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FIG. 19
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FIG. 20
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COMMUNICATION PROCESSING SYSTEM,
COMMUNICATION PROCESSING METHOD,
COMMUNICATION PROCESSING DEVICE,
AND CONTROL METHOD AND CONTROL
PROGRAM OF COMMUNICATION
PROCESSING DEVICE

TECHNICAL FIELD

[0001] The present invention relates to a communication
technique for responding to inquiries by the general public
via a network.

BACKGROUND ART

[0002] Inthefield ofthe abovementioned technique, a tech-
nique disclosed in Patent Document 1 is known. In this tech-
nique, for initiating a contact via a line, a caller transfers a
media attribute value to a designated receiver, and the receiver
notifies acceptance of a call corresponding to the received
attribute value.

[0003] Patent Document 1: Japanese Unexamined Patent

Application Publication No. H11-027347

[0004] However, in the abovementioned conventional tech-
nique, when a caller does not designate a receiver, it is impos-
sible to select a receiver to accept a call based on the attribute
of'the caller. Moreover, when a responder (also referred to as
an operator hereinafter) to receive changes and the attribute
also changes, it is impossible to select a receiver to accept a
call.

SUMMARY

[0005] An object of the present invention is to provide a
technique to solve the abovementioned issues.

[0006] In order to achieve the abovementioned object, a
communication processing system according to the present
invention is a communication processing system including
user communication terminals each operated by a user and
responder communication terminals each operated by a
responder responding to an inquiry from the user. The com-
munication processing system includes:

[0007] a responder communication terminal information
storing means for associating and storing each of the
responder communication terminals and a responder attribute
of'the responder operating the responder communication ter-
minal; and

[0008] a connection controlling means for controlling to
search the responder attribute corresponding to a user
attribute of the user by referring to the responder communi-
cation terminal information storing means and connect the
responder communication terminal associated with the
responder attribute to the user communication terminal.
[0009] In order to achieve the object, a communication
processing method according to the present invention is a
method for communication processing by a communication
processing system including user communication terminals
each operated by a user and responder communication termi-
nals each operated by a responder responding to an inquiry
from the user, and the communication processing system
includes a responder communication terminal information
storing means for associating and storing each of the
responder communication terminals and a responder attribute
of'the responder operating the responder communication ter-
minal.
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[0010] The method includes controlling to search the
responder attribute corresponding to a user attribute of the
user by referring to the responder communication terminal
information storing means and connect the responder com-
munication terminal associated with the responder attribute
to the user communication terminal.

[0011] In order to achieve the object, a communication
processing device according to the present invention
includes:

[0012] a responder communication terminal information
storing means for associating and storing each of responder
communication terminals each operated by a responder
responding to an inquiry from a user and a responder attribute
of'the responder operating the responder communication ter-
minal; and

[0013] a connection controlling means for controlling to
search the responder attribute corresponding to a user
attribute of the user by referring to the responder communi-
cation terminal information storing means and connect the
responder communication terminal associated with the
responder attribute to the user communication terminal oper-
ated by the user.

[0014] In order to achieve the object, a control method
according to the present invention is a method for control by
a communication processing device including a responder
communication terminal information storing means for asso-
ciating and storing each of responder communication termi-
nals each operated by a responder responding to an inquiry
from a user and a responder attribute of the responder oper-
ating the responder communication terminal.

[0015] The method includes controlling to search the
responder attribute corresponding to a user attribute of the
user by referring to the responder communication terminal
information storing means and connect the responder com-
munication terminal associated with the responder attribute
to the user communication terminal operated by the user.
[0016] In order to achieve the object, a computer program
according to the present invention includes instructions for
causing a communication processing device, which includes
a responder communication terminal information storing
means for associating and storing each of responder commu-
nication terminals each operated by a responder responding
to an inquiry from a user and a responder attribute of the
responder operating the responder communication terminal,
to realize a connection controlling means for controlling to
search the responder attribute corresponding to a user
attribute of the user by referring to the responder communi-
cation terminal information storing means and connect the
responder communication terminal associated with the
responder attribute to the user communication terminal oper-
ated by the user.

[0017] According to the present invention, even if a
responder as a receiver changes and the attribute also
changes, it is possible to select a receiver to be called based on
the attribute of an inquirer.

BRIEF DESCRIPTION OF DRAWINGS

[0018] FIG.11is ablock diagram showing the configuration
of a communication processing system according to a first
exemplary embodiment of the present invention;

[0019] FIG. 2 is a diagram showing the outline of a com-
munication processing system according to a second exem-
plary embodiment of the present invention;
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[0020] FIG. 3 isablock diagram showing the configuration
of the communication processing system according to the
second exemplary embodiment of the present invention;
[0021] FIG. 4is ablock diagram showing the configuration
of an inquiry terminal and an operator terminal according to
the second exemplary embodiment of the present invention;
[0022] FIG.5isablock diagram showing the configuration
of'a communication processing system according to the sec-
ond exemplary embodiment of the present invention;

[0023] FIG. 6A is a diagram showing the configuration of
an operator attribute storing part according to the second
exemplary embodiment of the present invention;

[0024] FIG. 6B is a diagram showing the configuration of
operator terminal use information according to the second
exemplary embodiment of the present invention;

[0025] FIG. 6C is a diagram showing the configuration of
an operator terminal/operator attribute storing part according
to the second exemplary embodiment of the present inven-
tion;

[0026] FIG. 7 is a diagram showing the configuration of an
inquirer attribute storing part according to the second exem-
plary embodiment of the present invention;

[0027] FIG. 8 is a diagram showing the configuration of
content DB according to the second exemplary embodiment
of the present invention;

[0028] FIG. 9 is a sequence diagram showing an opera-
tional procedure by the communication processing system
according to the second exemplary embodiment of the
present invention;

[0029] FIG. 10A is a sequence diagram showing opera-
tional steps for initial setup by the inquiry terminal according
to the second exemplary embodiment of the present inven-
tion;

[0030] FIG. 10B is a sequence diagram showing opera-
tional steps for initial setup by the operator terminal accord-
ing to the second exemplary embodiment of the present
invention;

[0031] FIG. 11 is a sequence diagram showing operational
steps for inquiry processing by the communication process-
ing system according to the second exemplary embodiment of
the present invention;

[0032] FIG. 12 is a block diagram showing the hardware
configuration of the communication processing device
according to the second exemplary embodiment of the
present invention;

[0033] FIG. 13A is a diagram showing a display screen of
the inquiry terminal according to the second exemplary
embodiment of the present invention;

[0034] FIG. 13B is a diagram showing a display screen of
the operator terminal according to the second exemplary
embodiment of the present invention;

[0035] FIG. 14A is a flowchart showing a processing pro-
cedure by the communication processing device according to
the second exemplary embodiment of the present invention;
[0036] FIG. 14B is a flowchart showing the processing
procedure by the communication processing device accord-
ing to the second exemplary embodiment of the present
invention;

[0037] FIG. 15 is a block diagram showing the configura-
tion of a communication processing device according to a
third exemplary embodiment of the present invention;
[0038] FIG.16is adiagram showing the configuration ofan
operator terminal/operator attribute storing part according to
the third exemplary embodiment of the present invention;
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[0039] FIG. 17 is a flowchart showing a processing proce-
dure by the communication processing device according to
the third exemplary embodiment of the present invention;
[0040] FIG. 18 is a diagram showing the configurations of
an operator terminal/operator attribute storing part and an
inquirer attribute storing part according to a fourth exemplary
embodiment of the present invention;

[0041] FIG. 19 is a diagram showing the configuration of
information representing an operator processing status
according to a fifth exemplary embodiment of the present
invention;

[0042] FIG. 20 is a flowchart showing a processing proce-
dure by a communication processing device according to the
fifth exemplary embodiment of the present invention; and
[0043] FIG. 21 is a diagram showing the configurations of
an operator terminal/operator attribute storing part and an
inquirer attribute storing part according to a sixth exemplary
embodiment of the present invention.

