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_____________________________________________________________________________________________ 
COMPLAINT FOR INFRINGEMENT OF PATENT 

UNITED STATES DISTRICT COURT 
WESTERN DISTRICT OF WASHINGTON 

AT SEATTLE 

  CAAS TECHNOLOGIES, LLC, 

Plaintiff, 

vs.  

ENVISION TELEPHONY, INC., 

Defendant. 

CASE NO. 

COMPLAINT FOR INFRINGEMENT 
OF U.S. PATENT NO. 8,433,915 

JURY TRIAL DEMANDED 

Plaintiff CAAS TECHNOLOGIES, LLC files its Complaint against Defendant 

ENVISION TELEPHONY INC., alleging as follows: 

THE PARTIES 

1. Plaintiff CAAS TECHNOLOGIES, LLC (“CAAS”) is a corporation organized

and existing under the laws of the State of Nevada with its principle place of business in Seattle, 

Washington. 

2. Upon information and belief ENVISION TELEPHONY, INC. (“Envision”) is a

corporation organized and existing under the laws of the State of Washington, with its principal 

place of business in Seattle, Washington.  Envision may be served with process through its 

registered agent Hillis Clark Martin & Peterson, 1221 Second Avenue, Suite 500, Seattle, 

Washington, 98101-2925.  

JURISDICTION AND VENUE 

3. This is an action for infringement of United States patents.  This Court has

exclusive jurisdiction of such action under Title 28 U.S.C. § 1338(a). 

4. Upon information and belief, Envision is subject to personal jurisdiction by this

Court.  Envision has committed such purposeful acts and/or transactions in the State of 
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_____________________________________________________________________________________________ 
COMPLAINT FOR INFRINGEMENT OF PATENT 
 

Washington that it reasonably knew and/or expected that it could be haled into a Washington 

court as a future consequence of such activity.  Envision makes, uses, and/or sells infringing 

products within the Western District of Washington and has a continuing presence and the 

requisite minimum contacts with the Western District of Washington, such that this venue is a 

fair and reasonable one.  Upon information and belief, Envision has transacted and, at the time of 

the filing of this Complaint, is continuing to transact business within the Western District of 

Washington.  For all of these reasons, personal jurisdiction exists and venue is proper in this 

Court under 28 U.S.C. §§ 1391(b)(1), (2) and (c)(2) and 28 U.S.C. § 1400(b). 

PATENTS-IN-SUIT 

5. On April 30, 2013, United States Patent No. 8,433,915 (“the ‘915 patent”) was 

duly and legally issued for “SELECTIVE SECURITY MASKING WITHIN RECORDED 

SPEECH.”  A true and correct copy of the ‘915 Patent is attached hereto as Exhibit A and made 

a part hereof. 

6. As it pertains to this lawsuit, the ‘915 patent, very generally speaking, relates to a 

method and system of securing information contained within voice recordings.  More 

particularly, the ‘915 patent is directed to a system that secures personal information that may be 

collected about a caller during business or other types of transactions, including customer-agent 

interactions in the context of call centers or emergency service interactions such as 911 calls.  A 

variety of personal information may be conveyed and recorded during these types of 

transactions, including social security numbers, credit card numbers, bank account numbers, etc. 

which might harm the person conveying the information if it were to be misused.  The ‘915 

patent provides a system and method that monitors activity performed in an area of a user 

interface of a computer to determine if personal information is being conveyed during a recorded 

call and then renders the personal information unintelligible. 

FIRST CLAIM FOR RELIEF 

 (Patent Infringement) 

7. CAAS repeats and realleges every allegation set forth above. 
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_____________________________________________________________________________________________ 
COMPLAINT FOR INFRINGEMENT OF PATENT 

8. CAAS is the owner of the ‘915 patent with the exclusive right to enforce the ‘915

patent against infringers, and collect damages for all relevant times, including the right to 

prosecute this action.   

9. Upon information and belief, Envision is liable under 35 U.S.C. §271(b) for

inducing infringement of, and under 35 U.S.C. §271(c) for contributory infringement of the ‘915 

patent because it manufactures, makes, has made, uses, practices, imports, provides, supplies, 

distributes, sells, and/or offers for sale products and/or systems that practice at least claim 1 of 

the ‘915 patent.  

10. More specifically, Envision, through its Click2Coach software (“Accused

Product”), infringes the ‘915 patent because it makes, uses, sells, and offers for sale products and 

systems that include the capability for a call center to render a caller’s credit card security code 

unintelligible in a recorded call based on an agent entering a data field specific to the credit card 

security code.  

11. By providing these systems, Envision has, in the past and continues to induce its

customers and/or end users to infringe and at least claim 1of the ‘915 patent. 

12. For example, end users of the Accused Product directly infringe at least claim 1 of

the ‘915 patent when using or employing this software.  

13. On information and belief, Envision possessed a specific intent to induce

infringement by at a minimum, providing user guides and other sales-related materials, by way 

of advertising, solicitation, and provision of product instruction materials, instructing its 

customers and end users on the normal operation of the Accused Product which infringes the 

‘915 patent. 

14. Envision has actual notice of the ‘915 patent at least as early as the filing of this

Complaint.  Therefore, Envision had knowledge of, or was willfully blind to, the existence of the 

‘915 patent since the time of the filing of this Complaint, if not earlier.   

15. By providing these systems, Envision has, in the past and continues to contribute

to the infringement of its customers and/or end users of at least claim 1of the ‘915 patent. 
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_____________________________________________________________________________________________ 
COMPLAINT FOR INFRINGEMENT OF PATENT 
 

16. Upon information and belief, Envision’s Accused Product has no substantial non-

infringing uses, and Envision knows that the Accused Product is especially made or especially 

adapted for use in a product that infringes the Patents-in-Suit. 

17. CAAS has been damaged as a result of Envision’s infringing conduct.  Envision 

is, thus, liable to CAAS in an amount that adequately compensates CAAS for Envision’s 

infringement, which, by law, cannot be less than a reasonable royalty, together with interest and 

costs as fixed by this Court under 35 U.S.C. § 284.  

PRAYER FOR RELIEF 

 CAAS requests that the Court find in its favor and against Envision, and that the Court 

grant CAAS the following relief: 

a. Judgment that one or more claims of the ‘915 patent have been infringed, either 

literally and/or under the doctrine of equivalents, by Envision; 

b. Judgment that Envision account for and pay to CAAS all damages to and costs 

incurred by CAAS because of Envision’s infringing activities and other conduct 

complained of herein; 

c. That Envision, its officers, agents, servants and employees, and those persons in 

active concert and participation with any of them, be permanently enjoined from 

infringement of the ‘915 patent.  In the alternative, if the Court finds that an 

injunction is not warranted, CAAS requests an award of post judgment royalty to 

compensate for future infringement; 

d. That CAAS be granted pre-judgment and post-judgment interest on the damages 

caused to it by reason of Envision’s infringing activities and other conduct 

complained of herein; 

e. That this Court declare this an exceptional case and award CAAS its reasonable 

attorney’s fees and costs in accordance with 35 U.S.C. § 285; and 

f. That CAAS be granted such other and further relief as the Court may deem just 

and proper under the circumstances. 
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_____________________________________________________________________________________________ 
COMPLAINT FOR INFRINGEMENT OF PATENT 
 

JURY DEMAND 

Plaintiff hereby requests a trial by jury pursuant to Rule 38 of the Federal Rules of Civil 

Procedure. 
 
 
 
 
DATED: April 20, 2015.    /s/ John Mansfield 

Email:  john@mansfieldlaw.net 
 
Attorney for Plaintiff 
CAAS SYSTEMS, INC. 
 
Of Counsel: 

 
Corby R. Vowell 
Dave R. Gunter 
FRIEDMAN, SUDER & COOKE 
Tindall Square Warehouse No. 1 
604 East 4th Street, Suite 200 
Fort Worth, Texas  76102 
Telephone:  (817) 334-0400 
Facsimile:  (817) 334-0401 
Email:  vowell@fsclaw.com 
Email:  gunter@fsclaw.com 
 
 
 

John Mansfield 
(Bar No. 27779) 
MANSFIELDLAW 
800 2nd Avenue, Suite 8009 
Seattle, Washington 98104 
Telephone:  971-271-8615 
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US 8,433,915 B2 
1 

SELECTIVE SECURITY MASKING WITHIN 
RECORDED SPEECH 

RELATED APPLICATIONS 

2 
be readily available to others apart from the data owner. 
Conversely, a medical context can require that the disease be 
considered to be sensitive information. In some settings, such 
as in financial service settings, the customer's name and 
address are not necessarily the sensitive information, rather it 
is typically the customer's account number, personal identi­
fication number (PIN), etc. that is considered sensitive and 
should be secured. Variability of what is sensitive informa­
tion, within a setting and from one setting to another, com-

This patent application is related to connnonly assigned 
U.S. patent application Ser. No. 11/181,572, entitled 
"SELECTIVE SECURITY MASKING WITHIN 
RECORDED SPEECH UTILIZING SPEECH RECOGNI­
TION TECHNIQUES." 

