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[TITLE OF THE INVENTION]

METHOD AND SYSTEM FOR CONFIGURING MEDIA-PLAYING SETS
[FIELD OF THE INVENTION]

Over time, as consumer electronics equipment has become increasingly rich
with features, and particularly so with higher-end models, users are experiencin
g greater difficulty configuring their equipment. Although well-written instruct
ions, printed or stored on playable media, may suffice for some, most users beco
me frustrated if they are required to search through many pages to find what the
y need, and new features provided by the manufacturer can be easily overlooked.

To provide consumers with another place they can turn to for help, many ma
nufacturers offer some alternative form of customer support. One of the simpler
types is simply a collection of web pages devoted to support issues that the use
r might have. Such sites may simply post the same or expanded content as that fo
und in the instructions, thus posing the same or even greater disadvantages as t
hose already described. In some instances, the consumer can ask questions or oth
erwise interact with the site by email; however, the user may lack the informati
on needed to frame the question properly and may become discouraged after waitin
g for and receiving an unhelpful reply.

To afford greater interactivity with and responsiveness to the consumer, s
ome manufacturers rely on a customer service call center. Here the user can call

in and speak with a representative who has received specialized training on the

manufacturer®s products. Unfortunately, the cost of maintaining a call center c
an be prohibitive and tends to increase as products become more complex and as u
sers accordingly require more support. It will be appreciated that reducing the
number and duration of calls can result in significant cost savings.

Although, from the standpoint of the consumer, speaking with a representat
ive is normally preferable to other options, there can be obstacles even in this

context to providing high quality support. For example, the consumer may have d
ifficulty describing the nature of their issue, particularly if the issue involv
es a matter of degree, such as a particular color or noise condition, or if, ins
tead of poor or inoperable performance, the issue relates to a subjective prefer
ence of the user. Moreover, due to unfamiliarity with the various components of
the equipment, the user may have difficulty implementing the solution proposed b
y the live representative.

To some extent, customer confusion can be reduced by focusing on user-frie
ndliness during the original design stage and by testing products for "usability
" prior to commercial rollout. On the other hand, it can be hard to determine th
ose features which the consumer finds of greatest value and hence where to make
appropriate tradeoffs between feature richness and ease of use. One traditional
approach to assessing consumer preferences is to enclose a survey card with the
product, but often the consumer simply discards the card.

Some manufacturers, in certain cases to avoid the difficulties noted above
, build their equipment with as many default settings as possible and, when a ch
oice must be made, dictate this choice, as through the use of remote content-swi
tching facilities. Normally, the main source of income for such companies is not

from sales to consumers but rather from sales to providers who pay to have sele
cted content, such as advertising, pushed to the consumer. In like fashion, some

manufacturers generate the bulk of their income from marketing companies and th
us design "surveillance” features into their equipment to surreptitiously gather
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information about the consumer that can include consumer preferences and someti
mes product performance. Other manufacturers rely for product support on periodi
c updates that automatically install undetected by the user. Such approaches, ho
wever, are not entirely consistent with a longer-range objective of educating an
d informing consumers regarding product features so that, for example, they deve
lop sufficient sophistication, over time, to fully appreciate the manufacturer®s
higher- end product offerings.

One approach to optimizing a consumer™s viewing experience that has been w
idely adopted by the television industry in particular is the Electronic Program
ming Guide (EPG). Television signals, in addition to carrying the necessary vide
o and audio information for each televised program, normally contain metadata (o
r data about data) for each program. This metadata can include the program®s sou
rce (e.g., channel number), date and time of transmission, program duration, a r
epresentative still frame, and a capsule summary of the program®s theme, princip
al actors, director, or other content-related information.

In televisions of more recent vintage, a mechanism is provided for decodin
g the EPG information and selectively displaying it on-screen to assist the user

in making a suitable channel selection. However, the large number of channels t
o choose from may discourage the user from reviewing each EPG summary in order t
o find a suitable program, particularly as this number approaches or exceeds ove
r one-hundred different channels as in many cable, community TV, or satellite sy
stems. In similar manner, some manufacturers offer on-screen guides that the use
r may follow in setting up or maintaining their set. However, the user can becom
e frustrated by the number of separate choices or selections the user may need t
o make or the number of different screens the user must proceed through to accom
plish a particular setup or maintenance objective. This is especially true when,

as is commonly the case, the user at some point is asked to decide between two
equally plausible choices or if the user goes through the entire process only to
reach a dead-end due to a wrong selection made earlier.