EXEMPLARY EMBODIMENTS

[0044] Referring to the drawings, exemplary embodiments
of'the present invention will be illustratively described below
in detail. However, components described in the following
exemplary embodiments are mere illustrations and are not for
limiting the technical scope of the present invention.

First Exemplary Embodiment

[0045] A communication processing system 100 as a first
exemplary embodiment of the present invention will be
described referring to FIG. 1. The communication processing
system 100 is a system including a user communication ter-
minal 101 operated by a user 102 and a responder communi-
cation terminal 103 operated by a responder 104 who
responds to an inquiry from the user 102.

[0046] As shown in FIG. 1, the communication processing
system 100, which is the communication processing system
100 including the user communication terminal 101 operated
by the user 102 and the responder communication terminal
103 operated by the responder 104 responding to an inquiry
from the user 102, includes: a responder communication ter-
minal information storing part 120 that stores the responder
communication terminals 103 and the attributes of the
responders 104 operating the responder communication ter-
minals 103 in association with each other; and a connection
controlling part 140 that searches the attribute of the
responder 104 corresponding to the attribute of the user 102
by referring to the responder communication terminal infor-
mation storing part 120, and controls to connect the responder
communication terminal 103 associated with the attribute of
the responder 104 and the user communication terminal 101.
[0047] According to this exemplary embodiment, even if a
responder to receive changes and the attribute of the
responder 104 changes, it is possible to select the responder
communication terminal 103 to be called based on the
attribute of the user 102.

Second Exemplary Embodiment

[0048] Next, a communication processing system accord-
ing to a second exemplary embodiment of the present inven-
tion will be described. In this exemplary embodiment, when
an inquirer (a user) inquires by using an inquiry terminal (a
user communication terminal) placed in an airport, a lan-
guage that the inquirer wants to speak for inquiry is notified as
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the attribute of the inquirer. Then, a communication process-
ing device refers to operator information registered in an
operator terminal (a responder communication terminal),
selects an operator terminal capable of responding in the
notified language, and informs the operator terminal. Upon
reception of assent to respond by the operator (responder)
from the operator terminal, the communication processing
device connects the inquirer with the operator, and causes to
start an inquiry.

[0049] According to this exemplary embodiment, because
an operator terminal registered by an operator capable of
responding in a used language that is the attribute of an
inquirer is informed of inquiry notification, communication
does not become unavailable due to a difference of the lan-
guage even if the operator changes. Thus, a proper connection
between an inquirer and an operator can be realized without
needless operation such as confirmation of used languages
with each other.

<Outline of Communication Processing System of This
Exemplary Embodiment>

[0050] FIG. 2 is a diagram showing the outline of a com-
munication processing system 200 according to this exem-
plary embodiment. Although this exemplary embodiment
describes an inquiry terminal as a terminal placed in an air-
port, a similar system for inquiry is also effectively employed
in public facilities where many languages are used, such as a
hotel. Moreover, the communication processing system 200
may be used in any use conditions, not only for an inquiry by
an inquirer.

[0051] The communication processing system 200 is com-
posed of three major portions as follows. One of them
includes a plurality of inquiry terminals 220 to 240 each
accepting an input of an inquiry content and outputting a
response thereto. Another one of them includes a plurality of
operator terminals 260 to 280 each accepting access by a
responder (an operator) 290 corresponding to an inquiry and
outputting the attribute of the operator, and also outputting an
inquiry by an inquirer and accepting an input by an operator.
The other of them is a communication processing device 210
connecting an inquirer and an operator in accordance with the
attributes thereof.

[0052] The inquiry terminals 220 to 240 have display parts
221 to 241, headsets 222 to 242, and video cameras 223 to 243
for capturing images of inquirers, respectively. Also, the
operator terminals 260 to 280 have display parts 261 to 281,
headsets 262 to 282, and video cameras 263 to 283 for cap-
turing images of inquirers, respectively. Instead of the head-
set, a microphone and a speaker may be separately provided.
Alternatively, a speaker that produces a speech sound corre-
sponding to an image displayed on the display part may be
provided separately from the headset, which is used for a talk
between an inquirer and an operator. For example, it is desir-
able that an instruction to operate a menu or the like is given
through this speaker. Further, a microphone for operation
instruction may be additionally provided. Besides, each of the
display parts 221 to 241 has an inputting part (a user inputting
means), such as a touchscreen panel, that accepts an input by
an inquirer. Likewise, each of the display parts 261 to 281 has
an inputting part (a responder inputting means), such as a
touchscreen panel, that accepts an input by an operator. The
inputting part is not limited to a touchscreen panel, and may
additionally have a keyboard, a mouse and so on.
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[0053] The communication processing device 210 includes
a data server 211 for controlling display of images on the
display parts and capture of images by the video cameras in
the inquiry terminals and the operator terminals, and a speech
server (PBX) 213 for controlling input and output of speech
sounds of the headsets in the inquiry terminals and the opera-
tor terminals. Further, the communication processing device
210 has content database (abbreviated as DB, hereinafter)
212 serving as a content storing part storing content such as
images, video images, speech sounds and letters provided to
an inquirer and content that an inquirer and an operator should
share information. Speech connection by the server (PBX)
213 is subjected to control 215 by the data server 211, and a
connection status is returned from the server (PBX) 213 for
control of the data server 211.

[0054] InFIG. 2, atypical processing condition in the com-
munication processing system 200 is shown by display
screens of the display parts 221 to 241 and the display parts
261 to 281 and by a connection state between the data server
211 and the server (PBX) 213.

[0055] In FIG. 2, the inquiry terminal 220 used by an
inquirer speaking Japanese is connected with the operator
terminal 270 that an operator capable of speaking Japanese
has registered and agreed to respond. Moreover, the inquiry
terminal 230 used by an inquirer speaking English is con-
nected with the operator terminal 280 that an operator capable
of speaking English has registered and agreed to respond.
Moreover, the inquiry terminal 240 used by an inquirer speak-
ing Chinese is connected with the operator terminal 260 that
an operator capable of speaking Chinese has registered and
agreed to respond. The used languages are displayed on the
display screens, respectively, and communication is per-
formed with ease. FIG. 2 shows a case where each language
corresponds to one terminal. However, the feature of this
exemplary embodiment is that, in a case where operators
capable of speaking a certain language are registered to a
plurality of operator terminals, a used language is notified by
an inquirer to the operator terminals and connection is estab-
lished based on agreement by any one of the operators.
[0056] With this configuration, an inquirer can smoothly
start communication in his/her language without any opera-
tion. On the other hand, an operator can recognize without
any operation that the inquirer is requesting communication
in a language that the operator can speak. Thus, the operator
does not need to change with another operator capable of
speaking the language used by the inquirer, and consequently,
can accept an inquiry with efficiency without keeping the
inquirer wait. Also in a case where an operator is a multilin-
gual person who can speak a plurality of languages, the opera-
tor can know without any operation what language an inquirer
wants to communicate in among the languages that the opera-
tor can speak.

<Configuration of Communication Processing System>

[0057] FIG. 3 is ablock diagram showing the configuration
of the communication processing system 200 according to
this exemplary embodiment.

[0058] The communication processing system 200 has the
inquiry terminals 220 to 240 each used by an inquirer 250, the
operator terminals 260 to 280 each used by an operator 290,
and the communication processing device 210 controlling
connection between the inquiry terminals and the operator
terminals. Below, the functional configurations of the respec-
tive structural elements will be described.
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(Configurations of Inquiry Terminal and Operator Terminal)

[0059] FIG. 4 is a block diagram showing the configura-
tions of the inquiry terminal 220 and the operator terminal
260 according to this exemplary embodiment. The inquiry
terminal 220 and the operator terminal 260 will be described
as the representatives because the inquiry terminals 230, 240
and the operator terminals 270, 280 have the same configu-
rations.

