving power. Examples of volatile memories
include random access memories, dynamic random access
memories, static random access memories, and other forms
of'volatile memories known in the art. In some examples, the
memory 4004 is used to store program instructions for
execution by the processor(s) 4002. The memory 4004, in
one example, is used by software (e.g., the operating system
4014 or the software applications 4016). Generally, the
software applications 4016 refer to software applications
suitable for implementing at least some operations of the
methods for establishing at least three-way conversation
between a primary party, secondary parties, and one or more
brand agents within a SDN as described herein.

[0200] The mass storage devices 4006 may include one or
more transitory or non-transitory computer-readable storage
media and/or computer-readable storage devices. In some
embodiments, the mass storage devices 4006 may be con-
figured to store greater amounts of information than the
memory 4004. The mass storage devices 4006 may further
be configured for long-term storage of information. In some
examples, the mass storage devices 4006 include non-
volatile storage elements. Examples of such non-volatile
storage elements include magnetic hard discs, optical discs,
solid-state discs, flash memories, forms of electrically pro-
grammable memories (EPROM) or electrically erasable and
programmable memories, and other forms of non-volatile
memories known in the art.

[0201] The input devices 4008, in some examples, may be
configured to receive input from a user through tactile,
audio, video, or biometric channels. Examples of the input
devices 4008 may include a keyboard, a keypad, a mouse, a
trackball, a touchscreen, a touchpad, a microphone, one or
more video cameras, image sensors, fingerprint sensors, or
any other device capable of detecting an input from a user
or other source, and relaying the input to the computer
system 4000, or components thereof.

[0202] The output devices 4010, in some examples, may
be configured to provide output to a user through visual or
auditory channels. The output devices 4010 may include a
video graphics adapter card, a liquid crystal display monitor,
a light emitting diode (LED) monitor, an organic LED
monitor, a sound card, a speaker, a lighting device, a LED,
a projector, or any other device capable of generating output
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that may be intelligible to a user. The output devices 4010
may also include a touchscreen, a presence-sensitive display,
or other input/output capable displays known in the art.
[0203] The network interface 4012 of the computer system
4000, in some example embodiments, can be utilized to
communicate with external devices via one or more data
networks such as one or more wired, wireless, or optical
networks including, for example, the Internet, intranet,
LAN, WAN, cellular phone networks, Bluetooth radio, and
an IEEE 902.11-based radio frequency network, Wi-Fi Net-
works®, among others. The network interface 4012 may be
a network interface card, such as an Ethernet card, an optical
transceiver, a radio frequency transceiver, or any other type
of device that can send and receive information.

[0204] The operating system 4014 may control one or
more functionalities of the computer system 4000 and/or
components thereof. For example, the operating system
4014 may interact with the software applications 4016 and
may facilitate one or more interactions between the software
applications 4016 and components of the computer system
4000. As shown in FIG. 40, the operating system 4014 may
interact with or be otherwise coupled to the software appli-
cations 4016 and components thereof. In some embodi-
ments, the software applications 4016 may be included in
the operating system 4014. In these and other examples,
virtual modules, firmware, or software may be part of the
software applications 4016.

[0205] Thus, systems and methods for establishing at least
three-way conversation between a primary party, secondary
parties, and one or more brand agents within an SDN have
been described. Although embodiments have been described
with reference to specific example embodiments, it will be
evident that various modifications and changes can be made
to these example embodiments without departing from the
broader spirit and scope of the present application. Accord-
ingly, the specification and drawings are to be regarded in an
illustrative rather than a restrictive sense.

What is claimed is:

1. A method for establishing at least three-way conversa-
tion between a primary party, secondary parties, and one or
more brand agents within a service delivery network (SDN),
the primary party including an individual, the secondary
parties including a plurality of further individuals, the
method comprising:

initiating a two-way communication channel between a

first communication endpoint associated with the pri-
mary party and a second communication endpoint
assigned to the one or more brand agents, the one or
more brand agents being associated with a brand, the
secondary parties being entities independent from the
brand;

upon the initiating the two-way communication channel,

receiving, from the one or more brand agents, a selec-
tion of one or more secondary parties from a database
of the secondary parties;

synthesizing a Uniform Resource Locator (URL) for a

secondary party of the one or more secondary parties to
join the two-way communication channel;

providing the URL to a third communication endpoint

associated with the secondary party, the third commu-
nication endpoint being used by the secondary party to
join the two-way communication channel, the third
communication endpoint associated with the secondary
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party being different from the second communication
endpoint assigned to the one or more brand agents; and

initiating, upon detecting that the secondary party clicked
the URL, the at least three-way conversation between
the primary party, the secondary party, and the one or
more brand agents via the two-way communication
channel.

2. The method of claim 1, wherein the primary party
communicates with the one or more brand agents and the
secondary party via a Short Message Service (SMS)
between a phone number of the primary party and a phone
number provisioned for the brand, wherein messages sent by
the secondary party to the primary party are received by the
brand and resent by the brand from the phone number
provisioned for the brand to the phone number of the
primary party.