Also, as described above, as technology has progressed, media-playing equi
pment has evolved into increasingly sophisticated and complex forms. For example
, television sets, which used to provide a few buttons for turning the set On an
d Off and for switching between one of the four or five stations available, have

evolved into hybrid entertainment systems. In one version of the modern set, a
digital television receives a variety of input signals such as supplied, for exa
mple, from a videocassette recorder (VCR), digital video disc (DVD) player, comp
act disc (CD) player, game console, camcorder, personal computer, broadcast ante
nna, cable television link, or satellite dish. Hundreds of channels may be avail
able to select between, such as in the case of a satellite broadcast. Not only i
s the television able to process and display each signal type, the computing pow
er inherent in the television®"s processors enables the manufacturer to provide a

feature-rich environment so as to allow the user, for example, to flexibly adju
st the picture, audio, and selected setup or option features. Adjustable picture
features, for example, can include brightness, backlight, contrast, color, tint
, and sharpness; adjustable audio features can include treble, bass, balance, an
d Dolby(R) surround sound; and adjustable setup or option features can include c
hannel setup, speaker setup, parental control, closed captioning, sleep, power c
onserve, or screen tilt. To conveniently adjust these various features, it is cu
stomary to provide a handheld remote control device having suitable buttons iden
tified with these functions and typically having different modes, such as a mode
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for controlling the television and other modes for controlling different ones o
f the connected peripherals.

To some extent, the richness of features provided by manufacturers of medi
a-playing sets is constrained not so much by technological limits as by the amou
nt of information that can be readily imparted to users of the sets. Though info
rmation on how to use the remote control device to implement each function is ty
pically available in a published manual, frequently the user either cannot locat
e the manual when needed or would rather not bother flipping through the manual
in an attempt to locate the relevant information. If the information is located,

the user has no recourse if the user finds the information difficult to underst
and or unintelligible. Such occasions lead many users to place a telephone call
to the manufacturer®s customer support line for help. However, the costs of staf
fing such a support center results in ongoing and prohibitive expense for the ma
nufacturer, and in the interests of economy and providing better service to user
s, a better approach for helping users realize the full functionality of their s
ets using their remote control devices is desirably sought.

Based on the foregoing, then, it is an object of the present invention to
provide an improved method and system for helping users configure their respecti
ve media-playing sets so as to provide an enhanced support experience to each us
er.

[MEANS TO SOLVE THE PROBLEMS]

In accordance, then, with a first aspect of the present invention, such a
method is provided including maintaining a support site, detecting status inform
ation about a set remotely from the site including internally collecting informa
tion about an intrinsic broadcast characteristic of the set having potential set
tings selectable by the user, and remotely specifying a preferred one of the set
tings from the site based on such status information. Consistent with this appro
ach, a remote site aligned with customer service can specify a suitable setting
to resolve a user®s issue while taking full advantage of information available f
rom the set itself and while preserving the capacity of each user to independent
ly exercise control over such extended features as can desirably be made availab
le for local control by the user.

In accordance with a related second aspect of the present invention, a met
hod is provided including maintaining a support site, detecting status informati
on about a set remotely from the site in response to a request for help from the

user including internally collecting information about a user-adjustable compon
ent of the set for selecting an on-screen characteristic, and remotely adjusting
the component from the site based on such status information. Under this proced
ure, in the context of video-playing equipment, the support site is able to flex
ibly respond to a user®s request for help in an effective and efficient manner e
ven where language barriers or other impediments to communication are present wh
ile, at the same time, having initiated the contact, the user is kept fully appr
ised of adjustments being made to the set.

In accordance with a related third aspect of the present invention, a meth
od is provided including maintaining a support site, detecting status informatio
n about a set remotely from the site including internally collecting information

about a broadcast characteristic of the set having potential settings initially
selectable by the user, and remotely specifying initially a selected one of the
potential settings from the site based on such status information. By use of th
is method, a remote customer service site ensures that effective assistance is p
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rovided to the user in a timely fashion so as to avoid, for example, initial fru
stration of the user with their newly purchased set.