[0060] A common terminal controlling part 400 has a com-
munication controlling part 410 controlling communication
performed via a network 300. Information communicated by
the communication controlling part 410 is divided into data
and a speech sound. A data controlling part 420 performs
control such as encoding and decoding of the data. A screen
controlling part 430 generates screen data based on the data
passed from the data controlling part 420 and displays on the
display part 221/261. Moreover, the screen controlling part
430 sends instruction data to the data controlling part 420
based on an instruction passed from the display part 221/261.
On the other hand, a speech controlling part 440 performs
control such as compression of speech. A transmitting/receiv-
ing part 450 converts the speech passed from the speech
controlling part 440 into reproduced signals, and outputs a
speech sound through the headset 222/262. Moreover, the
transmitting/receiving part 450 transmits speech data to the
speech controlling part 440 based on speech input through the
microphone of the headset 222/262. The terminal controlling
part 400 can be realized by a versatile computer, for example,
a personal computer.

[0061] The display part 221/261, the headset 222/262, and
the video camera 223/263 are the same as shown in FIG. 2.

(Configuration of Communication Processing Device)

[0062] FIG.5isablock diagram showing the configuration
of'the communication processing device 210 according to this
exemplary embodiment.

[0063] The communication processing device 210 has a
communication controlling part 510 controlling communica-
tion performed via the network 300. Information communi-
cated by the communication controlling part 510 is divided
into data and a speech sound. A content controlling part 540
performs control such as encoding of data passed from the
content DB 212. On the other hand, a speech connecting part
530 controls speech connection between the inquiry termi-
nals and the operator terminals.

[0064] A connection controlling part 520 controls data con-
nection and speech connection between the inquiry terminal
and the operator terminal, based on a language used by an
inquirer inputted as the attribute of the inquirer through the
inquiry terminal and a language used by an operator (a usable
language) registered as the attribute of the operator through
the operator terminal. The connection controlling part 520
has the following functional configuration parts. An operator
attribute storing part 521 previously stores, for each person
working as an operator of the communication processing
system 200, a language that the person can speak as the
attribute of the person. An operator terminal/operator
attribute storing part 522, when an operator registered in the
operator attribute storing part 521 starts using any of the
operator terminals, stores the attribute of the operator in asso-
ciation with the operator terminal. An inquirer attribute stor-
ing part 523 stores a language used for an inquiry inputted by
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an inquirer through any of the inquiry terminals, in associa-
tion with the inquiry terminal.

[0065] An attribute matching part 524 searches operator
terminals used (operated) by operators capable of using a
language coincident with (corresponding to) the language
used by the inquirer stored in the inquirer attribute storing part
523, from the operator terminal/operator attribute storing part
522. A terminal connecting part 525 informs the operator
terminals used by the operators capable of using the language
coincident with the language used by the inquirer that an
inquiry is made, based on the result of search by the attribute
matching part 524. Upon receiving agreement to respond to
the inquiry from any of the informed operator terminals, the
terminal connecting part 525 connects the operator terminal
to the inquiry terminal used by the inquirer.

[0066] The communication processing device 210 can be
realized by a versatile computer, for example, a personal
computer.

(Operator Attribute Storing Part)

[0067] FIG. 6A is a diagram showing the configuration of
the operator attribute storing part 521 according to this exem-
plary embodiment.

[0068] The operator attribute storing part 521 stores the
kinds of languages, Japanese 612, Chinese 613, Korean 614
and English 615, that the respective operators can use for
conversation, in association with operator identifiers (abbre-
viated as ID, hereinafter) 611. FIG. 6A shows a language that
an operator can use with a white circle. FIG. 6A shows the
four languages, but languages are not limited to them. More-
over, a region to store an operator terminal ID 620 when an
operator uses the operator terminal is prepared.

(Operator Terminal Use Information)

[0069] FIG. 6B is a diagram showing the configuration of
operator terminal use information 600 according to this
exemplary embodiment.

[0070] The operator terminal use information 600 is infor-
mation showing an operator ID 622 using an operator termi-
nal and an operator terminal use condition 623, in association
with an operator terminal ID 621 of the operator terminal. The
operator terminal use information 600 is stored, for example,
in the operator terminal/operator attribute storing part 522 to
be described later referring to FIG. 6C, or in another storing
part (not shown in the drawings). The operator terminal use
condition 623 includes “responding” (using), “connectable”
(operator standby) and “vacant” (operator absent), but is not
limited thereto. Moreover, the operator terminal ID 621 may
include an IP (Internet Protocol) address.

(Operator Terminal/Operator Attribute Storing Part)

[0071] FIG. 6C is a diagram showing the configuration of
the operator terminal/operator attribute storing part 522
according to this exemplary embodiment.

[0072] The operator terminal/operator attribute storing part
522 is equivalent to the operator attribute storing part 521
shown in FIG. 6A with a used operator terminal ID 630
stored. The used operator terminal ID (including an IP
address) 630 is stored based on the operator terminal use
information 600 shown in FIG. 6B. The configuration of the
operator terminal/operator attribute storing part 522 is not
limited to the configuration shown in FIG. 6 C, and may be any
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configuration that stores the operator ID 611 and a used
language in association with the operator terminal ID 630.

(Inquirer Attribute Storing Part)

[0073] FIG.7is a diagram showing the configuration of the
inquirer attribute storing part 523 according to this exemplary
embodiment.

[0074] The inquirer attribute storing part 523 stores a used
language 702 as the attribute of an inquirer in association with
an inquiry terminal ID 701. The inquirer attribute storing part
523 may further store another attribute 703 (e.g., the gender
and age of an inquirer, which will be described later).

(Content DB)

[0075] FIG. 8is a diagram showing the configuration of the
content DB 212 according to this exemplary embodiment.
[0076] The content DB 212 stores a content ID 804 includ-
ing a used language in association with a used language 801,
an inquiry content 802 and an inquiry target 803. For
example, in a case where the used language 801 is Japanese,
the inquiry content 802 is an inquiry about sightseeing out-
side the airport, and the inquiry target 803 is sightseeing in the
city, content with the content ID 804 “JP21” (Japanese 21) is
used for information. Moreover, in a case where the used
language 801 is English, the inquiry content 802 is an inquiry
about a destination in the airport, and the inquiry target 803 is
the boarding gate, content with the content 1D 804 “EG11”
(English 11) is used for information. The classification of the
used language 801, the inquiry content 802 and the inquiry
target 803 is not limited to this example. It is possible to
classify in a different way depending on inquiries. Moreover,
instead of management of information on a content basis,
selection of content, images, speech sounds, letters or the like
by keywords may be performed. For example, in response to
an inquiry about information in the airport, an operator may
select and display an image of a map of the inside of the
airport.

<Operational Procedure by Communication Processing
System>

[0077] FIG. 9 is a sequence diagram showing an opera-
tional procedure 900 by the communication processing sys-
tem according to this exemplary embodiment. FIG. 9 shows
the outline of the whole operational procedure, and the details
will be described referring to FIGS. 10A, 10B and 11. Refer-
ring to FIG. 9, the inquiry terminal 240 will be described as
the representative.

[0078] First, initial setup is performed. In the initial setup,
the inquiry terminal 240 is powered on and brought to standby
(display of an initial screen) in step S901. On the other hand,
in step 903, the respective operators select the operator ter-
minals 260 to 280, and usable languages as available
attributes are thereby linked to the operator terminals. FIG. 9
shows a case where an operator who can speak Chinese is in
charge of the operator terminal 260, an operator who can
speak English is in charge ofthe operator terminal 270, and an
operator who can speak Chinese is in charge of the operator
terminal 280. In this exemplary embodiment, the available
languages are not inputted from the operator terminals. The
available languages of the operators are previously associated
with the operator IDs and stored in the operator attribute
storing part 521. When the operator ID is inputted, the avail-
able language of the operator is automatically acquired in the

Apr. 3,2014

communication processing device 210. After completion of
the initial setup, access by an inquirer is waited. All of the
operator terminals do not need to be used by the operators. An
operator terminal without an operator is excluded from con-
trol by the system.

[0079] When the inquirer 250 inputs an attribute (a used
language) when starting an inquiry, the inquiry terminal 240
transmits the inputted attribute (herein, Chinese) to the com-
munication processing device 210 in step S911. The commu-
nication processing device 210 determines that operators who
can speak Chinese are in charge of the operator terminals 260
and 280, and informs the operator terminals 260 and 280 that
an inquirer who wants to inquire in Chinese is accessing in
step S913.