3. The method of claim 1, further comprising, upon the
receiving the selection of the one or more secondary parties
from the database:

simultaneously starting a communication channel

between the one or more brand agents and each of the
one or more secondary parties;

providing, via the communication channel, metadata

associated with the primary party to the one or more
secondary parties;

receiving a feedback from the one or more secondary

parties;

based on the feedback received from the one or more

secondary parties, enabling the primary party to inquire
for information associated with the one or more sec-
ondary parties; and

upon providing the information received from the one or

more secondary parties to the primary party, enabling
the primary party to select the secondary party from the
one or more secondary parties.

4. The method of claim 1, further comprising:

receiving, from the primary party, a selection of one or

more further secondary parties from the one or more
secondary parties;

based on the selection, enabling the brand to provision the

further secondary parties with individual phone num-
bers; and

initiating further at least three-way conversations between

the primary party, the one or more brand agents, and
each of the further secondary parties via the two-way
communication channel, wherein the primary party and
the further secondary parties communicate via the SMS
between a phone number of the primary party and the
individual phone numbers provisioned for the further
secondary parties.

5. The method of claim 1, wherein the URL is shared by
the one or more brand agents with the secondary party via
an SMS message sent to the secondary party, the SMS
message being synthesized using metadata associated with
the primary party and metadata associated with a service, the
secondary party being responsible for the service.

6. The method of claim 1, further comprising enabling the
one or more brand agents to communicate through the
two-way communication channel via an application, the
application enabling the one or more brand agents to moni-
tor, review, participate in, and manage adding and dropping
of parties to the at least three-way conversation between the
primary party and the secondary parties, wherein the appli-
cation includes one of the following: a standalone applica-
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tion and an application embedded within a further applica-
tion in use by the one or more brand agents.

7. The method of claim 1, wherein the URL is temporary
and expires within a predetermined time to limit the time
when the secondary party is enabled to join the at least
three-way conversation.

8. The method of claim 1, further comprising labelling
messages sent in the at least three-way conversation to
indicate, to the primary party, the secondary party or the one
or more brand agents sending the messages, wherein the
labels are automatically synthesized based on one or more of
metadata associated with the secondary party and metadata
associated with the brand.

9. The method of claim 1, further comprising announcing
the joining of the secondary party with an announcement
message, the announcement message being synthesized
based on metadata associated with the secondary party,
thereby indicating, to the primary party, that the secondary
party is present in the at least three-way conversation.

10. The method of claim 1, further comprising:

enabling the one or more brand agents to drop the

secondary party, wherein the dropping causes sending
a notification to the primary party notifying that the
secondary party is no longer a party to the at least
three-way conversation; and

upon the dropping, enabling the one or more brand agents

to add a further secondary party to the at least three-
way conversation.

11. The method of claim 1, further comprising:

enabling the one or more brand agents to hand off a

control to the secondary party;

enabling the secondary party to send a notice to the

primary party on the two-way communication channel
that the brand is handing responsibility to the secondary
party, the notice notifying that a further two-way com-
munication channel is to be initiated between a phone
number associated with the primary party and a phone
number provisioned for the secondary party; and
sending a further URL to one or more further secondary
parties and to the one or more brand agents inviting to
join the further two-way communication channel.

12. The method of claim 1, wherein messages sent in the
at least three-way conversation include pre-defined tem-
plated messages having parameters partially or fully com-
pleted before the messages are sent, the pre-defined tem-
plated messages being generated using metadata associated
with one or more of the brand, the primary party, the
secondary parties, and a service for which the brand, the
primary party, and the secondary parties are engaged; and

wherein the pre-defined template messages are catego-

rized by a role, wherein a party associated with the role
is enabled to see the pre-defined template messages
associated with the role.

13. The method of claim 1, wherein the initiating the
two-way communication channel between the one or more
brand agents and the primary party includes sending mes-
sages over an interprocess communication channel, wherein
the primary party is enabled to choose to switch the two-way
communication channel to an SMS channel or a further
channel, and wherein the primary party is enabled to switch
back to the interprocess communication channel or the
further channel; and

wherein a plurality of at least three-way conversations

continue after choosing, by the primary party, any of
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the two-way communication channel, the SMS chan-
nel, and the further channel to communicate.

14. The method of claim 1, further comprising:

receiving a request, from the one or more brand agents or
a further party, for a location of any of the primary party
and the secondary parties;

upon receiving of an approval from the primary party or
the secondary parties, sharing the location by sending
a pre-defined templated message by the one or more
brand agents or the further party, to the primary party
or the secondary parties, wherein the pre-defined tem-
plated message includes a further URL, wherein the
further URL, when being clicked, uses location ser-
vices of a device that the primary party or the secondary
parties uses to communicate to share, upon the receiv-
ing of the approval from the primary party or the
secondary parties, the location of the primary party or
the secondary parties to enable all the parties to know
the location of the primary party or the secondary
parties; and

wherein the sharing of the location is in a form of a
follow-me map continuously updating the location of
any of the primary party and the secondary parties to all
the parties on the at least three-way conversation.