In accordance with a related fourth aspect of the present invention, a met
hod is provided including maintaining a support site, detecting status informati
on about a set remotely from the site including internally collecting informatio
n about at least two broadcast characteristics of the set having potential setti
ngs selectable by the user, and remotely specifying from the site a preferred se
tting for each of the characteristics. Relying on this approach, a remote custom
er support site can specify settings conducive to enhancing the user®"s broadcast

experience and, in particular, by ensuring each setting is optimized for the ot
her, the support function efficiently presents to the user, in one package so to
speak, a readily comprehensible "complete™ solution comprised of more than one

potential setting.

In accordance with a related fifth aspect of the present invention, a syst
em is provided comprising a support site connectable electronically with and rem
otely situated from each set where each set has an intrinsic broadcast character
istic including potential settings selectable by the user and the site has a det
ector adapted to internally collect information from each set including status i
nformation about the characteristic and further has a server enabling specificat
ion of a preferred one of the settings based on the status information. Consiste
nt with this approach, a remote site having, for example, cost-effective access
to centralized resources dedicated to customer service, specifies a suitable set
ting to resolve a user™s issue even where communication barriers exist while, at

the same time, the user retains the capacity to independently control fully the
broadcast characteristics of the set.

In accordance with a sixth aspect of the present invention, a method is pr
ovided including maintaining a support site, prompting a user to specify at leas
t one of a plurality of selections available for the set in a setup context incl
uding eliciting the selection so as to enable the user to respond by operating a

remote control device independently of performing any on-screen menu scrolling

operation, and then completing setup by automatically specifying at the site add
itional selections and remotely configuring each set in accordance with such aut
omatically-specified and user-specified selections. Under this approach, a remot
e support site can effectively assist a user in setting up their equipment insof
ar as appropriate selections are automatically made for configuring the set base
d on minimal input by the user and in such a manner that avoids requiring the us
er to inefficiently scroll through irrelevant menu screens and selections.

In accordance with a seventh aspect of the present invention, a method is
provided including maintaining a support site, prompting a user to specify at le
ast one of a plurality of selections available for the set in a setup context in
cluding eliciting the selection free of any listing of any other mutually exclus
ive selections, and then completing setup by automatically specifying at the sit
e additional selections and remotely configuring each set in accordance with suc
h automatically-specified and user-specified selections. Through this method, us
ers can receive automated and cost-effective help in configuring their respectiv
e sets without proceeding through multiple screens in which they are forced, as
they go along, to choose between equally plausible choices and then forced, at t
he end, to repeat the entire process if they earlier made an incorrect selection

In accordance with an eighth aspect of the present invention, a method is
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provided including maintaining a support site, remotely providing at the set fro
m the site a listing of possible outcomes for a feature category including at le
ast one broadcast characteristic of the set, each characteristic having potentia
I settings selectable by the user, enabling the user to identify a targeted one
of the outcomes, and remotely specifying a preferred one of the settings for res
olving the targeted one of the outcomes. By this method, users are enabled to re
late their concerns in an effective fashion to the customer support function eve
n where they are having difficulty in merely formulating the general nature of t
heir concerns.

In accordance with a ninth aspect of the present invention, a method for h
elping a user operate a media-playing set using a control device is provided inc
luding the steps of providing a support site for supporting the user and other u
sers, the site being located remotely from and selectively connectible electroni
cally to the respective set of each user and being staffed by at least one repre
sentative; as said representative is helping the user, displaying an on-screen i
mage representing the control device on the set; and as said representative remo
tely makes different entries for configuring the set, highlighting the respectiv
e entry items on said image corresponding to said entries remotely made by said
representative. This procedure enables the representative, as they are configuri
ng the user®s set, to simultaneously coach the user on how to operate the contro
I device him- or herself to obtain the desired feature. The user can see the pre
cise entries needed to obtain the feature and, provided the representative also
explains to the user what they are doing, the user takes in this information bot
h auditorily and visually and so has a higher probability of retaining this info
rmation. This, in turn, will reduce the future volume of calls to the support si
te and reduce the manufacturer®s expenses of operating the site.