[0080] FIG. 9 shows a case where the operator 290 of the
operator terminal 280 agrees to respond. In step S915, the
operator terminal 280 returns a signal corresponding to a
request for response to the communication processing device
210. Because the inquiry is accepted, the communication
processing device 210 notifies the other informed operator
terminal 260 that the inquiry is already processed (or the
inquiry is accepted by the one operator terminal) in step S917.
Then, in step S919, the communication processing device
210 sends a request for connection to the inquiry terminal 240
and the operator terminal 280. In step S921, the inquiry ter-
minal 240 and the operator terminal 280 are connected.
Speech connection is directly performed by the server (PBX)
213, whereby it becomes possible to talk by using the headset.
Data is displayed by the data server 211, for example, in the
form of a common screen.

(Initial Setup of Inquiry Terminal)

[0081] FIG. 10A is a sequence diagram showing the opera-
tional step S901 in the initial setup of the inquiry terminals
220 to 240 according to this exemplary embodiment. The
operational step shown in FIG. 10A is an example, and all
steps shown in FIG. 10A do not need to be executed in step
S901 shown in FIG. 9 at all times.

[0082] When the inquiry terminals 220 to 240 are powered
on, the speech controlling part 440 of each of the inquiry
terminals 220 to 240 transmits a terminal registration request
to the speech connecting part 530 of the communication
processing device 210 in step S1001. In the communication
processing device 210, the speech connecting part 530 sends
a terminal registration request to the connection controlling
part 520 in step S1003. Upon finishing registration of the
inquiry terminal by the connection controlling part 520, the
connection controlling part 520 notifies the speech connect-
ing part 530 that terminal registration is completed in step
S1005. The speech connecting part 530 notifies the speech
controlling part 440 of each of the inquiry terminals 220 to
240 that terminal registration is completed in step S1007.
[0083] In step S1009, the speech controlling part 440 of
each of the inquiry terminals 220 to 240 notifies the data
controlling part 420 that the terminal registration process by
the speech controlling part 440 is completed. In step S1011,
the data controlling part 420 requests the content controlling
part 540 of the communication processing device 210 to
transmit initial content (including an initial screen). The con-
tent controlling part 540 of the communication processing
device 210 retrieves initial content from the content DB 212
and, in step S1013, transmits to the data controlling part 420
of'each of the inquiry terminals 220 to 240. The data control-
ling part 420 causes each of the display parts 221 to 241 of the



US 2014/0093064 Al

inquiry terminals 220 to 240 to display the initial screen (see
FIG. 13A) of the initial content, and waits for access by the
inquirers.

(Initial Setup of Operator Terminal)

[0084] FIG.10B is a sequence diagram showing the opera-
tional step S903 in the initial setup of the operator terminals
260 to 280 according to this exemplary embodiment. The
operational step shown in FIG. 10B is an example and, in
S903 shown in FIG. 9, all steps shown in FIG. 10B do not
need to be executed at all times.

[0085] When the operator terminals 260 to 280 are powered
on, the speech controlling part 440 of each of the operator
terminals 260 to 280 transmits a terminal registration request
to the speech connecting part 530 of the communication
processing device 210 in step S1021. In the communication
processing device 210, the speech connecting part 530 sends
a terminal registration request to the connection controlling
part 520 in step S1023. Upon finishing registration of the
operator terminal by the connection controlling part 520, the
connection controlling part 520 notifies the speech connect-
ing part 530 that terminal registration is completed in step
S1025. The speech connecting part 530 notifies the speech
controlling part 440 of each of the operator terminals 260 to
280 that operator registration is completed in step S1027.
[0086] In step S1029, the speech controlling part 440 of
each of the operator terminals 260 to 280 notifies completion
of the terminal registration process by the speech controlling
part 440 (speech completion) to the data controlling part 420.
In step S1031, the data controlling part 420 requests the
content controlling part 540 of the communication processing
device 210 to transmit authentication content for operator
authentication. The content controlling part 540 of the com-
munication processing device 210 retrieves authentication
content from the content DB 212 and, in step S1033, transmits
to the data controlling part 420 of each of the operator termi-
nals 260 to 280. The data controlling part 420 causes each of
the display parts 261 to 281 of the operator terminals 260 to
280 to display an authentication screen (not shown in the
drawings) for the authentication content, and stands by for
input of authentication information by the operators. Input by
the operators may be accepted through a touchscreen panel (a
responder inputting means) of each of the display parts 261 to
281, or may be accepted through an inputting means like a
keyboard (not shown in the drawings). Authentication infor-
mation includes an operator ID for identifying an operator
and, if necessary, a password. In this exemplary embodiment,
this operator ID is used in the communication processing
device 210 as information for associating a second commu-
nication terminal (an operator terminal) and the attribute of a
responder using the second communication terminal.
Besides, authentication information may include the attribute
of a responder.

[0087] When authentication information from the operator
terminals 260 to 280 is inputted, the data controlling part 420
of each of the operator terminals 260 to 280 transmits opera-
tor authentication information to the content controlling part
540 of the communication processing device 210 in step
S1035. In the communication processing device 210, the
content controlling part 540 sends the operator authentication
information to the connection controlling part 520 in step
S1037. Upon finishing registration of the operator by the
connection controlling part 520, the connection controlling
part 520 notifies the content controlling part 540 that operator
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authentication is completed t in step S1039. In step S1041, the
content controlling part 540 notifies operator authentication
completion (operator registration completion) to the data
controlling part 420 of each of the operator terminals 260 to
280.

[0088] In step S1043, the data controlling part 420 of each
of'the operator terminals 260 to 280 requests standby content
including standby display to the content controlling part 540
of the communication processing device 210. The content
controlling part 540 of the communication processing device
210 retrieves standby content from the content DB 212 and, in
step S1045, transmits to the data controlling part 420 of each
of'the operator terminals 260 to 280. The data controlling part
420 causes the display part to display a standby screen of the
standby content.

(Inquiry Processing)

[0089] FIG. 11 is a sequence diagram showing the opera-
tional steps S911 to S921 for inquiry processing in the com-
munication processing system 200 according to this exem-
plary embodiment. The operational steps shown in FIG. 11
are an example and, in steps S911 to S921 shown in FIG. 9, all
of'the steps shown in FIG. 11 do not need to be executed at all
times. The operational steps may be shown by a simplified
sequence like S911 to S921 shown in FIG. 9.

[0090] When an inquirer selects a category (a used lan-
guage) on the screen of any of the inquiry terminals 220 to
240, the screen controlling part 430 of the inquiry terminal
transmits the used language of the inquirer to the content
controlling part 540 of the communication processing device
210 in step S1101. In step S1103, the content controlling part
540 returns a report of reception of the used language of the
inquirer. Next, when the inquirer instructs to start an inquiry
on the screen, the screen controlling part 430 transmits a
notice of start of an inquiry to the content controlling part 540
of the communication processing device 210 in step S1105.
In step S1107, the content controlling part of the communi-
cation processing device 210 passes the used language of the
inquirer to the connection controlling part 520.

[0091] The connection controlling part 520 of the commu-
nication processing device 210 executes matching between
useable languages of operators in charge of the operator ter-
minals 260 to 280 and the inquirer’s used language passed by
the content controlling part 540. The connection controlling
part 520 instructs the content controlling part 540 to transmit
a start noticing screen to the operator terminal that the usable
language matches the used language in step S1109, and
instructs the speech connecting part 530 to produce a speech
sound in step S1113. In this exemplary embodiment, because
the inquirer speaks in Chinese and operators capable of
speaking Chinese are in charge of the operator terminals 260
and 280 (see FIG. 9), the communication processing device
210 (the content controlling part 540 and the speech connect-
ing part 530) transmits an inquiry noticing screen and a
speech sound to the operator terminals 260 and 280. Either
the noticing screen or the speech sound is not transmitted to
the operator terminal 270 because the operator of the operator
terminal 270 speaks English.

