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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
During a MMTEL call with the bank’s customer service hot line (out of 3GPP system), 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
The related existing service requirements can be found in TS 22.173 “IP Multimedia Core Network Subsystem (IMS) Multimedia Telephony Service and supplementary services” clause 4.2 “Default media handling capabilities of IMS Multimedia Telephony service”:
IMS Multimedia Telephony service includes the following standardized media capabilities:

-
Full duplex speech;

-
Real time video (simplex, full duplex), synchronized with speech if present;

-
Real-Time Text communication;

-
File transfer;

-
Video clip sharing, picture sharing, audio clip sharing. Transferred files may be displayed/replayed on receiving terminal for specified file formats

-
Fax;

-
Data (CS).
In addition, the features of “flexible data channel handling” partially cover the required use case functionality. The details of data channel can be found in TS 26.114 “IP Multimedia Subsystem (IMS); Multimedia Telephony; Media handling and interaction”: 
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5.x.6
Potential New Requirements needed to support the use case

[5.x.6-1] The 3GPP system shall provide support the synchronization or sufficient coordination between media/data streams belonging to the same MMTEL session.
[5.x.6-2] The MMTEL service shall support capability exposure for the 3rd parties to exchange data during a MMTEL session.
Note: 3rd party application may out of 3GPP system.
------------------------------- end of 1st change ----------------------------

Data channels do not require use of any codec but allows for real-time interaction in parallel to the conversational media (see clause 6.2.10). The User interface in Figure 4.2 interacts with a web page and a related script received through a downlink data channel to handle the data channel I/O and data formatting. All conversational media components are transported over RTP with each respective payload format mapped onto the RTP (RFC 3550 [9]) streams. The data channels are using SCTP (RFC 4960 [173]) over DTLS (IETF RFC 8261 [174]), used as specified for WebRTC data channels ([175]).
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Figure 4.3: User plane protocol stack for a basic MTSI client
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