In accordance with a tenth aspect of the present invention, a system for h
elping a user operate a media-playing set using a control device is provided tha
t includes a support site for supporting the user and other users, the support s
ite being located remotely from and selectively connectible electronically to th
e respective set of each user and including a central database, the control devi
ce including a help function configured so that, upon user selection of the help

function, an explanation on how a selected entry item of interest operates is r
etrieved from the central database and displayed by the set. This system enables
the user to readily request, whenever desired, an explanation on how an unfamil
iar entry item operates and, moreover, because the explanation is provided from

information retrieved from a central database, the superior memory capacity of t
he remote database as compared to what can be stored locally enables a fuller ex
planation to be provided for each unfamiliar entry item so that the user is less
likely to be confused than if the explanation were in a more terse and cryptic
form.

In accordance with a eleventh aspect of the present invention, a method fo
r helping a user operate a media-playing set using a control device is provided
including the steps of providing a support site for supporting the user and othe
r users, the site being located remotely from and selectively connectible electr
onically to the respective set of each user and including a central database; pr
oviding a help function on the control device and, upon user selection of the he
Ip function, retrieving an explanation from the central database on how a select
ed entry item of interest operates and displaying the explanation on the set. As

with the aspect described immediately above, this procedure enables the user to
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readily request, whenever desired, detailed information about an unfamiliar ent
ry item. It will be noted that providing enhanced memory capacity at a central d
atabase is more economical than trying to equip each set with enhanced memory re
sources. Also, by centralizing the database containing the desired information,
this information can be readily updated so that if, for example, a large number
of user inquiries are received indicating that users are having difficulty with
a particular entry item, the corresponding explanation for that item is easily r
evised to a form better suited for ready user comprehension. This, in turn, redu
ces the volume of calls received by the support site and lower the costs of oper
ating the site.
The foregoing and other objectives, features, and advantages of the invent
ion will be more readily understood upon consideration of the following detailed
description of the invention, taken in conjunction with the accompanying drawin
gs-
[DESCRIPTION OF THE PREFERRED EMBODIMENTS]
[Embodiment 1]
I. Remote Presence
The following will describe an embodiment of the present invention with re
ference to FIGS. 1-11. FIG. 1 shows an exemplary system 20 designed to help end
users 22 configure their respective consumer video or media-playing sets 24. The
se users, as indicated, can be widely distributed at separate locations geograph
ically. The present invention has particular applicability to providing an exemp
lary customer support function where the users constitute consumers and the sets
represent various consumer entertainment devices.
In accordance with the invention, a user support site or facility (support
site) 30 is provided centrally located remotely from the sets 24. The term "rem
otely,"” as used herein and in the claims, is intended to signify relative inacce
ssibility, from the standpoint of convenient access, in relation to the particul
ar household or quarters where the user 22 of the set is located. Hence, by mean
s of the support site, a "remote presence”™ is maintained for supporting the cust
omer .
The remote site 30 includes a networking unit 34 designed to interactively
communicate electronically with a responder component 36 provided in each set 2
4 so that, as described more specifically below, status information about the in
trinsic broadcast characteristics of each set can be internally collected remote
ly and each set controlled or driven so as to enable specification or selection
of preferred settings for these characteristics. This function is preferably per
formed over broadband lines 38 using secure communication technology to avoid in
advertent sharing of sensitive user information over the network. For the exempl
ary system shown, Secure Socket Layers (SSL) is the exemplary method used to est
ablish secure connections, although various connection technologies can be used
including cable, asymmetrical digital subscriber line (ADSL), integrated digital
services network (ISDN), "plain old" telephone service (POTS), and so on. It wi
Il be noted that this line can be intermittently established as needed and is no
t required to be a dedicated line, as indicated by the broken section shown, the
reby freeing up network resources and minimizing maintenance costs.
The support site 30 preferably includes a knowledge database (database) 40
providing recorded information usable by the networking unit 34 in responding t
0 user requests for help. An individual account is established for each user 22
starting with their initial service contact to allow the individual broadcast pr
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eferences of each user to be recorded in the database. This data can then be ana
lyzed, as further described below, by the networking unit either individually or
for related categories of grouped users in order to enhance the service respons
e given. Knowledge provided by outside experts having specialized expertise in s
etting up, diagnosing, tuning, or maximizing viewer broadcast enjoyment is also

preferably recorded in the database.