[0092] Instep S1111, the content controlling part 540 trans-
mits the start noticing screen to the screen controlling part 430
of the inquiry terminal accessed by the inquirer, and also
transmits the inquiry noticing screen to the operator terminals
260 and 280 (see FIG. 13B). Moreover, in step S1115, the
speech connecting part 530 transmits the speech sound to the
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transmitting/receiving part 450 of the inquiry terminal
accessed by the inquirer, and also transmits the speech sound
to the operator terminals 260 and 280. The noticing screen
may display the content of an inquiry in a used language, or
may show in a used language only that there is an inquiry.

[0093] In the example described referring to FIGS. 9 and
11, it is assumed that the operator of the operator terminal 280
agrees to respond to the inquiry. The screen controlling part
430 of the operator terminal 280 transmits agreement to
respond to the content controlling part 540 of the communi-
cation processing device 210 instep S1117. In step S1119, the
content controlling part 540 notifies the connection control-
ling part 520 that the operator terminal 280 agrees to respond
to the inquiry. In step S1121, the connection controlling part
520 instructs the speech connecting part 530 to establish a
speech connection between the inquiry terminal accessed by
the inquirer and the operator terminal 280. Moreover, in step
S1127, the connection controlling part 520 instructs the con-
tent controlling part 540 to establish a screen connection
between the inquiry terminal accessed by the inquirer and the
operator terminal 280. In step S1123, the speech connecting
part 530 instructs the transmitting/receiving part 450 of the
inquiry terminal accessed by the inquirer and the transmit-
ting/receiving part 450 of the operator terminal 280 to estab-
lish a speech connection. Moreover, in step S1131, the con-
tent controlling part 540 instructs the screen controlling part
430 of the inquiry terminal accessed by the inquirer and the
screen controlling part 430 of the operator terminal 280 to
establish a screen connection. In step S1125, the transmitting/
receiving part 450 of the inquiry terminal accessed by the
inquirer and the transmitting/receiving part 450 of the opera-
tor terminal 280 are connected by the server (PBX) 213,
whereby a talk is allowed. On the other hand, in step S1133,
the screen controlling part 430 of the inquiry terminal
accessed by the inquirer and the screen controlling part 430 of
the operator terminal 280 are connected to the content con-
trolling part 540 by the data server 211, whereby share of a
display screen for the same content is allowed.

[0094] In steps S1109 to S1115 and steps S1121 to S1133,
speech sounds and images may be processed simultaneously,
may be processed in the order shown in FIG. 11, or may be
processed in the opposite order. It is desirable that speech
sounds and images are simultaneously processed because the
respective processes are executed by functional configuration
parts independent of each other.

<Hardware Configuration of Communication Processing
Device>

[0095] FIG. 12 is a block diagram showing the hardware
configuration of the communication processing device 210
according to this exemplary embodiment.

[0096] InFIG.12,aCPU1210is aprocessor for calculation
and control, and realizes the respective functional configura-
tion parts shown in FIG. 2 by execution of a program. A ROM
1220 stores fixed data and a program, for example, initial data
and a program. A program may be stored in a computer-
readable recording medium, instead of the ROM 1220. For
example, the recording medium is a portable medium such as
a flexible disk, an optical disk, a magneto-optical disk, and a
semiconductor memory. The communication controlling part
510 communicates with the inquiry terminals 220 to 240 and
the operator terminals 260 to 280 via the network 300. Com-
munication may be wireless or wired.
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[0097] A RAM 1240 is a random access memory used by
the CPU 1210 as a work area for temporary storage. In the
RAM 1240, a region for storing data necessary for realization
of'this exemplary embodiment is secured. Reference numeral
1241 denotes an ID of a currently connected inquiry terminal.
Reference numeral 1242 denotes an inquirer’s attribute (a
used language) selected and inputted from the inquiry termi-
nal with the inquiry terminal ID 1241. Reference numeral
1243 denotes an ID of a currently connected operator termi-
nal. Reference numeral 1244 denotes an attribute (a usable
language) of an operator using the operator terminal with the
operator terminal ID 1243. Reference numeral 1245 denotes
an ID of an operator terminal used by an operator whose
attribute matches the inquirer’s attribute as a result of match-
ing between the inquirers’s used language and usable lan-
guages of operators using operator terminals. The number of
the operator terminal IDs 1245 can be one or more. Reference
numeral 1246 denotes an ID of an operator terminal used by
an operator corresponding to the inquiry by the inquirer
among the operator terminals with the operator terminal IDs
1245. Reference numeral 1247 denotes a display screen on
the inquiry terminal (e.g., see FIG. 13A). Reference numeral
1248 denotes a display screen on the operator terminal (e.g.,
see FIG. 13B). Reference numeral 1249 denotes a content ID
designating the content of an initial screen and an operation
screen on the inquiry terminal and the operator terminal, or a
content ID instructing the content to be displayed as a shared
screen on the inquiry terminal and the operator terminal.
[0098] Storage 1250 stores database and various kinds of
parameters, and also stores the following data and programs
necessary for realization of this exemplary embodiment. Ref-
erence numeral 521 denotes the operator attribute storing part
521 shown in FIGS. 5 and 6A. Reference numeral 522
denotes the operator terminal/operator attribute storing part
shown in FIGS. 5 and 6C. Reference numeral 523 denotes the
inquirer attribute storing part 523 shown in FIGS. 5 and 7.
Reference numeral 212 denotes the content DB shown in
FIGS. 2, 5 and 8. The storage 1250 stores the following
programs. Reference numeral 1251 denotes a communication
processing program causing to execute the entire processing.
Reference numeral 1252 denotes an operator attribute man-
agement module for managing the attributes of operators.
Reference numeral 1253 denotes an inquirer attribute man-
agement module for managing the attributes of inquirers.
Reference numeral 1254 denotes an attribute matching mod-
ule for performing matching of the attribute of an inquirer and
the attribute of an operator. Reference numeral 1255 denotes
aterminal connection control module for informing an opera-
tor terminal of start of an inquiry based on the result of
attribute matching and, when response to the inquiry is
agreed, connecting the inquiry terminal and the operator ter-
minal.

[0099] InFIG.12, only data and programs indispensable to
this exemplary embodiment are shown, whereas versatile
data and programs of the OS and the like are not shown.

(Display Screen of Inquiry Terminal)

[0100] FIG. 13A is a diagram showing a display screen of
each of the display parts 221 to 241 of the inquiry terminals
220 to 240 according to this exemplary embodiment. FIG.
13A shows an initial screen. Because this initial screen
enough shows the feature of this exemplary embodiment,
description of display screens of the other inquiry terminals
will be omitted.
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[0101] FIG. 13A shows an initial screen to stand by for an
inquiry from an inquirer. In FIG. 13A, reference numeral
1311 denotes an inquiry button for a person who wants to
inquire in Japanese, displaying “Please help me” (Japanese).
Likewise, reference numeral 1312 denotes an inquiry button
for a person who wants to inquire in English. Reference
numeral 1313 denotes an inquiry button for a person who
wants to inquire in Chinese. Reference numeral 1314 denotes
an inquiry button for a person who wants to inquire in Korean.
Reference numeral 1315 denotes an inquiry button for a per-
son who wants to inquire in French. Reference numeral 1316
denotes an inquiry button for a person who wants to inquire in
German.

[0102] The inquiry button 1315 for a person who wants to
inquire in French is displayed with hatching because an
operator who can respond to an inquiry in French is absent at
present. For example, in a case where an operator who can
respond is not registered, in a case where an operator who can
respond is registered but absent at present, and in a case where
all of operators who can respond are responding to other
inquiries, the displaying parts 221 to 241 display so that the
inquirer can understand the statuses of the operators. By
touching (selecting) any of the effective buttons displayed on
each of the display parts 221 to 241 in FIG. 13 A, an inquirer
can notify the communication processing device 210 from the
inquiry terminal that he/she wants to inquire in the selected
language. Alternatively, the display parts may simply display
buttons representing “Japanese,” “English,” and so on, which
may be written in the respective languages or in a common
language.