BACKGROUND OF THE INVENTION 

10 plicates handling sensitive information since a uniform defi­
nition of sensitive information does not exist. This can present 
a problem. 

1. Field oflnvention 
Embodiments of the invention relate generally to limiting 15 

access to information and, more specifically, to apparatuses 
and methods used to control access to information residing in 
voice recordings. 

2. Background 
Personal information is routinely collected during transac- 20 

tions in modem society. Recordings of conversations are 
made in a variety of situations such as customer-agent inter­
actions during contacts within the context of call centers, 
emergency service interactions (911 calls, etc.), and a myriad 
of other transactions that require information to flow from one 25 

entity to another. 
During these transactions, personal information such as 

social security numbers, credit card numbers, bank account 
numbers, personal identification numbers (PIN), names, 
addresses, club numbers, frequent flier numbers, etc. is sen- 30 

sitive and can harm the person to whom the information 
pertains if the information is misused. This can present a 
problem. 

Such sensitive information can be stored in a variety of 
locations or transferred to other parties for various reasons, all 35 

of which can place the information at risk of compromise by 
others. Hackers have become proficient at compromising 
databases, which house such sensitive information. Accounts 
can be pilfered, the identity of an individual can be stolen, and 
the individual can be placed in physical harm by unscrupu- 40 

lous actors. This can present a problem. 
Information collected during the business transactions 

mentioned above can be transferred to entities for analysis. It 
has become a widespread business practice to record calls 
between customers and agents of a business during business 45 

transactions. Such recorded information is often times trans­
ferred to a party for analysis. An example is the quality review 
of a recording that contains personal information. While it is 
the intent of the data owner to transfer the data to a party for 
analysis, it is often the case that the party should not have 50 

access to the personal information contained within a trans­
action. This can present a problem. 

BRIEF DESCRIPTION OF THE DRAWINGS 

The invention may best be understood by referring to the 
following description and accompanying drawings that are 
used to illustrate embodiments of the invention. The invention 
is illustrated by way of example in the embodiments and is not 
limited in the figures of the accompanying drawings in which 
like references indicate similar elements. 

FIG. 1 illustrates a system for processing speech signals 
and/or voice recordings, according to embodiments of the 
invention. 

FIG. 2 illustrates a block diagram of a computer system in 
which embodiments of the invention can be implemented. 

FIG. 3 illustrates a network environment in which embodi­
ments of the invention can be implemented. 

FIG. 4 illustrates various architectures for implementing 
embodiments of the invention. 

FIG. 5 displays utilizing a marker according to embodi­
ments of the invention. 

FIG. 6 illustrates processing a speech signal according to 
embodiments of the invention. 

FIG. 7 illustrates correlating activity in a user interface 
with special information according to embodiments of the 
invention. 

FIG. 8 depicts activity in a user interface according to 
embodiments of the invention. 

FIG. 9 shows monitoring a user interface according to 
embodiments of the invention. 

FIG. 10 depicts monitoring in a WINDOWS® environ­
ment according to embodiments of the invention. 

FIG. 11 illustrates reprocessing a voice recording accord­
ing to embodiments of the invention. 

FIG. 12 illustrates information and value flow according to 
embodiments of the invention. 

DETAILED DESCRIPTION 

In the following detailed description of embodiments of the 
invention, reference is made to the accompanying drawings in 
which like references indicate similar elements and in which Current attempts at securing sensitive information within 

recorded conversations or recorded speech have been directed are shown by way of illustrations, specific embodiments in 
55 which the invention may be practiced. These embodiments 

are described in sufficient detail to enable those of skill in the 
to manually monitoring the speech and then subsequently 
deleting the sensitive information. Such a practice can be 
expensive in light of the volume of such data that is currently 
being created. Such manual censoring of recorded conversa­
tions and speech is not economically practical to meet all of 
the current need in the marketplace. This can present a prob- 60 

!em. 
Data which is considered sensitive, personal, confidential, 

or that should otherwise be secured from recognition can vary 
from one business to another. For example, in a medical 
context where a disease should be kept separate from a 65 

patient's name and address, the patient's name and address 
are considered to be the sensitive information that should not 

art to practice the invention. In other instances, well-known 
circuits, structures, and techniques have not been shown in 
detail in order not to obscure the understanding of this 
description. The following detailed description is, therefore, 
not to be taken in a limiting sense and the scope of the 
invention is defined only by the appended claims. 

Apparatuses and methods are described to secure informa­
tion contained within voice recordings. 

FIG.1 illustrates, generally at 100, a system for processing 
speech signals and/or voice recordings, according to embodi­
ments of the invention. With reference to FIG. 1, a person 102 
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or 104, capable of making a voice utterance, interacts with a 
business entity 110. The interaction utilizes a communica­
tions device, such as an audio communications device 103 
and a communications network 108 to communicate with a 
business entity 110. The person 102or104 (one of a plurality 

4 
explained further below that special information in one case 
may not be identical with special information in another case. 
Hence, exactly what information is to be considered "special" 
is defined by the context of use (use-case) and is covered 
within embodiments of the invention. 

An interaction results in one or more utterances being 
made during a conversation between a person, such as 102 or 
104 and the business entity 110. Recording equipment is used 
to make a voice recording of the utterances made during the 
interaction between the caller and business entity. A business 
agent's workstation 112 can include voice recording, tele-
communications, and data processing system resources, 
which are described more fully below in conjunction with 
FIG. 2. The data processing resources can include an infor­
mation display 114 on which information obtained during the 
course of the conversation is entered by the agent (not shown) 
of the business. Alternatively, a data processing resource 118 
can provide automated conversations with the person 102 or 
104 functioning as an "electronic agent" of the business entity 

of m people) controls the system 100 by initiating an interac­
tion with the communications device (e.g., 103); thereby, 
providing a signal 116 containing information to the business 
entity 110. Note that the system 100 can be controlled simul­
taneously be more than one person (i.e., a plurality of m 10 

people), since it is often the case that a number of people, 
represented by 102or104 can be in communication simulta­
neously with the business entity 110. A communications 
device 106 can include wireless functionality at various 
points along a path between the person 104 and the business 15 

entity 110. Wireless functionality can include, but is not lim­
ited to, personal area network(s), cellular telephone network 
(s), satellite telephone network(s), etc. The system 100 is 
capable of simultaneous control by m people as illustrated by 
the architecture shown in FIG. 1. 20 110. 

In a broad implementation within system 100, a general 
number of m people interact with a general number of n 
agents ofB businesses. No limitation is implied by FIG.1 and 
it will be noted that FIG. 1 is scalable to accommodate any 
numberof m people interacting with n agents ofB businesses. 
For clarity during this description of embodiments, examples 
are given with reference to a person and a business entity; 
however, it will be noted that no limitation is implied by such 
reference. 

As used herein, the term "business entity" is afforded broad 
meaning and can take on a variety of forms, wherein a variety 
of goods and/or services can be provided to a person by a 
business entity. The term "business entity" is described more 
fully below. 

The business entity 110 often provides personnel, who 
represent the business and are commonly referred to as 
"agents." An "agent" is usually equipped with a workstation 
112. The workstation 112 can include a data processing sys­
tem that includes an information display 114 as well as a 
system for producing a voice recording from the interaction 
that occurs between a person and the business entity 110. A 
data processing/telecommunications system can be 
employed for the workstation 112; examples of such systems 
are described below in conjunction with FIG. 2. Without loss 
of generality, hence forth in this description of embodiments, 
the business entity 110 will be referred to alternatively as 
"business entity" or "agent." No limitation is implied thereby, 
"agent" is to be afforded broad meaning and includes any 
person or automated system authorized to represent the busi­
ness when interacting with people. 

Terms such as "person," "people," "human(s)," "customer 
(s),""caller" are also to be afforded broad meaning and 
include without limitation customers of the business, both 
present and potential customers, as well as employees and 
agents of the business who engage in transactions with the 
business. 

In general, a person is considered to be a repository of 
special information; some of this special information comes 
into the possession of the business entity during an interaction 
between the person and the business entity. This special infor­
mation can be referred to as personal, private, confidential, 
sensitive, secret, etc. The term used to label the special infor­
mation does not limit embodiments of the invention described 
herein. 

Activity derived from the agent's workstation 112, during 
the interaction with the person may be used to process a 
speech signal contained within a voice recording or a speech 
signal that is dynamically received (input) into a system in 

25 real-time or near real-time. Note however, that such cases of 
real-time and near real-time do not impose limitations and are 
used as examples, in this description of embodiments. As 
used in this description of embodiments, "processing" ren­
ders special information pertaining to the person unintelli-

30 gible. The processed voice recording 120 is then capable of 
being transferred to third parties at 122, thereby preventing a 
third party from accessing the special information. The voice 
recording can be processed to render unintelligible the special 
information at a variety of places, for example, within the 

35 agent's workstation 112, within a data processing resource 
118 or within a data processing resource 124. Data process­
ing/telecommunications resources are described more fully 
below in conjunction with FIG. 2. 

