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1 Reason for Contribution

Vodafone input contribution OMA-MWG IM-2003-0037 says IM message history as a possible improvement. If we perceive the benefits of IM, it seems obvious that IM will very soon be everywhere. IM would be used in almost all the disciplines. Considering this, the dialogues exchanged during IM at times are required at a later time for e.g., to refer back for some information, pass the transcription to other person etc. This proposal suggests having support of IM transcription on server for storage and retrieval.
2 Summary of Contribution

The aim of the proposal is to introduce message transcription. It will list a few circumstances giving explanation where message transcription would be necessary. And the next section mentions some high level requirements to introduce transcription within IM. The last section will list some uses cases where IM transcription is on the server.
3 Detailed Proposal

Technology consultant Gartner Group forecasts 70% of all enterprises will use IM in 2003, and that by 2005 IM will represent 50% of all business-to-client communications. They also predict that by 2005, IM will surpass e-mail as the primary online communications tool.
Corporate IM is expected to replace 65% of e-mail usage by 2004. (Information Week)
IM is gaining preference over e-mail because of the following reasons
1. Preferring its immediacy in getting real-time information from partners, suppliers and colleagues working remotely.
2. Instead of quick inquiries cluttering in-boxes, co-workers can communicate while a question is still fresh. They don't have to cross their fingers and wonder if or when the person on the other end will answer.
3. They use it for business/legal negotiations, real-time reminders, medical emergencies, or any time email isn't fast enough.
Since IM is similar to e-mail in many ways and preferred over e-mail, what this means to IM is that like e-mail it should be possible to store and retrieve IM. Once retrieved, it may be possible to instantly distribute IM transcripts to an absent team member in a subsequent IM; easily attach the entire (or part of) transcript into an email; print the transcript for legal record keeping etc. When we move in and out of areas without coverage or we loose connection for sometime, it will be possible to regain all the previous chat when reconnected again. Currently it is implementation specific and hence may lose part or entire previous chat.
Circumstances where IM transcription is necessary:

1. Instant messages recorded may be used as evidence that a binding agreement was reached among chat participants. Clients can sometimes forget what was previously agreed upon. Keeping a record of every instance of communication will clear up potential confusion.
For example, a client calls to discuss adding a feature to his product which is under development. The negotiations/discussions are saved in digital format. If he wonders in three weeks why the final price was more than originally quoted then there is a proof of discussion with the time and day it happened.

2. IM is delivered quickly, however a quick response is not guaranteed from the other side. Suppose Bob is in IM session with Sue. Sue doesn’t respond immediately, instead responds after 2 hours. Now Bob doesn’t remember the context of Sue’s response. Bob wants to revisit his previous IM session with Sue.
3. Three people are in IM conference. Bob joins in sometime after the conference has started. Now group feels Bob needs to be in sync on the discussion. So one of the group member forwards the transcription to Bob.
4. Some countries have a rule that record-keeping (archiving) has to be done for all the electronic communications with its agents and employees that related to its business as a member of an exchange, broker or dealer relating to its business as such.
5. Organizations may need to monitor employees engaged in "chat" that is inappropriate, violates company policy, or is otherwise detrimental to the organization on a company provided subscription.
6. When the user is on travel and on different service providers network. User may want to revisit his past conversations.
7. In today's marketplace, consumers expect firms to remember past communications and to build on that relationship. Online booksellers, for example, who remember past transactions and, based on your preferences, provide book recommendations on your next visit. Another example, Doctor providing medical advice over IM.
8. Customers when making inquiries via IM may need to take notes while receiving instructions from the service personnel. A scenario of a help desk where the customer representative provides a long list of instructions that the customer has to follow precisely, or a scenario of an online shopping where the customer representative provides specifications of products of interest, are just two examples where a replay may be desired.
9. Some public events where audience gets an opportunity to interact/get advice with a celebrity/expert at a scheduled time. Transcription may be publicized at a later time.
Next section discusses some high level requirements to introduce transcription within IM.
Some high level requirements for IM transcription
To avail the benefits of IM transcription

1. Users should be able to archive IM conversations and retrieve them as and when needed.
2. The archive may be stored with metadata (keywords, date and time, URI), which helps to speed up processing like retrieval, searching the archive.
3. History of all saved conversations should be available for the user.
4. Enable/Disable of archiving should be in a controlled manner.
5. It should be possible to manage (access/read/delete/forward) archive protected by access control lists.
6. Once retrieved, it may be possible to instantly distribute IM transcripts to others in a subsequent IM; easily attach the entire (or part of) transcript into an email; print the transcript for legal record keeping etc.
7. Users should be able to archive/retrieve when logged on from different device.
8. Archives should have reasonable restriction over size.
9. Storage/retrieval mechanisms should be cost effective (memory, processing) and more reliable.
10. Users should have lower risk of losing the transcriptions.
IM transcription on Server

In case of storage, implementation on server may be efficient as IMs are already maintained on server in case of Notify/Get and moreover all IMs pass through server. At the same time implementing on the handset there might be memory and processing restrictions, relatively higher risk of losing and synchronization problem when logged on different client. Below are some use cases for IM transcription on server.
1. Mary and Sue work for Online bookstore, who remember past transactions of Bob and, based on his preferences, provide book recommendations on his next visit. The conversations with Bob are stored on the server with controlled access. Irrespective of who attended Bob during previous transactions, both Mary and Sue will be able to recommend during his next visit.

2. Bob saves all the IM conversations required by him on the server. Bob loses his handset may be because it is stolen or he dropped it, resulting in catastrophic failure. Because the transcription is on server, Bob may still be able to retrieve his previous IM conversations.
3. A group of four people want to have a conference. The fourth person, Bob is unable to join the conference. Bob wants to be updated with what happened during conference. Since the IM conversation is stored on the server and controlled access to it is allowed by server, Bob is able to be in synch with the other three people.

4 Intellectual Property Rights Considerations

Samsung makes no IPR declaration with respect to the contents of this contribution.
5 Recommendation

IM SWG is requested to consider IM transcription as one of the required features and to investigate further requirements to introduce IM transcription into relevant specifications.
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