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5. X
Real-time visual interactive menu
5.x.1
Description

This use case is about the call centre that provides customers with self-service information, such as hotels, banks, and restaurants. Such information is provided via the voice platform with the voice navigation prompts to guide a customer. The customer can then select the desired services according to the voice prompts. The traditional method of displaying multiple options in sequence on the voice interface may appear confusing or even misleading. Customers often need to listen to the voice navigation very carefully in order to follow the instructions correctly and obtain the desired services. Unclear voice navigation and/or misunderstanding of voice navigation are among the main reasons for customer service processing delay and suboptimal customer relations. 

To overcome this issue, the interactive menu can be made available to the customers corresponding to the voice navigation prompts. The customer can then interact with the call centre through the menu selection in a faster and error-free manner, improving the customer service satisfaction.
5.x.2
Pre-conditions
Isabelle is a customer of Universal Bank. Universal Bank provides online self-service via its customer service hot lines. Universal Bank has the subscription with the visual interactive menu services.
5.x.3
Service Flows
1. Isabelle calls the bank’s customer service hot line. 

2. After the call is connected, the customer service centre answers with voice navigation prompt via the voice platform, together with the visual menu of the service options. 

3. Isabelle listens to the announcement about the available banking services while viewing the service options on her smart phone.

4. She then selects the "debit card service" option on her phone following the instruction. The voice platform plays the next-level service options available for the debit card service. At the same time, Isabelle can also see the next-level service options on her phone. 

5. She then selects the "service bundle query" option on the phone. The related information on the subscribed service bundle is then displayed on her phone.

5.x.4
Post-conditions
Isabelle carries out the self-service banking activities following the instruction provided by both the voice navigation prompts and the corresponding visual menu displayed on her smart phone.
5.x.5
Existing features partly or fully covering the use case functionality
RCS largely specified by GSMA cover various use cases based on IMS capabilities specified by 3GPP, which is related to the use case. RCS mainly focuses on the peer-to-peer communications. 
5.x.6
Potential New Requirements needed to support the use case

The IMS network shall provide suitable means to allow a user (e.g. typical enterprise customers) to configure the multimedia information and service logic (e.g. for a visual interactive menu) to answer to the calling parties without necessarily involving the called party.
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