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1 Reason for Contribution

The objective of this proposal is to introduce a mean to access the IVR (Interactive Voice Response) through PoC.  IVR applications are quite common in the modern field of customer support, and used as a powerful tool for providing 24x7 services to B2C field.  Currently the IVR applications are being accessed from the normal CS call to IP based call.  IVR is a kind of application which is mostly communicated in a request – response kind of fashion, which is ideally suited for PoC kind of application.  IVR has the huge potential market opportunities, and providing an access through PoC, will stimulate the usage of PoC.  IVR system is traditionally accessed through DTMF tones.  In the modern world, the IVR system even supports speech recognition, thereby allows the user to communicate through their normal voice conversation.  All these developments provide a better opportunity for PoC, to be utilised as a tool to communicate.
PoC is a half-duplex communication, supports both One-One and Group conversation.  Accessing the IVR application, will allow one more users in a PoC conversation to participate in the IVR query process.  This will provide more flexibility for the users, who may wish to propose their own preferences during a PoC conversation.  This will also help those users, who want PoC as their preferred means of communication.  Some of the use cases are as follows:

· Participant(s) in the PoC conversation would want to know the reservation ticket availability, thereby queries the IVR of the reservation system.
· Participant(s) in the PoC conversation would want to bid a particular item where the auction is managed behind the IVR system.

· Participant(s) in the PoC conversation would want to play a game (Ex: Chess) where the game application is managed behind a IVR system.  It is assumed that a game service may be visually provided within a PoC Session using various multimedia content. 
2 Summary of Contribution

This proposal contains a use case and list of requirements associated with PoC, to provide an interface with IVR system.
3 Detailed Proposal

Use Case
(Informative)


PoC based IVRS
 ASK  \* MERGEFORMAT Short Description

Alice, Bob, Susanne and others are participating in a PoC Group conversation to discuss about their travel plans for the upcoming holiday seasons.  Alice suggests others to check for the availability tickets for the holiday packages.  Alice invites the local tour agent who hosts an IVR system to provide 24x7 services.  Alice knows the address of the IVR application and invites it to be the participant of the PoC conversation. 
Actors

The involved actors are:

· Alice, Bob, Susanne, Other members of groups

· PoC service provider(s)

· IVR System (Reservation Agent)

Actor Specific Issues

The issue for the actors is:

· Alice wants to access the IVR system through his preferred PoC Service.

· Alice, Bob, Susanne and others wants to know the reservation availability status, while queried by Alice.

· PoC Service provider wants to provide attractive services his customer base.

· Reservation Agent (IVR System) wants to promote his business by providing 24x7 services.
Actor Specific Benefits

The benefits for the actors are:

· Alice, Bob, Susanne and others 
· Allows accessing the reservation system, while participating in the same PoC Session. 
· Service provider:

· Provides an improved service experience. 
· Stimulate the usage of PoC
· IVR System
· Able to provide any time services.

Pre-Conditions

The required pre-conditions are:

· Alice, Bob, Susanne and others shall be aware of the IVR system co-ordinates 

· PoC Service provider shall be aware of the IVR system presence

· PoC Service provider shall support an interface with IVR system

Post - Conditions
The required post-condition is:

· PoC users shall be able to query the IVR system, while they are in PoC Session.
Normal Flow

The normal flow is:

· Alice, Bob, Susane and others are in a PoC conversation to check the holiday packages availability

· Alice invites the IVR system to participate in the PoC conversation.
· PoC Server forwards the invitation request to the IVR system.
· IVR system responds to the invitation request by accepting it.

· Alice requests the floor and sends RTP media (DTMF tones or Voice).

· PoC Server forwards the RTP media to IVR system

· IVR System responds back by sending the media.

· PoC Server requests the floor on behalf of IVR system and sends the media.

· Alice, Bob, Sussane and others receive the media
Alternative Flow 
None.

Operational and Quality of Experience Requirements

· The communication between PoC Users and IVR system MAY involve other media types like Audio, Image, Video, etc., for improved user experience.
Derived / Proposed Requirements                                    (Normative)
B.2.12  PoC Interworking Service

B.2.12.x  PoC based IVRS Interworking
· PoC System SHOULD provide an interface to IVR service that may be hosted either IP based or Non-IP based network.
4 Intellectual Property Rights

Members and their Affiliates (collectively, "Members") agree to use their reasonable endeavours to inform timely the Open Mobile Alliance of Essential IPR as they become aware that the Essential IPR is related to the prepared or published Specification.  This obligation does not imply an obligation on Members to conduct IPR searches.  This duty is contained in the Open Mobile Alliance application form to which each Member's attention is drawn.  Members shall submit to the General Manager of Operations of OMA the IPR Statement and the IPR Licensing Declaration.  These forms are available from OMA or online at the OMA website at www.openmobilealliance.org.

5 Recommendation

We recommend the REQ group to consider proposed requirements for PoC V2.0 RD.
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