(Display Screen of Operator Terminal)

[0103] FIG.13B isadiagram showing an inquiry informing
display screen of each of the display parts 261 to 281 of the
operator terminals 260 to 280 according to this exemplary
embodiment. FIG. 13B shows an example displayed on an
operator terminal used by an operator who can respond in
Chinese to an inquiry in Chinese. Because this screen enough
shows the feature of this exemplary embodiment, the descrip-
tion of display screens of the other inquiry terminals will be
omitted.

[0104] In FIG. 13B, reference numeral 1321 denotes
“Please help me” in Chinese. Reference numeral 1322
denotes “Please speak in Chinese” in Chinese. Reference
numeral 1323 denotes a button for agreeing to respond. Ref-
erence numeral 1324 denotes a display for notifying that
response to the inquiry is already completed when another
operator terminal agrees to respond. As the completion noti-
fication, for example, the color of the display 1324 may
change, input by the button 1323 may be suspended, and the
screen returns to the standby screen. The description on the
button 1323 and the display 1324 may be Chinese.

<Processing Steps by Communication Processing Device>

[0105] FIGS. 14A and 14B show a flowchart of a process-
ing procedure by the communication processing device 210
according to this exemplary embodiment. The CPU 1210
shown in FIG. 12 executes this flowchart by using the RAM
1240 to realize the respective functional configuration parts
shown in FIG. 5. Moreover, although correspondence is not
described, this flowchart is included in the communication
processing program 1251 stored in the storage 1250 shown in
FIG. 12, whereby the respective modules are configured.
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[0106] First, it is determined in step S1411 of FIG. 14A
whether an operator terminal is initiated, and it is determined
in step S1421 whether an inquiry terminal is initiated.
[0107] When it is determined that an operator terminal is
initiated, the connection controlling part 520 receives and
stores an operator terminal ID into the operator terminal/
operator attribute storing part 522 in step S1413. Next, in step
S1415, the connection controlling part 520 receives and
stores an operator ID into the operator attribute storing part
521 (also authenticates). In step S1417, the connection con-
trolling part 520 acquires the attribute of the operator from the
operator attribute storing part 521 based on the stored opera-
tor ID. The connection controlling part 520 associates the
operator terminal ID and the operator attribute, and stores into
the operator terminal/operator attribute storing part 522.
[0108] When it is determined that an inquiry terminal is
initiated, the connection controlling part 520 receives and
registers an inquiry terminal ID in step S1423. Next, in step
S1425, the communication processing device 210 instructs
the inquiry terminal to display a standby screen as shown in
FIG. 13A, and stands by for access by an inquirer.

[0109] The communication processing device 210 deter-
mines in step S1431 of FIG. 14B whether an inquirer is
accessing through an inquirer terminal, determines in step
S1441 whether an operator makes an initial response (agrees
to respond) to the inquirer, and determines in step S1451
whether a responding operator operates.

[0110] When determining in step S1431 that an inquirer is
accessing, the communication processing device 210
acquires a used language of the inquirer in step S1433. The
button shown in FIG. 13A is touched (selected) by the
inquirer, and the used language of the inquirer is thereby
acquired by the inquiry terminal. The used language of the
inquirer is transmitted to be acquired by the communication
processing device 210. A used language of an inquirer may be
inputted by the inquirer in response to a query from an inquiry
terminal. Next, in step S1435, the terminal connecting part
525 selects an available (ready for talk) operator terminal
based on the result of matching by the attribute matching part
524 between a usable language of an operator linked with an
operator terminal stored in the operator terminal/operator
attribute storing part 522 and the acquired inquirer’s usable
language. In step S1437, the selected operator terminal is
informed so that access by the inquirer can be distinguished in
the used language. The informing method may be use of a
display or a speech in the used language as shown in FIG.
13B, or may be notice in a versatile language, or may be use
of'alogo and a mark as far as the operator can distinguish. The
notification method is not limited by the above methods.
[0111] On the other hand, when determining in step S1441
that an operator makes an initial response (agrees to respond),
in step S1443, the communication processing device 210
notifies the other operator terminals informed of the inquiry
that response to the inquiry is already completed. A method
for completion notification is not limited as mentioned
before. Next, in step S1445, the communication processing
device 210 informs the inquiry terminal accessed by the
inquirer of a response by the operator. The informing method
is not limited as far as the inquirer can understand. In step
S1447, the communication processing device 210 acquires a
screen retrieved from the content DB 212, and causes the
inquiry terminal and the operator terminal connected to each
other to display the acquired screen as a common screen. The
common screen needs not to be the above display necessarily.
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An operator may instruct to display a common screen when
necessary in accordance with change of the content of an
inquiry by an inquirer.

[0112] When it is determined in step S1451 that a respond-
ing operator operates, content designated by the operator is
acquired from the content DB 212 in step S1453. In step
S1455, the communication processing device 210 causes the
inquiry terminal and the operator terminal to display the
acquired content as a common screen. For example, in an
airport, many people inquire about a place or a route and, in
this case, the same map or floor plan is used for description.
Although the above illustration is an example that an operator
designates content and causes to display as a common screen,
this example is part of an operation by an operator and a
process according to another operation by the operator is also
executed in the same manner.

[0113] Even if a place where the system is used is not an
airport but a hotel, information is different, but a service to be
provided and the configuration and operation are obvious
from the description of this exemplary embodiment. The
configuration and operation of this exemplary embodiment
can be applied in other remote inquiry systems.

Third Exemplary Embodiment

[0114] Next, a communication processing system accord-
ing to a third exemplary embodiment of the present invention
will be described. The communication processing system
according to this exemplary embodiment is different from the
second exemplary embodiment in that the attribute of an
operator is not previously registered in an operator terminal
but inputted when the operator starts to use the operator
terminal. Because the other configurations and operations are
the same as those of the second exemplary embodiment, the
functional configuration of a communication processing
device 1510, the processing procedure by the communication
processing device 1510, and the configuration of an operator
terminal/operator attribute storing part 1522 will be
described, and a description of the same configurations and
operations as those of the communication processing device
210 shown in FIG. 5 will be omitted. According to this exem-
plary embodiment, a highly flexible system can be realized
because a storage capacity for previously storing the
attributes of operators is not necessary and an operator can
freely participate in an operation as far as being authenticated.

<Configuration of Communication Processing Device>

[0115] FIG. 15 is a block diagram showing the configura-
tion of the communication processing device 1510 according
to this exemplary embodiment. Because the configurations
and operations of a connection controlling part 1520, other
than the operator terminal/operator attribute storing part
1522, are the same as those of the second exemplary embodi-
ment (the connection controlling part 520 shown in FIG. 5),
the same configurations and operations will be denoted by the
same reference numerals and a detailed description thereof
will be omitted.

[0116] The operator terminal/operator attribute storing part
1522 of the connection controlling part 1520 stores the
attribute (a usable language) of an operator that the operator
inputs when starting to use an operator terminal, in associa-
tion with the operator terminal.
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(Operator Terminal/Operator Attribute Storing Part)

[0117] FIG. 16 is a diagram showing the configuration of
the operator terminal/operator attribute storing part 1522
according to this exemplary embodiment.

[0118] Inassociation with an ID 1601 of an operator termi-
nal, the operator terminal/operator attribute storing part 1522
stores an operator ID 1602 of an operator in charge of the
operator terminal and an input attribute 1603 inputted by the
operator.

[0119] FIG. 16 shows the status of allocation of operators to
operator terminals in a like manner as shown in F1G. 6 C ofthe
second exemplary embodiment. In FIG. 16, an operator who
is not allocated to any operator terminal is not stored. The
input attribute 1603 is inputted by an operator when the
operator starts to use an operator terminal. Alternatively, the
input attribute 1603 may be automatically inputted from an
ID card of an operator.

<Processing Procedure by Communication Processing
Device>

[0120] FIG. 17 is a flowchart showing a processing proce-
dure by the communication processing device according to
this exemplary embodiment. FIG. 17 is a modification of F1G.
14A of the second exemplary embodiment, in which the
processing steps for initialization of an operator terminal are
changed. Because the other processing steps are the same as
those of the second exemplary embodiment, the illustration
and description thereof will be omitted.