As mentioned above, an interaction between a person and 
40 a business entity can occur in a variety of ways, within which 

information flows. Many contacts between a person and a 
business entity occur in the context of communications uti­
lizing electronic means, such as a telephone, a cellular tele­
phone, a microphone, a computer, and voice over Internet 

45 Protocol (VoIP) technology, etc. Assisted by such communi­
cation systems, two people, more than two people or at least 
one person and an automated system can carry on a conver­
sation, where one person or automated system propounds 
questions and the other responds to the questions. During the 

50 conversation, special information is uttered by the person, 
generally in reply to questions or prompts from another per­
son or automated system representing the business entity. A 
live person or automated system representing the business 
entity can be considered an interface of the business entity. In 

55 another example, an interaction occurs in a setting where a 
business entity provides an automated interface to interact 
with human customers. In such a setting, a human contacts a 
business entity and encounters an automated interface or sys­
tem interface that propounds a series of questions which elicit 

60 answers from the human. The answers can contain special 
information pertaining to the human. 

FIG. 2 illustrates, generally at 200, a block diagram of a 

Labels such as "personal," "private," "confidential," "sen- 65 

sitive," etc. are used within different settings to describe spe­
cial information to which access should be limited. It will be 

computer system 201, which has been referred to variously 
above as a data processing system, a telecommunications 
system, and/or a voice recording system, with which embodi­
ments of the invention can be implemented. The block dia-
gram is a high level conceptual representation and may be 
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implemented in a variety of ways and by various architec­
tures. A bus system 202 interconnects a processor, also known 

6 
ing devices (computer systems), as previously described in 
FIG. 1 and/or FIG. 2, are resident at, or in communication 
with, each business location, i.e., 304-1through304-B. One 
or more of the data processing devices can be referred to as 
servers and one or more of the data processing devices can 
function as "electronic agents." One or more of the businesses 
304-1 through 304-B can be connected to each other via a 
network 302, which may be, for example, a corporate based 
network. Note that alternatively the network 302 might be or 

10 include one or more of: the Internet, a Local Area Network 
(LAN), Wide Area Network (WAN), satellite link, fiber net­
work, cable network, or a combination of these and/or others. 
Resident at each business location or at other points in the 
network, the servers may represent, for example, disk storage 

as a Central Processing Unit (CPU) 204, a Read Only 
Memory (ROM) 206, a Random Access Memory (RAM) 
208, a storage 210, a display 220, an audio 222, a keyboard 
224, a pointer 226, miscellaneous input/output (I/O) devices 
228, communications 230 and optional voice recording sys­
tems 240-a, 240-b, and 240-c. The bus system 202 may be for 
example, one or more of such buses as a system bus, Periph­
eral Component Interconnect (PCI), Advanced Graphics Port 
(AGP), Small Computer System Interface (SCSI), Institute of 
Electrical and Electronics Engineers (IEEE) standard number 
1394 (FireWire), Universal Serial Bus (USB), etc. The CPU 
204 may be a single, multiple, or even a distributed computing 
resource. Storage 210 may be Compact Disc (CD), Digital 
Versatile Disk (DVD), hard disks (HD), optical disks, tape, 
flash, memory sticks, video recorders, etc. The display 220 
can be, for example, a cathode ray tube (CRT) display, a flat 
panel type of display, a touch screen display, a display with 
voice activated fields, etc. Note that depending upon the 20 

actual implementation of a computer system, the computer 
system may include some, all, more, or a rearrangement of 
components in the block diagram. It will be noted by those of 
skill in the art that the functionality of any of the voice 
recording systems 240-a, 240-b or 240-c can be provided by 25 

other components of the computer system 201. This means 
that a computer system 201 can be configured to record voice 
data without a dedicated system indicated explicitly as 240-a, 
240-b, or 240-c. Thus, many variations on the system of FIG. 

15 systems alone or storage and computing resources. Likewise, 
one or more voice recording systems 310 can be located 
within the businesses 304-1 through 304-B or one or more 
voice recording systems, such as 312, can be accessible to one 
or more businesses via the network 302. The methods and 
apparatuses described herein may be applied to essentially 
any type of communicating means or device whether local or 
remote, such as a LAN, a WAN, a system bus, etc. 

Referring back to FIG. 1, at 122 the modified or processed 
voice recording( s) is available to be used by people or entities 
who are not supposed to have access to the human's special 
information. Rendering segments of the voice recording 
unintelligible (whether in analog or digital form or in a textual 
representation of the voice recording) can occur in a variety of 
ways, some of which are reversible and others of which are 

2 are possible. 
In various embodiments, a pointing device such as a stylus 

30 not reversible. Rendering unintelligible will be described 
below in more detail in conjunction with the figures that 
follow. is used in conjunction with a touch screen, for example, via 

220, thereby allowing an agent to input data through a user 
interface that is presented to the agent on the display 220 as 
facilitated by a software program that is executed by the 35 

processor 204. Alternatively, the agent can input data utilizing 
the keyboard 224 and/or a pointing device 226. A "mouse" is 
an example of a commonly known pointing device. Alterna­
tively, the software program can be configured to provide a 
voice activated field( s) within the user interface that is pre- 40 

sented to the agent on the display 220. Audio input from the 
agent can be received utilizing the audio 222. Such a user 
interface configured for voice activation or voice prompt can 
be useful when an agent is physically challenged and cannot 
accomplish data input using a keyboard, a mouse. Note that 45 

voice functionality can also be useful to a user who is not 
physically challenged, such functionality can enhance the 
user friendliness of a user interface in general. 

Connection with a network is obtained via 232 and 230, as 
is recognized by those of skill in the art, which enables the 50 

data processing device 201 to communicate with other data 
processing devices in remote locations. For example a voice 
recording system 240-b can be connected at 234 to commu­
nications 230, thereby allowing the voice recording system 
240-b to have communications with the computer system 55 

201. A voice recording system 240-a can be connected at 238 
via a miscellaneous input/output device 228, thereby allow­
ing the voice recording system 240-a to have communica­
tions with the computer system 201. It is understood that 
"communications" between the computer system 201 and 60 

any of the voice recording systems can represent a one-way 
flow of information or a bidirectional flow of information. 

FIG. 3 illustrates, generally at 300, a network environment 

Alternatively, or in addition to the processing described 
above, the voice recording can be associated with an identifier 
(metadata). The identifier can indicate that special informa­
tion either is or is not contained within the voice recording. 
The identifier can contain various elements of metadata, such 
as data that indicates how the special information has been 
processed. For example, the identifier can indicate that the 
special information has been encrypted, deleted, masked, etc. 
The identifier can provide information relative to the use-case 
under which the voice recording was obtained, the data 
owner, the data custodian, etc. Identifiers can also indicate 
that a voice recording is "clean," i.e., free of special informa­
tion relative to a particular use-case. 

As mentioned above, a business entity can take on a variety 
of forms. Embodiments of the invention are not limited by a 
form of a business entity and the examples of business entities 
provided herein do not limit embodiments of the invention. 
The examples of business entities given herein are provided 
for illustration purposes only and it is expected that embodi-
ments of the invention will be applicable to business entities 
that are as of yet unknown. 

For example, one form of business entity is the retail or 
wholesale establishment providing goods and/or services to 
customers. Examples include but are not limited to entertain­
ments services (gambling, sports, etc.); financial services 
(banking, investment, etc.); real estate and related services, 
transportation providers such as train, plane, boat, etc.; insur-
ance; hard goods; soft goods; services such as cleaning, main­
tenance, etc. Another area is professional services, such as 
organizations that dispense medical or legal services to 
patients, clients, callers, etc. Yet another area is providers of 
public services, such as emergency services summoned in which embodiments of the invention can be implemented. 

The network environment 300 has a network 302 that permits 
"H" humans, 308-1through308-H to communicate with "B" 
businesses 304-1through304-B. One or more data process-

65 through 911 calls, municipal services, social services, such as 
but not limited to various departments of health and human 
services (DHHS), departments of health and family services 
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(DHFS), local, state, and federal government offices, agen­
cies, etc. In still other cases the goods and/or services can be 
user defined for a particular situation. 

Each of the business entities described above represents a 
use-case (some represent the same use-case, others represent 
a different use-case), in which a suite of special information is 
established. The logical setting of the use-case together with 
applicable laws will influence the information that is consid­
ered to be special and to which access will be restricted by the 
system within appropriate embodiments of the invention. 
Embodiments of the invention are applicable to use-cases 
which are both presently known and unknown. As used 
herein, "use-case" refers broadly to a scenario wherein spe­
cial information pertaining to a user is obtained. 

Entry of a person's special information into a field of a user 
interface occurs within a window of time. A typical scenario 
that describes the process begins with an agent (for example, 
a live person or an "electronic agent") propounding a question 
to a person, such as "Can I have your social security number 
please?" The person speaks in reply to the question and the 
agent begins to input the answer spoken by the person. A 
marker is then correlated with the entry of such special infor­
mation. For example, a marker can correspond to any time or 
times coherently associated with the window of time corre­
sponding to the entry of the special information. Such times 
include, but are not limited to, the beginning of the entry, the 
end of the entry, and any time there-between or related 
thereto. An example of a time related thereto is an offset in 
time from the window of time corresponding to the entry of 
the special information, etc. It will be noted that a typical 
session between a person and an agent, during such an inter­
action, will result in a plurality of utterances of special infor­
mation. Therefore, it is to be expected that a series of markers 
will be created and used to render unintelligent a series of 
segments within a voice recording between the person and the 
agent. 

