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Abstract: This document proposes a use case and related potential requirements to be included in FS_MMTELin5G TR 22.873.
---------- Use Case template ----------
5.X
Real-time interactive call
5.X.1
Description

Real-time communication consisting of voice and video hasn’t been changed for ages. With 5G and the resulting bandwidth and low latency, it will be common to share different real-time media types and interact with others during a voice or video call. Particularly, there will be needs to achieve synchronization across the real-time content, the normal IMS voice and video content. Hundreds of use cases can be derived from such combination of real-time interactive content with IMS multimedia telephony service.

Taking the customer voice service as an example, DTMF is often used to identify customer’s problems and/or intentions. Customers often have to wait for  the automatic voice response system (e.g. IVR) to play all the recording before  choosing one button or dial stars to play the recording again. Sometimes customers need to talk with the call center agents but it might be difficult to describe the problems exactly what they are via voice.
If the automatic response system can push interactive menus to the customers’ smartphone screens, the communication between the enterprises and customers will be more efficient. During the call the customer can listen to the automated voice and scroll or click the pictures or choose the menus on the screen at the same time. When the customer has chosen one option, the automated  voice will be interrupted and goes to the next level immediately. The interactive content displayed on the customer’s screen and the customer’s operations are synchronized with the automated voice.

 If the customer connects to the call center agent, they can share the live video, draw or mark on top of the video and interact with each other in real-time. 

Some scenarios like remote surgery or remote collaboration may pose rigid timing requirements onto the synchronization of the shared content and the voice and video.
5.X.2
Pre-conditions

User A is a customer and user B is an attendant of a bank’s customer center. 
5.X.3
Service Flows
1. User A makes a call to the call center of  a bank..

2. The auto response system (ARS) of the call center answers the call with voice navigation and displays interactive  menus on user A’s smartphone screen which enable the User A to select the service.

3. User A selects to apply for a debit card.

4. The ARS displays the related info about how to apply a debit card which includes a link to connect to an attendant for help.

5. User A wants to connect to an attendant so that he clicks the link.

6. The ARS allocates an attendant (user B) for user A.

7. User B shows the guideline to User A. At the same time, User B talks to User A about the guideline and sends the application form to user A’s screen.

8. User A fills in the application form online to apply for a debit card. 

9. User B asks User A to open the camera of handset to take a live video for verifying the identity. User A’s identity is authenticated.  

10. User A has his signature on the application form and completes the applying process under User B’s assistant.

11. User A ends the call. 
5.X.4
Post-conditions

N/A.
5.X.5
Existing features partly or fully covering the use case functionality
The IMS data channel as specified in TS26.114 provides a candidate solution for transmitting interactive content during a IMS voice or video call. The new requirements of low latency, reliability on data channel as introduced in this use case are to be specified.
5.X.6
Potential New Requirements needed to support the use case
The IMS Multimedia Telephony service shall support reliable transmission of data in parallel with transmission of audio/video between the caller and callee.
The  IMS Multimedia Telephony service and 5G system shall support synchronization of data and audio/video media in a call.