[0121] When itis determined in step S1411 that an operator
terminal is initiated, the communication processing device
receives and stores an operator terminal ID in step S1413 and
receives and stores an operator ID in step S1415, in the same
manner as in the second exemplary embodiment.

[0122] After that, in step S1717, the communication pro-
cessing device stands by for input of an operator attribute.
When an operator attribute is inputted, the communication
processing device stores the operator terminal ID and the
inputted operator attribute in association with each other into
the operator terminal/operator attribute storing part 1522 in
step S1419. In this exemplary embodiment, an ID of an opera-
tor terminal and an operator attribute inputted from the opera-
tor terminal are used as information for associating a second
communication terminal and the attribute of a responder
using the second communication terminal in the communi-
cation processing device 1510.

Fourth Exemplary Embodiment

[0123] Next, a communication processing system accord-
ing to a fourth exemplary embodiment of the present inven-
tion will be described. The communication processing system
according to this exemplary embodiment is different from the
second exemplary embodiment in that, in a case where a used
language is taken into consideration as the attribute of an
operator, the adequacy of a used language is more strictly
determined based on the gender, age, nationality, birthplace,
occupation, and so on. For example, a difference in dialect
and language depending on generations and a variation of the
range of used words are also considered. Because the com-
munication processing system according to this exemplary
embodiment is configured to select and connect a matching
operator in consideration of not only a used language but also
a difference in the same used language, an inquirer can talk
with a more adequate operator.
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[0124] Because the configurations and operations, other
than an operator terminal/operator attribute storing part 1810
and an inquirer attribute storing part 1820, are the same as
those of the second exemplary embodiment (the connection
controlling part 520 shown in FIG. 5), a description thereof
will be omitted. Besides, the most adequate operator may be
called by, in selection of an operator, sequentially narrowing
down operators firstly to operators using the same language
and then to operators coming from the same country or region
among the operators using the same language.

(Operator Terminal/Operator Attribute Storing Part and
Inquirer Attribute Storing Part)

[0125] FIG. 18 is a diagram showing the configurations of
the operator terminal/operator attribute storing part 1810 and
the inquirer attribute storing part 1820 according to this
exemplary embodiment.

[0126] The operator terminal/operator attribute storing part
1810 stores an operator attribute 1812 in association with an
operator terminal ID 1811. The operator attribute 1812
includes not only used language but also gender, age, nation-
ality, birthplace, occupation, and so on. The operator attribute
1812 is taken into consideration at the time of attribute match-
ing, whereby an operator terminal used by a more adequate
operator is selected.

[0127] The inquirer attribute storing part 1820 stores an
inquirer attribute 1822 in association with an inquirer termi-
nal ID 1821. The inquirer attribute 1822 includes not only
used language but also gender, age, nationality, birthplace,
occupation, current status, and so on. The inquirer attribute
1822 is taken into consideration at the time of attribute match-
ing, whereby an operator terminal used by a more adequate
operator is selected. These attributes are also used as infor-
mation representing the object of an inquiry by an inquirer.

Fifth Exemplary Embodiment

[0128] Next, a communication processing system accord-
ing to a fifth exemplary embodiment of the present invention
will be described. The communication processing system
according to this exemplary embodiment is different from the
second exemplary embodiment in setting priority at the time
of selection of an operator. The communication processing
system in this exemplary embodiment is configured to accu-
mulate the number of receptions of inquiries today, the total
response time today or the like for each of operators and
control so that the operators can receive inquiries as equally
as possible. Alternatively, the communication processing sys-
tem may be configured to control who preferentially responds
in a case where a plurality of operators simultaneously agree
to respond. According to this exemplary embodiment, it is
possible to equally distribute inquiry services to operators,
and it is also possible to control when operators simulta-
neously agree to respond.

[0129] This exemplary embodiment is featured by that the
processing statuses of operators are accumulated and a pro-
cessing procedure by a communication processing device are
changed. Because the other configurations and operations are
the same as those of the second exemplary embodiment, a
description thereof will be omitted. Although the priority may
be set depending on the experiences and abilities of operators,
the priority can be set on operators simply in advance, and
such a configuration is also within the scope of the present
invention.
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(Processing Statuses of Operators)

[0130] FIG. 19 is a diagram showing the configuration of
information 1900 representing the processing statuses of
operators according to this exemplary embodiment.

[0131] The information 1900 representing the processing
statuses of operators stores a number 1902 of receptions of
inquiries today and a total time 1903 of response today in
association with an operator ID 1901. The number 1902 of
receptions of inquiries today and the total time 1903 of inquir-
ies today are cleared when the system is started.

<Processing Procedure by Communication Processing
Device>

[0132] FIG. 20 is a flowchart showing a processing proce-
dure by the communication processing device according to
this exemplary embodiment. FIG. 20 shows steps inserted
between step S1435 and step S1437 in steps S1431 to S1437
of'access by an inquirer shown in FIG. 14B.

[0133] After available operator terminals are selected
based on a used language in step S1435, the communication
processing device determines in step S2031 whether the num-
ber of the selected available operator terminals is more than a
threshold n (n represents a natural number). In a case where
the number of the available operator terminals is more than
the threshold n, the communication processing device, in step
S2033, refers to the number of receptions of inquiries today in
the information 1900 shown in FIG. 19 and selects n available
operator terminals in increasing order of the number of recep-
tions of inquiries today.

[0134] Next, in step S2035, the communication processing
device determines whether there are two or more operators
with the same number of receptions of inquiries. In a case
where it is determined in step S2035 that there are two or more
operators with the same number of receptions of inquiries, the
communication processing device selects n operator termi-
nals in increasing order of the total response time today in step
S2037.

[0135] Then, the communication processing device
informs the operators using the selected operator terminals of
access by an inquirer so that the used language is obvious.

Sixth Exemplary Embodiment

[0136] Next, a communication processing system accord-
ing to a six exemplary embodiment of the present invention
will be described. The communication processing system
according to this exemplary embodiment is different from
that of the second exemplary embodiment in not focusing on
matching of used languages with a used language as the
attribute of an operator but performing matching of various
attributes between inquirers and operators so as to be more
versatile. This exemplary embodiment enables matching
between an inquirer and an operator in various systems, such
as a system that an operator can move from one operator
terminal to the next. For example, connection from a service
center is not fixed to a predetermined operator or operator
terminal, and selection corresponding to varying operators is
allowed.

[0137] Because the configurations and operations, other
than an operator terminal/operator attribute storing part 2110
and an inquirer attribute storing part 2120, are the same as
those of the second exemplary embodiment (the connection
controlling part 520 in FIG. 5), the description thereof will be
omitted.
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(Operator Terminal/Operator Attribute Storing Part and
Inquirer Attribute Storing Part)

[0138] FIG. 21 is a diagram showing the configuration of
the operator terminal/operator attribute storing part 2110 and
the inquirer attribute storing part 2120 according to this
exemplary embodiment.

[0139] The operator terminal/operator attribute storing part
2110 stores an operator attribute 2112 in association with an
operator terminal ID 2111. The operator attribute 2112 con-
tains operators’ occupations, fields of expertise, special
knowledge, and so on. The operator attribute 2112 is matched
in combination or separately at the time of attribute matching,
and an operator terminal used by a more adequate operator is
thereby selected.

[0140] Further, the inquirer attribute storing part 2120 also
stores an inquirer attribute 2122 in association with an
inquirer terminal ID 2121. The inquirer attribute 2122 con-
tains the fields, targets and contents of inquiries by inquirers,
and so on. The inquirer attribute 2122 is matched in combi-
nation or separately at the time of attribute matching, and an
operator terminal used by a more adequate operator is thereby
selected.