8 
passed via 406 to a voice recording system and the voice 
recording is processed 408 utilizing the marker to render the 
person's special information unintelligible. 

In a configuration of agent equipment that does not asso­
ciate data input events (e.g., keystroke and mouse movement) 
with their corresponding times of occurrence, architecture as 
shown at 450 is used, in various embodiments, to establish the 
corresponding times of occurrence. The times of occurrence 
416 are obtained by monitoring activity in a legacy agent 

10 application 412. The times of occurrence 418 are used to 
process the voice recording 420 in order to render the special 
information unintelligible. A legacy agent application 412 is 
used by an agent to enter information obtained during a con-

15 versation with a person. Such a legacy application is hosted 
by a system such as shown in FIG. 2 at 201. A monitor 
application 410 is also hosted by the system shown in FIG. 2 
at 201. The monitor application 410 is used to obtain the times 
416 that correspond with the entry of special information 

20 pertaining to the person. The times or "markers," 416, so 
obtained, are passed via 418 to process the voice recording 
and to render unintelligible the special information that per­
tains to the person at 420. Processing the special information 
within the voice recording can be performed by the monitor 

25 application 410, another application or the processing can be 
performed by another data processing system as described 
above in conjunction with the preceding figures. For example, 
the processing can be performed at remote locations by 
means of the network connections and/or at one or more sites 

30 remote or local to the business entity that hosted the agent 
application. 

Throughout this description of embodiments, both a 
speech signal contained within a voice recording as well as a 
speech signal dynamically input into a system can be pro-

35 cessed to render a person's special information unintelligible. 
For example, in the case ofa speech signal input into a system, 
the speech signal can be processed before the voice recording 
is created. Such processing can be performed for example, in 
real-time or near real-time, note however that either of these 

40 cases imply no limitation on embodiments of the invention. In 
this case, a marker is used to start or to stop processing the 
speech signal, thereby creating a voice recording that has at 
least some of the person's special information rendered unin-

FIG. 4 illustrates various architectures, generally at 400, 
for implementing embodiments of the invention. With refer­
ence to FIG. 4, a block 402 represents an integrated agent 
software/hardware application that produces a processed 
voice recording, thus rendering a person's special informa­
tion unintelligible. In various embodiments, fields on a user 
interface that correspond to a person's special information are 
used to create "markers" when an agent takes action that is 
associated therewith. For example, the beginning of entry of 45 

special information into such a field establishes a "marker." 
The marker is related to the time of entry of the special 
information. The marker is used by the integrated agent soft­
ware/hardware application to mark a section of the voice 
recording for processing. Processing renders unintelligible, 
the section of the voice recording associated with the marker 
Note that an integrated agent software/hardware application 
has the times of occurrences of events readily available for 
use in processing a voice recording. Such a situation is most 
readily obtained when an application program has been 55 

designed to associate input events (e.g., keystroke and mouse 
locations) with their corresponding times of occurrence and 
the time bases used for the data input and the recording 
system are either the same or the relationship between them is 
known. 

telligible. 
FIG. 5 displays, generally at 500, utilizing a marker 

according to embodiments of the invention. With reference to 
FIG. 5, at a block 502 a marker is assigned to special infor­
mation that is obtained from a person during an interaction 
with an agent possibly in conjunction with activity in a user 

50 interface. At a block 504 the marker is used to identify special 
information within the voice recording of the interaction. At a 
block 506, the part of the voice recording corresponding to the 
special information uttered by the person, during the interac-
tion, is rendered unintelligible. 

Rendering unintelligible can be accomplished by record-
ing a masking signal either over a segment(s) of the original 
voice recording in the location of the utterance( s) of special 
information so identified or by recording the masking signal 
in place of or mixed with a segment(s) of a speech signal, as 

60 the speech signal is input into a system. In various examples, 
a noise signal [white noise, pink noise, tone, zero amplitude 
signal (erase), etc.] is recorded, over, in place of, or mixed 
with the segment of the voice recording rendering the special 
information unintelligible. In another example, the segment 

Architecture shown at 425 can be used, in various embodi­
ments, to process voice recordings when a configuration of 
agent equipment (software/hardware) does not place the data 
input system in common control with the voice recording 
system. At 425 a legacy agent application (software and/or 
hardware) 404 provides for the input of special information 
and creates a marker( s) associated therewith. The marker(s) is 

65 of the voice recording corresponding to the utterance of spe­
cial information is encrypted to renderthe utterance of special 
information unintelligible. Encryption can be reversed (de-
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crypted) with a key if desired. Encryption and decryption are 
described in more detail below in figures that follow. 

It will be noted that either an analog or a digital represen­
tation of the voice recording can be processed to render unin­
telligible the special information contained therein. Addition­
ally, as described above, a textual representation of a voice 
recording can be processed to render unintelligible the ele­
ments of text that correspond with the segments of special 
information contained therein. 

10 
are not limited to a particular language. The times mentioned 
above i.e., twelve (12) seconds to utter a credit card number 
and eight (8) seconds to utter a Social Security number can be 
different for people speaking the same language (i.e., fast 
talkers or slow talkers) and the times can be different in 
embodiments of the invention configured for languages other 
than English. 

Markers can be created in various ways, one way described 
above which is based on the beginning of entry of confidential 
information into the field by the agent might have a latency 
period associated therewith. The latency period can result 
since a person will usually begin to speak and then after a 
period of time an agent will begin to enter information into a 
field in response to the speaking. In one embodiment, this 

As an alternative, or in addition to the processes described 10 

in conjunction with the block 506, the voice recording can be 
associated with an identifier. The identifier can indicate that 
special information either is or is not contained within the 
voice recording. In various embodiments, the identifier can be 
configured to assist in providing the functionality described 
above in conjunction with the discussion in FIG. 1 above. 

15 latency period can be accounted for by building into a system 
an offset, the offset is used to process an additional portion of 
a speech signal, thereby capturing the entire utterance of 
special information. 

FIG. 6 illustrates processing a speech signal according to 
embodiments of the invention. With reference to FIG. 6, a 
speech signal 600 contains both special information pertain­
ing to a person as well as information that is not special and 
hence will not be rendered unintelligible. A segment 610a of 
a speech signal is displayed as a waveform along a horizontal 
axis 604 that corresponds to "time" and along a vertical axis 
602 that corresponds to "amplitude." A part of the speech 
signal within the segment 610a contains the special informa­
tion, e.g., [980238934], which can correspond to a credit card 
number, a personal identification number, account number, 
etc. A marker, created as described above in conjunction with 
the preceding figures, is used to process a part of the speech 
signal. For example, a first marker could be associated with 
the beginning of entry of special information into a particular 
field of a user interface; such a marker is indicated at 612. A 
second marker can be associated with an end of entry of 
special information into the field. The first and second mark­
ers can be used to establish a window indicated at 608. 

For the purpose of this example, the special information 
contained within a part of the speech signal indicated by the 
window 608 is shown as [0238934] in 600. The entire quan­
tum of special information contained in the voice recording 
(speech signal) that corresponds with entry of special infor­
mation into the field is [980238934] in 600. The segment 
61 Oa of the speech signal is processed to render the portion of 
the speech signal within the window 608 unintelligible. The 
processed speech signal is displayed in 625 as 610b. 

Alternatively, a single marker can be used to define a win­
dow used to process a part of the speech signal. For example, 
following a determination that an agent is getting ready, is 
ready, or is entering information into a particular field of a 
user interface, such as a credit card field, a length of a window 
can be set from a priori knowledge of how long it takes for an 
average person to utter a response to a question propounded 
by an agent. For example, if a credit card number was 
requested, the next twelve (12) seconds of a speech signal can 
be assumed to be an utterance of special information in 
response to the prompt. In another example, following a 
prompt for a Social Security number, the next eight (8) sec­
onds of a voice recording (speech signal) can be assumed to 
be an utterance of special information in response to the 
prompt. Thus, in various embodiments, a quantum of special 
information can be processed and rendered unintelligible by 
defining a single marker and setting a time window relative to 
the marker or by defining multiple markers. 

An example of including an offset (also referred to as a 
20 guard band) in a procedure used to process a portion of a voice 

recording (speech signal) associated with the onset of speak­
ing is shown at 650 in FIG. 6. An offset is indicated at 606c. 
A part of the voice recording (speech signal) corresponding to 
an offset 606c is also processed along with the part of the 

25 voice recording (speech signal) corresponding to the window 
608 to render unintelligible the entire number, e.g., 
[980238934] as indicated by a segment of the speech signal 
610c. The guard band (offset 606c) captured the portion of the 
speech signal that contained "98" which could correspond to 

30 the amount of the speech signal that was omitted due to a 
speaking latency. 

In the dynamic input case, in one embodiment, the offset 
can be accomplished by buffering the input speech signal to 
create a time delay for real-time or near real-time processing. 