15. The method of claim 1, further comprising enabling
the one or more brand agents and the secondary parties to
annotate the at least three-way conversation and share notes,
the notes being invisible to the primary party.

16. The method of claim 1, further comprising enabling
the one or more brand agents and all the secondary parties
to conduct separate two-way conversations or multiparty
conversations associated with the at least three-way conver-
sation, the two-way conversations and the multiparty con-
versations being invisible to the primary party for purposes
of coordinating support for the primary party, wherein the
two-way conversations and the multiparty conversations
remain associated with the at least three-way conversation
with the primary party.

17. The method of claim 1, further comprising exporting
the at least three-way conversation by the one or more brand
agents via one of a copy and paste command, an export to
Portable Document Format command, posting to an inte-
grated application, and a further method of transferring
conversational data associated with the least three-way
conversation and selected prior conversations including
annotations and associated side conversations to a further
application through a user interface or through an automated
action triggered by a content of a message or an action being
internal or external to a system associated with the SDN.

18. The method of claim 1, further comprising sending, in
response to detecting a keyword or a message content
received from a party having a role, an automatic reply by
an automated system, wherein an interpretation of the mes-
sage content and a synthesis of the automatic reply is based
on one of the following: a lookup, an algorithm, machine
learning, a statistical model, and a computational method,
to:

interpret a natural language of a message in the at least
three-way conversation from the party having the role;

determine one of the parties is to respond; and

in response to the determination, perform one of the
following:
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synthesize a response message;

invite a further party and synthesize a further response
message; and

take a predetermined action.

19. A system for establishing at least three-way conver-
sation between a primary party, secondary parties, and one
or more brand agents within a service delivery network
(SDN), the primary party including an individual, the sec-
ondary parties including a plurality of further individuals,
the system comprising:

a processor; and

a memory storing instructions that, when executed by the

processor, configure the processor to:

initiate a two-way communication channel between a
first communication endpoint associated with the
primary party and a second communication endpoint
assigned to the one or more brand agents, the one or
more brand agents being associated with a brand, the
secondary parties being entities independent from
the brand;

upon the initiating the two-way communication chan-
nel, receive, from the one or more brand agents, a
selection of one or more secondary parties from a
database of the secondary parties;

synthesize a Uniform Resource Locator (URL) for a
secondary party of the one or more secondary parties
to join the two-way communication channel;

provide the URL to a third communication endpoint
associated with the secondary party to join the two-
way communication channel, the third communica-
tion endpoint associated with the secondary party
being different from the second communication end-
point assigned to the one or more brand agents; and

initiate, when the secondary party clicks the URL, the
at least three-way conversation between the primary
party, the secondary party, and the one or more brand
agents via the two-way communication channel.

20. A system for establishing at least three-way conver-
sation between a primary party, secondary parties, and one
or more brand agents within a service delivery network
(SDN), the primary party including an individual, the sec-
ondary parties including a plurality of further individuals,
the system comprising:

a processor; and

a memory storing instructions that, when executed by the

processor, configure the processor to:

initiate a two-way communication channel between a
first communication endpoint associated with the
primary party and a second communication endpoint
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assigned to the one or more brand agents, the one or
more brand agents being associated with a brand, the
secondary parties being entities independent from
the brand;

upon the initiating the two-way communication chan-
nel, receive, from the one or more brand agents, a
selection of one or more secondary parties from a
database of the secondary parties;

synthesize a Uniform Resource Locator (URL) for a
secondary party of the one or more secondary parties
to join the two-way communication channel;

provide the URL to a third communication endpoint
associated with the secondary party to join the two-
way communication channel, the third communica-
tion endpoint associated with the secondary party
being different from the second communication end-
point assigned to the one or more brand agents;

initiate, when the secondary party clicks the URL, the
at least three-way conversation between the primary
party, the secondary party, and the one or more brand
agents via the two-way communication channel,
wherein the primary party communicates with the
one or more brand agents and the secondary party via
a Short Message Service (SMS) between a phone
number of the primary party and a phone number
provisioned for the brand, wherein messages sent by
the secondary party to the primary party are received
by the brand and resent by the brand from the phone
number provisioned for the brand to the phone
number of the primary party;

receive, from the primary party, a selection of one or
more further secondary parties from the one or more
secondary parties;

based on the selection, provision, by the brand, the
further secondary parties with individual phone
numbers;

initiate further at least three-way conversations
between the primary party, the one or more brand
agents, and each of the further secondary parties via
the two-way communication channel;

wherein the primary party and each of the further
secondary parties communicate via the SMS
between the phone number of the primary party and
the individual phone numbers provisioned for the
further secondary parties.
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