Another Exemplary Embodiment

[0141] The exemplary embodiments of the present inven-
tion are described above in detail. Any and all systems or
devices by any combinations of the features of the exemplary
embodiments fall within the scope of the present invention.
[0142] Further, the present invention may be applied to a
system configured by a plurality of equipment, or may be
applied to a stand-alone device. Moreover, the present inven-
tion may also be applied in a case where control programs
realizing the functions of the exemplary embodiment are
supplied directly or remotely to a system or a device. Accord-
ingly, any and all control programs installed into a computer,
mediums for storing the control programs, or WWW (World
Wide Web) servers for downloading the control programs in
order to realize the functions of the present invention in the
computer also fall within the scope of the present invention.
[0143] Although the present invention is described above
referring to the respective exemplary embodiments, the
present invention is not limited to the abovementioned exem-
plary embodiments. The configurations and details of the
present invention can be modified within the scope of the
present invention in various manners that can be understood
by one skilled in the art.

[0144] The present invention is based upon and claims the
benefit of priority from Japanese patent application No. 2011-
115924, filed on May 24, 2011, the disclosure of which is
incorporated herein in its entirety by reference.

DESCRIPTION OF REFERENCE NUMERALS

[0145] 100 communication processing system

[0146] 101 user communication terminal

[0147] 102 user

[0148] 103 responder communication terminal

[0149] 104 responder

[0150] 120 responder communication terminal information

storing part

[0151] 140 connection controlling part

[0152] 150 network

[0153] 200 communication processing system
[0154] 210 communication processing device
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[0155] 211 data server

[0156] 212 content DB

[0157] 213 server (PBX)

[0158] 220 inquiry terminal

[0159] 221 display part

[0160] 222 headset

[0161] 223 video camera

[0162] 260 operator terminal

[0163] 261 display part

[0164] 262 headset

[0165] 263 video camera

[0166] 300 network

[0167] 400 terminal controlling part

[0168] 410 communication controlling part

[0169] 420 data controlling part

[0170] 430 screen controlling part

[0171] 440 speech controlling part

[0172] 450 transmitting/receiving part

[0173] 510 communication controlling part

[0174] 520 connection controlling part

[0175] 521 operator attribute storing part

[0176] 522 operator terminal/operator attribute storing part

[0177] 523 inquirer attribute storing part

[0178] 524 attribute matching part

[0179] 525 terminal connecting part

[0180] 530 speech connecting part

[0181] 540 content controlling part

[0182] 1210 CPU

[0183] 1220 ROM

[0184] 1240 RAM

[0185] 1250 storage

[0186] 1510 communication processing device

[0187] 1520 connection controlling part

[0188] 1522 operator terminal/operator attribute storing
part

What is claimed is:

1. A communication processing system including user
communication terminals each operated by a user and
responder communication terminals each operated by a
responder responding to an inquiry from the user, the com-
munication processing system comprising:

a responder communication terminal information storing
unit for associating and storing each of the responder
communication terminals and a responder attribute of
the responder operating the responder communication
terminal; and

a connection controlling unit for controlling to search the
responder attribute corresponding to a user attribute of
the user by referring to the responder communication
terminal information storing unit and connect the
responder communication terminal associated with the
responder attribute to the user communication terminal.

2. The communication processing system according to
claim 1, wherein:

the user communication terminal includes a user inputting
unit for accepting the user attribute inputted therein; and

the connection controlling unit includes a notifying unit
for, by referring to the responder communication termi-
nal information storing unit searching the responder
attribute corresponding to the inputted user attribute
accepted by the user inputting unit, and notifying the
responder communication terminal associated with the
responder attribute of reception of an inquiry from the
user.
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3. The communication processing system according to
claim 2, wherein the notifying unit is configured to notify the
responder communication terminal of reception of an inquiry
from the user together with the user attribute.

4. The communication processing system according to
claim 1, wherein the responder communication terminal
includes a responder inputting unit for accepting information
inputted therein for associating the responder communication
terminal and the responder attribute of the responder operat-
ing the responder communication terminal,

the communication processing system further comprising

a responder information storing unit for associating and
storing an identifier for identifying the responder and the
responder attribute, wherein:

the inputted information accepted by the responder input-

ting unit includes the identifier of the responder operat-
ing the responder communication terminal; and

the responder communication terminal information storing

unit is configured to associate and store the responder
attribute retrieved from the responder information stor-
ing unit and the responder communication terminal,
based on the identifier of the responder.

5. The communication processing system according to
claim 4, wherein:

the inputted information accepted by the responder input-

ting unit includes the responder attribute of the
responder operating the responder communication ter-
minal; and

the responder communication terminal information storing

unit is configured to associate and store the responder
attribute that the input thereof is accepted by the
responder inputting unit and the responder communica-
tion terminal.

6. The communication processing system according to
claim 1, wherein:

the user attribute includes a used language of the user; and

the responder attribute includes a usable language of the

responder.

7. The communication processing system according to
claim 1, wherein the responder attribute includes at least one
of'age, gender, nationality, birthplace and occupation as infor-
mation for facilitating communication between the user and
the responder.

8. The communication processing system according to
claim 1, wherein the user attribute includes at least one of age,
gender, occupation and current status of the user as informa-
tion representing an object of an inquiry from the user.

9. The communication processing system according to
claim 2, wherein the notifying unit is configured to, when
agreement to respond by the responder of one of the
responder communication terminals is received, notify the
other responder communication terminal except the
responder communication terminal transmitting the agree-
ment to respond that the inquiry from the user is already
handled.

10. The communication processing system according to
claim 9, wherein the notifying unit is configured to, when the
agreement to respond by the responder of each of two or more
of'the responder communication terminals is received, accept
the agreement to respond by the responder selected in accor-
dance with a prioritization condition.

11. The communication processing system according to
claim 1, wherein the user communication terminals and the
responder communication terminals each have a speech con-

12

Apr. 3,2014

trolling unit for controlling output of a speech sound and a
screen controlling unit for generating screen data to be dis-
played on a display part.

12. The communication processing system according to
claim 1, further comprising:

a content storing unit for storing content in association with

the user attribute; and

an outputting unit for, based on the user attribute and the
responder attribute, outputting the content stored in the
content storing unit to the user communication terminal
and the responder communication terminal associated
with the responder attribute so that the user communi-
cation terminal and the responder communication ter-
minal can share the content.

13. A method for communication processing by a commu-
nication processing system including user communication
terminals each operated by a user and responder communi-
cation terminals each operated by a responder responding to
an inquiry from the user, the communication processing sys-
tem including a responder communication terminal informa-
tion storing unit for associating and storing each of the
responder communication terminals and a responder attribute
of'the responder operating the responder communication ter-
minal,

the method comprising controlling to search the responder
attribute corresponding to a user attribute of the user by
referring to the responder communication terminal
information storing unit and connect the responder com-
munication terminal associated with the responder
attribute to the user communication terminal.

14. A communication processing device comprising:

a responder communication terminal information storing
unit for associating and storing each of responder com-
munication terminals each operated by a responder
responding to an inquiry from a user and a responder
attribute of the responder operating the responder com-
munication terminal; and

a connection controlling unit for controlling to search the
responder attribute corresponding to a user attribute of
the user by referring to the responder communication
terminal information storing unit and connect the
responder communication terminal associated with the
responder attribute to the user communication terminal
operated by the user.

15. A method for control by a communication processing
device including a responder communication terminal infor-
mation storing unit for associating and storing each of
responder communication terminals each operated by a
responder responding to an inquiry from a user and a
responder attribute of the responder operating the responder
communication terminal,

the method comprising controlling to search the responder
attribute corresponding to a user attribute of the user by
referring to the responder communication terminal
information storing unit and connect the responder com-
munication terminal associated with the responder
attribute to the user communication terminal operated
by the user.

16. A non-transitory computer-readable medium storing a
program comprising instructions for causing a communica-
tion processing device, which includes a responder commu-
nication terminal information storing unit for associating and
storing each of responder communication terminals each
operated by a responder responding to an inquiry from a user
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and a responder attribute of the responder operating the
responder communication terminal, to realize a connection
controlling unit for controlling to search the responder
attribute corresponding to a user attribute of the user by refer-
ring to the responder communication terminal information
storing unit and connect the responder communication termi-
nal associated with the responder attribute to the user com-
munication terminal operated by the user.
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