35 The signal is then rendered unintelligible and recorded to 
create a voice recording. 

The window 608 can also be extended beyond the length 
shown in FIG. 6 with a trailing guard band i.e. 614c. However, 
in the case of speaking latencies it will usually be the case that 

40 an agent is still typing after a person has finished speaking, 
therefore an extension of the length of the window 608 would 
most likely result in processing silence. 

In a voice recording created during an interaction between 
a person and a business entity, the process described above is 

45 repeated throughout the voice recording to render unintelli­
gible the parts of the voice recording that correspond to utter­
ances of special information that pertain to the person. There 
is no limit on the number of parts of the voice recording that 
can be processed. The amount of processing will depend on 

50 the particular use-case of interest. 
It will be noted that it is not always necessary to render 

unintelligible the exact words or the exact numbers uttered by 
a person when an utterance of special information occurs. For 
example, the numbers shown under the window 608 at 600 

55 might not include all of the numbers that comprise for 
example a social security number or a credit card account 
number. Social security numbers consist of nine (9) digits and 
currently, credit card account numbers have sixteen (16) dig­
its. Seven (7) digits are displayed under the window 608 at 

60 600, which represent a partial acquisition, i.e., [0238934], of 
the special information [980238934]. However, in some use­
cases, a partial acquisition can provide a sufficient amount of 
information, which, when rendered unintelligible, construc-Note that the embodiments of the invention presented 

herein can be implemented in a variety of languages. The 
descriptions presented herein utilize the English language; 65 

however, other languages such as Spanish, Russian, etc. are 
readily implemented as well. Embodiments of the invention 

tively renders unintelligible the item of special information. 
Another use-case can present a different situation. For 

example, in a medical services application where an item of 
special information is a person's name or disease a greater 
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degree of localization of the special information within the 
voice recording might be required. In such a case, guard 
bands and variations in a correlation function between activ­
ity in a user interface and the voice recording can be adjusted, 
as described below in the figures that follow. 

FIG. 7 illustrates, generally at 700, correlating activity in a 
user interface with special information according to embodi­
ments of the invention. With reference to FIG. 7, a block 702 
signifies activity in a user interface. Activity includes, but is 
not limited to, moving a pointing device into a field of a user 
interface that corresponds with special information. Special 
information can include, in various use-cases, bank account 
numbers, credit card numbers, social security numbers, 
addresses, diseases, etc. At a block 704, activity in the user 
interface is correlated with the input of special information. 
Correlating activity with the input of special information can 
include, but is not limited to, establishing that a trajectory of 

12 
produce a maximum correlation which can be assigned a 
value of one "1" and when the pointing device is not within 
the field 804 a minimum correlation assigns a value of zero 
"O." When a correlation coefficient is equal to one "1" a part 
of a voice recording contemporaneously related thereto is 
processed to render the part unintelligible. When a correlation 
coefficient is equal to zero "O" the voice recording is not 
rendered unintelligible. 

More complex correlation functions between pointing 
10 device positions and the field 804 can be created by consid­

ering other criteria, such as a direction of travel and a location 
of a pointing device. In an alternative scheme, a minimum 
correlation (i.e., zero "O") is assigned when the pointing 

15 
device is located at positions furthest from the field 804 or 
when the pointing device is located in a different field and an 
agent is inputting data into the different field. A maximum 
correlation of one "1" can occur when the pointing device is 
located within the field 804. Several correlation coefficients 

a pointing device, such as a mouse, is headed for a field of a 
user interface that is used to input special information. Estab­
lishing a trajectory is described more fully below in conjunc- 20 

tion with FIG. 8. 
between zero "O" and one "1" can be assigned when the 
pointing device (such as a mouse) is traveling between points 
of minimum and maximum correlation. For example, when a 
pointing device is located at the position 810 a correlation 
coefficient of0.5 can be assigned. When the pointing device 

In another embodiment, within a voice enabled applica­
tion, an action that signifies that an input field is "active" can 
be detected and used to correlate activity in the user interface 
with the input of special information. As a result of the pro­
cess occurring in block 704, a part of a voice recording is 
rendered unintelligible at a block 706. 

In yet another embodiment, a first portion of a first image 
from a first screen of a user interface is compared with a 
second portion of a second image from a second screen of the 
user interface. The first and second screens of the user inter­
face are separated in time. Analysis ofimage data separated in 
time provides information on changes that can occur within or 
near the fields ofinterest. In this example, the fields ofinterest 
are the fields within a user interface that are used to input 
special information about a person. 

25 is located at the position 812 and has a trajectory that will 
intersect the field 804, such as indicated by the line 814, the 
correlation coefficient can be zero point eight "0.8." After 
entering an area on the user interface indicated by the first 
offset distance 806 (with a trajectory calculated to intersect 

30 the field 804) the correlation coefficient can be raised to zero 
point nine "0.9." An algorithm that computes an instanta­
neous correlation between a position of a pointing device and 
a field (used to input special information) can be configured to 
initiate processing a part of a voice recording when an instan-

35 taneous correlation coefficient rises above a predetermined 
threshold. 

FIG. 8 depicts activity in a user interface according to 
embodiments of the invention. With reference to FIG. 8, a 
composite view of at least two successive screens of a user 
interface is shown generally at 800. In one embodiment, a 40 

user interface 802 contains a field 804. Field 804 is used for 

In various embodiments, within the example described 
directly above, the threshold can be set at 0.8 or 0.9 to achieve 
acceptable accuracy with respect to processing and rendering 
unintelligible a part of a voice recording containing a person's 
special information. Note that using a correlation function as 
described above can be used as a type of guard band that 
dynamically starts processing the voice recording based on 
activity that is correlated with a field used for the entry of 

the input of special information pertaining to a person. First 
offset distance 806 and second offset distance 808 are desig­
nated around the field 804. Activity at one or more offset 
distances can at times be correlated with the entry of data into 
the field 804. 

45 special information that pertains to a person. A guard band 
derived from such activity is an "active" guard band and will 
depend on the logic embedded in the algorithm used to estab­
lish the correlation coefficients and the threshold used to 

In this example, at a time equal to t1 , image data corre­
sponding or related to the image displayed on the user inter­
face 802 is analyzed and a pointing device location is indi­
cated at 810. At a time equal to t2 (t2 >t1), image data 50 

corresponding or related to the image displayed on the user 
interface 802 is analyzed and the pointing device location is 
indicated at 812. A line 814 indicates a trajectory of the 
pointing device. The trajectory, indicated by the line 814, 
intersects the field 804 as indicated by a dashed line 816. 55 

From the foregoing analysis it can be determined that an agent 
is moving a pointing device in a direction of and possibly into 
the field 804 to enter special information into a user interface 
that pertains to the person. 

initiate processing a voice recording. 
Many alternative schemes exist. For example, in one 

embodiment, within a user interface that is designed around a 
series of fields that are accessed via a "TAB" key, a maximum 
correlation coefficient of one "1" is assigned when an agent 
has "tabbed" into a designated field used for inputting special 
information about a person. A minimum correlation coeffi­
cient can exist when the agent is not in a field designated for 
special information. Processing a part of a voice recording to 
render the part unintelligible will occur when the instanta­
neous correlation coefficient equals one "1" and processing 
will not occur when the instantaneous correlation coefficient 
equals zero "O." 

Various criteria can be used to establish a correlation 60 

between activity within a user interface and entry of special 
information into a field of the user interface. For example, 
different correlation coefficients can be assigned to various 
activities within the user interface and the field 804. A value 

The user interface 802 is displayed at 850 in a state that 
corresponds to a time t3 (t3>t2>t1) to show the result of the 
special information entered by the agent at 852. In the use-

65 case depicted in 850, the special information is the name of a 
disease, i.e., "AIDS." The events displayed in FIG. 8, can be 
correlated with a voice recording that is recorded between a 

of a correlation coefficient is used to render unintelligible a 
part of a corresponding voice recording. For example, in one 
scenario, a location of a pointing device within field 804 will 
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person and the agent during an interaction to mask the name 
of the disease, in this example, "AIDS," within the voice 
recording. 

FIG. 9 shows monitoring a user interface, generally at 900, 
according to embodiments of the invention. With reference to 
FIG. 9, an area of a user interface is selected at a block 902. 
The area of the user interface selected at the block 902 can be 
an area within the user interface that is designated for the 
input of special information that pertains to a person. There 
can be one or more of such areas within a user interface 
designated for input of special information. The number of 
such areas will depend on a particular use-case contemplated 
by a user interface. The area of the user interface selected at 
the block 902 is monitored at the block 904. Based on the 

14 
times that corresponds with the keys and/or the mouse coor­
dinates as indicated by a path 1034, which may originate from 
another program via 1032. 

Special information 1006 input into one of the fields 1008 
results in the program 1010 receiving times (via for example, 
1016and1020or1032and1034) associated with activity in 
the user interface that corresponds to the input of a person's 
special information by an agent. The times so obtained can be 
sent to the voice recording process 1022. The voice recording 

10 process 1022 can use the times corresponding to the special 
information to process the voice recording, thereby rendering 
parts of a voice recording that correspond to the special infor­
mation unintelligible. 

activity detected from the monitoring occurring at the block 15 

904, special information pertaining to a person can be ren­
dered unintelligible at a block 906. 

In some embodiments, a voice recording process 1024 
exists outside of the WINDOWS® operating system environ­
ment 1002. In such a configuration, the times corresponding 
to the input of special information are sent via 1023 to the 
voice recording process 1024 where parts of the voice record-

Monitoring atthe block 904 can occur in a variety of ways. 
In one way all of the activity that occurs within a user inter­
face can be monitored and then filtered to extract only the 
activity that pertains to fields that are used for inputting spe­
cial information. Filtering can be performed based on activity 
occurring within a particular region on a user interface, such 
a region is known in the art as "a window." Monitoring can be 
implemented from a first software program (known also in the 
art as an application program) executing on a processor to 
process a part of a voice recording that corresponds with a 
person's special information. 

Alternatively, in various embodiments, a user interface is 
displayed on an information display, which results from a first 
software program (known also in the art as an application 
program) executing as a first process on a processor. A second 
software program or application executing as a second pro­
cess on the processor or a different processor can perform the 
monitoring indicated at block 904 apart from any need to 
modify the first software program. In the WINDOWS® fam­
ily of operating systems such monitoring is accomplished 
using WINDOWS® "hooks." 

FIG. 10 depicts monitoring in a WINDOWS® environ­
ment, generally at 1000, according to embodiments of the 
invention. With reference to FIG. 10, a WINDOWS® oper­
ating system environment is indicated at 1002 for a data 
processing system. A first application program 1004 contains 
fields 1008 that are used to input special information that 
pertains to a person. The first application program 1004 can 
be a legacy agent application, and is executed as a process 
within 1002. Such a legacy application program can be one 
that is used at some existing call centers to handle calls from 
people who contact a business entity. A second software 
application program (monitor program) 1010 is executed as a 
separate process from the process that corresponds to the 
legacy agent application 1004. The program 1010 is config­
ured to use one or more WINDOWS® "hooks." The "hooks" 
enable the program 1010 to receive information from the first 
application program 1004. 

In one example, the WINDOWS® hook "WH_GETMES­
SAGE" is used by the program 1010 via 1020. The hook 
"WH_GETMESSAGE" directs virtual-key codes and/or 
pointing device (mouse) coordinates or positions along with 

20 ing are processed to render the special information contained 
therein unintelligible. 

Note that embodiments of the invention are employed in a 
variety of hardware/software architectures, as was described 
in conjunction with the preceding figures. Within these varied 

25 architectures, a time base used for a voice recording system 
and a time base used for input of special information to a data 
processing system may not be the same, multiple clocks can 
be employed and an offset may exist between them. In order 
to accurately use times that correspond to user interface activ-

30 ity during the processing of a voice recording file it may be 
necessary to measure the offset between the two or more time 
bases. Such a measurement is useful when a voice recording 
system associates absolute time with a recording, since a data 
processing system usually reports or attempts to report (as 

35 limited by inherent inaccuracies) absolute time with associ­
ated keyboard and pointing device messages. 

Voice recording systems that do not associate absolute time 
with a voice recording will need to be marked with an artifact 
that is relatable to a time base used by a data processing 

40 system used to enter the special information. The artifact 
corresponds with a known time. Measuring from the artifact 
permits the times associated with other locations within the 
voice recording to be correlated with times generated by the 
data processing system. In one embodiment, an artifact is 

45 recorded in a voice recording when a first activity associated 
with an input of special information occurs. In another 
embodiment, an artifact is recorded in a voice recording when 
a first activity associated with an input of any information 
pertaining to a person occurs. In yet another embodiment, an 

50 artifact is recorded in a voice recording when a person con­
nects with an agent at a call center and a call is initiated. 

In systems with multiple clocks or even in systems with a 
single clock it may be desirable to calibrate the clock(s) to a 
standard time reference such as an atomic clock. A standard 

55 time reference obtained from an atomic clock is accessible 
over the Internet and can be used for calibration by the clock 
(s) in the systems described herein when a connection to the 
Internet is available. In other instances, networks that are not 
connected to the Internet can maintain a reference clock that 

an associated time that corresponds with the virtual-key code 60 

or the mouse coordinates to be passed via 1020 to the monitor 
program 1010 as indicated by a path 1020, which may origi­
nate from another program via 1016. Other alternatives exist, 

can be used forthe purpose of calibration ofindividual clocks. 
When a voice recording system, such as 1022, is operating 

within the WINDOWS® operating system environment 
1002, a common system clock is available for both the voice 
recording process 1022 and the data entry events 1008 occur­
ring within the user interface; thus the problem of an offset 
does not exist. In such a case, times obtained from the hooks 

for example the WINDOWS® hook "WH_JOURNAL­
RECORD" and the "HC_ACTION" hook code 1030 will 65 

allow the program 1010 to receive virtual-key codes and/or 
pointing device (mouse) positions along with associated described above can be used directly to process a voice 
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recording; thereby rendering a part(s) of the voice recording 
corresponding to the special information unintelligible. 

16 

FIG. 11 illustrates, generally at 1100, reprocessing a voice 
recording according to embodiments of the invention. As 
described above, a voice recording is processed to render 
locations within the voice recording that correspond to utter­
ances of special information unintelligible. Reprocessing of 
these portions of the voice recording, to render them intelli­
gible, can be performed when a reversible process is used to 
render the portions of the voice recording unintelligible. A 10 

reversible process is a process such as an encryption that is 
performed with a key so that a decryption can be performed to 
recover the original information that was previously 
encrypted. Processes for encryption/decryption utilizing keys 

15 
are known to those of skill in the art and can be used within the 

ferent processing parameters can be applied to the voice 
recording, such as time window width, guard band(s) width, 
correlation adjustments, etc. 

The reprocessed voice recording is transferred back to 
entity 2 at block 1108. If there is no need for further repro­
cessing, the voice recording is passed to block 1112, via path 
1110, where entity 2 can operate on the processed or repro­
cessed voice recording. The operations (alternatively referred 
to as analysis) can vary according to the use-case of interest as 
described above. 

Entity 2 can function in a variety of roles with respect to the 
voice recording, such as but not limited to, an agent or a 
contractor for entity 1, various contractual relationships can 
exist between entity 1 and entity 2. Entity 2 can have varying 
degrees of access to the special information contained within 

various embodiments described herein. 
With reference to FIG. 11, reprocessing voice recordings is 

described with respect to two entities, entity 1 and entity 2, 
generally at 1100. Entity 1 and entity 2 have different rela­
tionships with respect to the information contained within the 
voice recording. As described above, a voice recording 1102 
is obtained from an interaction between a person and an 
interface of a business entity. The voice recording 1102 con­
tains special information that entity 1 has a right to access; 
however, for the purpose of this description, entity 2 has a 
different relationship to the special information. In one or 
more embodiments, the relationship of entity 2 to the special 
information is one of having less right to access the special 
information than entity 1 has. In this example, the special 
information is rendered unintelligible, at block 1104. Block 
1106 identifies a general realm where the special information 
is intelligible within the voice recording and the special infor­
mation within the voice recording is under the control or 
agency of entity 1. When the voice recording flows outside of 
block 1106 the special information is rendered unintelligible 
before reaching entity 2 at block 1108. 

Entity 2 receives a processed voice recording at block 
1108. Entity 2 can use the processed voice recording in a 
variety of ways. For example, some of the ways are, but are 
not limited to, analysis of the processed voice recordings, 
fulfillment of an order for goods or services, etc. Analyses of 
the processed voice recording can have various purposes, 
such as for establishing a quality of service rendered, estimat­
ing competence of the interface of the business entity used to 
interact with the person who utters the special information, 
etc. Other purposes include, but are not limited to, recom­
mending a change to one or more functions of the business. 
Such changes can include, for example, improving an effi­
ciency of an interface between a business entity and people 
who interact with the business entity. 

Entity 2 may determine that there is some need to reprocess 
the processed voice recording. For example, a problem with 
an unintelligible portion of a processed voice recording is 
found at 1109. Such a problem could be that too much of the 
voice recording was rendered unintelligible during the initial 
processing or that too little of the voice recording was ren­
dered unintelligible during the initial processing. In such 
instances, the processed voice recording is sent back to entity 
1 at block 1114 for reprocessing at block 1104. Ifa reversible 
process was used to process the portion of the voice recording 
that has the problem, entity 1 reverses the process and takes 
appropriate action to correct the problem with the portion of 
the voice recording that was rendered unintelligible. Appro­
priate action can involve reprocessing the portion of the voice 
recording at issue with different processing parameters. Dif-

the voice recording depending on the contractual relationship 
between entity 1 and entity 2. 

In the arrangement described above, entity 1 maintains 
20 control of a key(s) used for the processing (encryption/de­

cryption). Due to entity 2' s different or limited relationship to 
the special information, entity 2 does not have access to the 
key(s) and cannot reprocess the voice recording. Such an 
arrangement provides security and limited access to the spe-

25 cial information contained within the voice recording. It will 
be noted that entity 1 can authorize another entity, such as an 
entity 3 (not shown) to reprocess the voice recording. In such 
a case, the third party can be entrusted with a key( s) needed to 
process (encrypt/decrypt) the voice recordings. Note that a 

30 contractual relationship can exist between entity 1 and entity 
3 that could be different from a contractual relationship 
between entity 1 and entity 2. 

FIG. 12 illustrates, generally at 1200, information and 
value flow according to embodiments of the invention. With 

35 reference to FIG. 12, an entity A, indicated at 1202, has under 
its control voice recordings 1201 that contain special infor­
mation obtained from a human(s) 1203. A contractual rela­
tionship(s) can exist between the human(s) 1203 and the 
entity A 1202. Note that the contractual relationship(s) will 

40 reflect terms associated with a use-case. As described above, 
special information can be confidential information, secret 
information, private information, etc., information that is 
generally considered not to be appropriate or lawful for all 
entities to access or possess. The special information is ren-

45 dered unintelligible at block 1208. 
Alternatively, an entity B, indicated at 1204, can process 

the voice recordings 1212 to render unintelligible the special 
information contained therein. In some embodiments, the 
entity B will associate an identifier with a voice recording that 

50 contains special information (as described above in conjunc­
tion with the preceding figures). In some cases, the identifier 
will mark or flag a voice recording, thereby providing notice 
of special information, without rendering the special infor­
mation, contained therein, unintelligible. Such marking can 

55 also provide notice that a voice recording is "clean" and does 
not contain special information. A contractual relationship 
can exist between the entity A 1202 and the entity B 1204. In 
one embodiment, information flows from the entity A 1202 to 
the entity B 1204 along a path 1210. Value 1216 can flow from 

60 the entity A 1202 to the entity B 1204 to provide compensa­
tion for the processing performed by the entity B 1204 on the 
voice recordings. In one or more embodiments, value 1216 
takes the form of a debit or a credit that is transferred in 
exchange for services provided by the entity B 1204. An 

65 example of a debit is an invoice or a bill to show what is owed 
and an example of a credit is payment in the form of valuable 
consideration. 
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A contractual relationship can exist between the entity B 
1204 and the entity C 1206 and a contractual relationship can 
exist between the entity C 1206 and the entity A 1202. In one 
embodiment, the processed voice recordings can flow from 
the entity B 1204 along various paths to one or more entities, 
such as the entity C 1206 and/or the entity A 1202. The 
processed voice recordings can flow as information 1214 to 
an entity Cat 1206. In one embodiment, the entity C 1206 can 
perform operations (analysis) on the processed voice record­
ings as previously described. The operations can vary accord- 10 

ing to the use-case ofinterest as described above. Such opera­
tions can include, but are not limited to, performing analysis 
on the quality of service provided by an agent during a cus­
tomer-agent interaction, etc. Output from the operations per­
formed by the entity C 1206, on the voice recordings, can flow 15 

as item 1226 to the entity A 1202. The entity C 1206 can also 
function as a data custodian, thereby providing storage of the 
processed voice recordings. The processed voice recordings 
1212 can flow as item 1215 to the entity A 1202. 

In one embodiment, the processed voice recordings can 20 

flow as item 1224 from the entity A 1202 to the entity C 1206. 
The entity C 1206 can perform operations on the processed 
voice recordings as previously described. Value 1220 can 
flow from the entity A 1202 to the entity C 1206 and the item 
1226 rendered by the entity C 1206 can flow to the entity A 25 

1202. In exchange for the services/goods rendered by the 
entity C 1206, value 1220 can flow from the entity A 1202 to 
the entity C 1206. Note that item 1215, item 1224, and item 
1226 can be provided in various forms or formats. Such forms 
or formats include, but are not limited to, printed, written, 30 

video, audio, multimedia, live presentation, oral communica­
tion, electronic, etc. 

In various embodiments, control and beneficial use of a 
system implemented as described in this description of 
embodiments, inure to the benefit of a person who uses such 35 

a system to contact a business entity. The person benefits from 
the enhanced security afforded to the person's special infor­
mation, as well as benefiting from the efficiency, and 
improved business practices that the business entity is 
capable of providing to the person. Thus, a person uses such 40 

a system to his or her benefit and controls the system by 
initiating an interaction with a business. In one or more 
embodiments, such an interaction is in the form of a voice 
communication, i.e., a call. 

In controlling a system, a person (a caller) initiates an 45 

interaction (a call) with a business, thereby, activating the 
system to obtain a service, services, a good, goods, etc. which 
is the object of the call so placed with the business, while 
benefiting from the protection afforded to the person's special 
information. The person is in control of the interaction with 50 

the business and can terminate the interaction at will. Thus, 
the person controls the system. 

In various embodiments, the systems described in this 
description of embodiments provide tools that a business 
entity can use to improve various aspects of its business 55 

operations. In one or more embodiments, beneficial use of 
such systems can also inure to the business entity. In one 
example, processing a speech signal to render unintelligible a 
person's special information allows a business entity to com­
ply with various laws that pertain to such information, while 60 

simultaneously allowing the business entity to improve or 
manage itself more effectively. Such benefit, e.g., improve­
ment or management is accomplished, for example, through 
application of the processed voice recordings as embodied in 
the analysis thereof. Analysis of (alternatively referred to as 65 

operations on) the processed voice recordings can be fed back 
to a business in various forms or formats. Such forms or 

18 
formats include, but are not limited to, printed, written, video, 
audio, multimedia, live presentation, oral communication, 
electronic, etc. 

Alternatively, or in addition to analysis provided to a busi­
ness by a separate entity, a business may choose to perform its 
own analysis on the processed voice recordings. Analysis or 
operations on processed voice recordings, as used within this 
detailed description of embodiments, is to be afforded broad 
meaning, including but not limited to, establishing a quality 
of service rendered during an interaction between an interface 
of a business and a person. Analysis also includes, but is not 
limited to, assessing the accuracy of service provided, goods 
provided, etc. by an interface of a business and a person. As 
noted previously, the interface of a business is either a human 
agent or an electronic agent. 

Note that a speech signal can exist in a variety of forms, 
such as a static form as in a voice recording or a dynamic form 
as in an acoustic wave uttered by a human, data in transit 
within a circuit, system, network, etc. Those of skill in the art 
will appreciate that the techniques and apparatuses described 
herein are applicable to processing a [speech signal as con­
tained in a] voice recording as well as to processing a speech 
signal input into a system, where the speech signal is pro­
cessed before the voice recording is created. Such processing 
can be performed, for example, in real-time or near real-time, 
as described above, but is not limited to these cases. Data can 
exist in digital form, in analog form or can be transformed 
from one form to another according to a particular implemen­
tation. Furthermore, the speech signal can be processed in 
real-time, near real-time or can be time-delayed by buffering, 
etc. before processing to render unintelligible a person's spe­
cial information. 

For purposes of discussing and understanding embodi­
ments of the invention described herein, it is to be understood 
that various terms are used by those knowledgeable in the art 
to describe techniques and approaches. Furthermore, in this 
description, for purposes of explanation, numerous specific 
details are set forth in order to provide a thorough understand­
ing of the embodiments of the invention presented. It will be 
evident, however, to one of ordinary skill in the art that 
embodiments of the invention may be practiced without these 
specific details. In some instances, well-known structures and 
devices are shown in block diagram form, rather than in 
detail, in order to avoid obscuring embodiments of the inven­
tion. These embodiments are described in sufficient detail to 
enable those of ordinary skill in the art to practice the inven­
tion, and it is to be understood that other embodiments may be 
utilized and that logical, mechanical, electrical, and other 
changes may be made without departing from the scope of the 
embodiments of the invention described. 

Some portions of the description may be presented in terms 
of algorithms and symbolic representations of operations on, 
for example, data bits within a computer memory. These 
algorithmic descriptions and representations are the means 
used by those of ordinary skill in the data processing arts to 
most effectively convey the substance of their work to others 
of ordinary skill in the art. An algorithm is here, and generally, 
conceived to be a self-consistent sequence of acts leading to a 
desired result. The acts are those requiring physical manipu­
lations of physical quantities.Usually, though not necessarily, 
these quantities take the form of electrical or magnetic signals 
capable of being stored, transferred, combined, compared, 
and otherwise manipulated. It has proven convenient at times, 
principally for reasons of common usage, to refer to these 
signals as bits, values, elements, symbols, characters, terms, 
numbers, or the like. 
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It should be borne in mind, however, that all of these and 
similar terms are to be associated with the appropriate physi­
cal quantities and are merely convenient labels applied to 
these quantities. Unless specifically stated otherwise as 
apparent from the discussion, it is appreciated that throughout 
the description, discussions utilizing terms such as "process­
ing" or "computing" or "calculating" or "determining" or 
"displaying" or the like, can refer to the action and processes 

20 
ti on of the software by a computer causes the processor of the 
computer to perform an action or produce a result. 

It is to be understood that various terms and techniques are 
used by those knowledgeable in the art to describe commu­
nications, protocols, applications, implementations, mecha­
nisms, etc. One such technique is the description of an imple­
mentation of a technique in terms of an algorithm or 
mathematical expression. That is, while the technique may 
be, for example, implemented as executing code on a com-of a computer system, or similar electronic computing device, 

that manipulates and transforms data represented as physical 
(electronic) quantities within the computer system's registers 
and memories into other data similarly represented as physi­
cal quantities within the computer system memories or reg­
isters or other such information storage, transmission, or dis­
play devices. 

10 puter, the expression of that technique may be more aptly and 
succinctly conveyed and communicated as a formula, algo­
rithm, or mathematical expression. Thus, one of ordinary skill 
in the art would recognize a block denoting A+B=C as an 
additive function whose implementation in hardware and/or 

An apparatus for performing the operations herein can 
implement embodiments of the invention. This apparatus 
may be specially constructed for the required purposes, or it 
may comprise a general-purpose computer, selectively acti­
vated or reconfigured by a computer program stored in the 
computer. Such a computer program may be stored in a com­
puter readable storage medium, such as, but not limited to, 
any type of disk including floppy disks, hard disks, optical 
disks, Digital Versatile Disk (DVD), compact disk-read only 
memories (CD-ROMs), and magnetic-optical disks, read­
only memories (ROMs), random access memories (RAMs), 
electrically programmable read-only memories (EPROM)s, 
electrically erasable programmable read-only memories (EE­
PROMs ), FLASH memories, magnetic or optical cards, etc., 
or any type of media suitable for storing electronic instruc­
tions either local to the computer or remote to the computer. 

15 software would take two inputs (A and B) and produce a 
sunmiation output (C). Thus, the use of formula, algorithm, or 
mathematical expression as descriptions is to be understood 
as having a physical embodiment in at least hardware and/or 
software (such as a computer system in which the techniques 

20 described in embodiments of the invention may be practiced 
as well as implemented as an embodiment thereof). 

A machine-readable medium is understood to include any 
mechanism for storing or transmitting information in a form 
readable by a machine (e.g., a computer). For example, a 

25 machine-readable medium includes read only memory 
(ROM); random access memory (RAM); magnetic disk stor­
age media; optical storage media; flash memory devices; 
electrical, optical, etc. 

As used in this description, "one embodiment" or "an 

The algorithms and displays presented herein are not inher­
ently related to any particular computer or other apparatus. 
Various general-purpose systems may be used with programs 

30 embodiment" or similar phrases mean that the feature(s) 
being described is included in at least one embodiment of the 
invention. References to "one embodiment" in this descrip­
tion do not necessarily refer to the same embodiment; how­
ever, neither are such embodiments mutually exclusive. Nor 

35 does "one embodiment" imply that there is but a single 
embodiment of the invention. For example, a feature, struc­
ture, act, etc. described in "one embodiment" may also be 
included in other embodiments. Thus, the invention may 
include a variety of combinations and/or integrations of the 

in accordance with the teachings herein, or it may prove 
convenient to construct more specialized apparatus to per­
form the required method. For example, any of the methods 
according to embodiments of the invention can be imple­
mented in hard-wired circuitry, by programming a general­
purpose processor, or by any combination of hardware and 
software. One of ordinary skill in the art will immediately 
appreciate that embodiments of the invention can be practiced 
with computer system configurations other than those 
described, including hand-held devices, multiprocessor sys- 45 

terns, microprocessor-based or prograrmnable consumer 
electronics, digital signal processing (DSP) devices, set top 
boxes, network PCs, minicomputers, mainframe computers, 
and the like. Embodiments of the invention can also be prac­
ticed in distributed computing environments where tasks are 50 

performed by remote processing devices that are linked 
through a communications network. 

40 embodiments described herein. 

The methods described within embodiments of the inven­
tion may be implemented using computer software. If written 
in a programming language conforming to a recognized stan- 55 

dard, sequences of instructions designed to implement the 
methods can be compiled for execution on a variety of hard­
ware platforms and for interface to a variety of operating 
systems. In addition, the embodiments of the invention pre­
sented are not described with reference to any particular 60 

programming language. It will be appreciated that a variety of 
programming languages may be used to implement the teach­
ings of the embodiments of the invention as described herein. 
Furthermore, it is common in the art to speak of software, in 
one form or another (e.g., program, procedure, application, 65 

driver, ... ), as taking an action or causing a result. Such 
expressions are merely a shorthand way of saying that execu-

While the invention has been described in terms of several 
embodiments, those of skill in the art will recognize that the 
invention is not limited to the embodiments described, but can 
be practiced with modification and alteration within the spirit 
and scope of the appended claims. The description is thus to 
be regarded as illustrative instead oflimiting. 

What is claimed is: 
1. A method comprising: 
identifying an activity performed in an area of a user inter­

face during a voice recording of a verbal interaction 
comprising a speech signal, wherein the activity com­
prises motion of a pointing device associated with the 
area; 

evaluating the motion of the pointing device by correlating 
the activity with at least a part of the speech signal that 
corresponds with special information and determining a 
correlation value for the special information; 

applying a threshold to the correlation value and rendering 
the special information unintelligible when the correla­
tion value satisfies the threshold; and 

analyzing the voice recording to provide feedback to a 
business based on the interaction. 

2. The method of claim 1, wherein the activity comprises 
entry of the special information into the area. 

3. The method of claim 1, wherein the activity comprises 
making the area active. 
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4. The method of claim 3, wherein making the area active 
indicates a voice activated field for input of the special infor­
mation. 

5. The method of claim 1, wherein the activity comprises a 
keystroke associated with the area. 

6. The method of claim 1, wherein the pointing device is 
located within the area. 

7. The method of claim 1, wherein the feedback is in a form 
selected from the group consisting of print, audio, video, 
electronic, and multimedia. 

8. A non-transitory computer readable medium containing 
executable computer program instructions, which when 
executed by a data processing system, cause the data process­
ing system to perform a method comprising: 

10 

correlating first image data from a user interface with sec- 15 

ond image data from the user interface to detect activity 
within an area of the user interface during a verbal inter­
action comprising a speech signal; 

correlating the activity in the user interface with at least a 
part of the speech signal that corresponds with special 20 

information and determining a correlation value for the 
special information; and 

applying a threshold to the correlation value and rendering 
at least a portion of the special information unintelli­
gible, wherein a guard band is utilized to identify an 25 

amount of the special information for rendering intelli­
gible and a width of the guard band is determined based 
on the activity in the user interface. 

9. The computer readable medium, as set forth in claim 8, 
wherein the data processing system further comprises assign- 30 

ing an identifier to the special information to identify the part 

22 
12. The apparatus of claim 10, wherein the speech signal is 

stored in a digital form. 
13. The apparatus of claim 10, wherein the unintelligible 

rendering of the special information is performed on a textual 
representation of the speech signal. 

14. A system to protect special information during an inter­
action, comprising: 

a communications device; 
a communications network configured to provide commu­

nications between the communications device and a user 
interface; 

a data processing system configured to: 
identify an activity performed in an area of the user 

interface during a verbal interaction comprising a 
speech signal; 

utilize a guard band to identify a part of the speech signal 
that corresponds with special information, correlate 
the activity with the part of the speech signal that 
corresponds with the special information, and deter­
mine a correlation value for the special information; 
and 

apply a threshold to the correlation value and render the 
special information unintelligible when the correla­
tion value satisfies the threshold; and 

an identifier, which is assigned to the special information to 
identify the part of the speech signal comprising the 
special information for rendering unintelligible. 

15. The system of claim 14, wherein the activity is entry of 
information into the area. 

16. The system of claim 14, wherein the activity is pointing 
device activity. 

of the speech signal comprising the special information for 
rendering unintelligible. 

10. An apparatus comprising: 
a user interface; 
a system bus, the system bus is coupled to the user inter­

face; and 

17. The system of claim 14, wherein correlation of the 

35 
activity includes evaluating motion of a pointing device or a 
keystroke sequence. 

a processor coupled to the system bus and programmed to: 
identify an activity performed in an area of the user inter­

face during a verbal interaction comprising a speech 40 

signal; 
correlate the activity with at least a part of the speech signal 

that corresponds with special information, utilize a 
guard band to identify the part of the speech signal that 
corresponds with the person's special information, and 45 

determine a correlation value for the special informa­
tion; and 

apply a threshold to the correlation value and render the 
special information unintelligible when the correlation 
value satisfies the threshold, wherein an identifier is 50 

assigned to the special information to identify the part of 
the speech signal comprising the special information for 
rendering unintelligible. 

11. The apparatus of claim 10, wherein the speech signal is 
stored in an analog form. 

18. The system of claim 14, wherein the special informa­
tion is selected from the group consisting of confidential 
information, sensitive information, and private information. 

19. The system of claim 14, wherein the communication 
device is selected from the group consisting of a telephone, a 
cellular telephone, a computing device, and an Internet com­
munications device. 

20. The system of claim 14, wherein the user interface is 
controlled by a live person. 

21. The system of claim 14, wherein the user interface 
includes an automated process. 

22. The system of claim 14, wherein the speech signal is in 
a form of a voice recording. 

23. The system of claim 14, wherein the speech signal is 
received as a data input apart from a voice recording. 

24. The system of claim 23, wherein the data input is of a 
type selected from the group consisting of real-time, nearly 
real-time, and time delayed. 

* * * * * 
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