In the system depicted in FIG. 1, the support facility or site 30 is staff
ed by customer service representatives 42 who interact with the networking unit
34 through a support interface 44 including, for example, data entry terminals t
o allow the representatives to enter any information desired during a support se
ssion. Where the facility is so staffed, preferably a broadcasting device 46 is
provided for use by these representatives that replicates the local broadcast ma
de at the respective sets of the users being helped. For example, if the media-p
laying set 24 is a television having a local broadcasting device 50 constituting

a television screen and speaker bank, then the remote broadcasting device 50 Ii
kewise constitutes a television screen and speaker bank so configured that the r
epresentative can see and hear the audiovisual content experienced by the user.
This allows the representative to quickly ascertain what is happening with the u
ser®"s set and to authorize or make changes even where the user is having difficu
Ities describing specifically the nature of the broadcast characteristics he or
she is concerned about.

Although FIG. 1 shows the support site 30 staffed by representatives 42, i
t will be noted that this is only one possible type of configuration for the sys
tem 20. In accordance with an alternative preferred embodiment of the invention,

the support site operates fully automatically during each support session witho
ut the assistance or intervention of any representative. This latter approach ha
s the advantage of minimizing staffing costs, which normally represent a sizable

percentage of the costs of maintaining a support center.

In FIG. 1, the media-playing set 24 is depicted in schematic fashion to in
dicate the various types of functional components that may compose the set. An i
nput selector-receiver 52 preferably enables the user 22 to select between diffe
rent types of input sources or signals. The input selector-receiver is configure
d so as to be capable not only of demodulating or processing each different type

of signal but also, in the case of a multiplexed broadcast, to enable the user
to tune to a particular channel or station and to extract any metadata contained

in the broadcast as described in the Background section.

In the embodiment of FIG. 1, the input selector-receiver 52 is selectively
adjusted to select one of the input lines 56 that delivers a particular type of
external signal, such as from a broadcast television reception antenna 58, sate

Ilite television dish antenna 60, or cable television access link 62, respective
ly. The input selector-receiver can also be selectively adjusted to select and p
rocess an internal signal such as derived from a compact disc (CD) playing on an

audio player/recorder 64, a digital video disc (DVD) playing on a video player/
recorder 66, a game playing on a computer (personal computer) 68, or some other
media playing on some other type of optional device 70.

The broadcasting device 50 is the output device directly conveying the pro
gramming content to the user 22. If the media-playing set 24 is a stereo systenm,

for example, this device could be a speaker, or if the set is a computer or tel
evision that is broadcasting dynamic pictures and sound, this device could be a
display screen and speaker bank. To enable the user to select a particular input
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source, input channel, and particular picture or sound characteristics, the set
further includes a user input device 74, such as a keyboard, keypad, or bank of
depressible buttons, and preferably a remote control device 76, such as of the
exemplary type further described below. It will be recognized that the configura
tion depicted in FIG. 1 is representative only and that the functional component
s could be combined or divided differently than shown or that individual compone
nts can be added to or subtracted from the set without necessarily departing fro
m the broader aspects of the present system.

Key components of the user support facility 30 and media-playing sets 24 i
nclude the networking unit 34 and the responder component 36, respectively. Deta
ils of the preferred functional aspects of these two components are further show
n in FIG. 2. As noted above, the present invention has particular applicability
to the field of televisions. In the exemplary embodiment shown in FIG. 2, the me
dia-playing set 24 is a digital television 100 including a data processor and me
mory 102. The functions of the input selector-receiver 52 of FIG. 1 are performe
d in FIG. 2 by the input source and channel selector 104, the signal processor 1
06 for processing video and audio components, and that part of the data processo
r and memory 102 responsible for metadata processing. As in FIG. 1, the digital
television includes input lines 56 for receiving external broadcast signals, a u
ser input interface 108 by which the user can make adjustments at the set, such
as a bank of depressible buttons, and a remote control device 76, the exemplary
design of which is described below. A display screen and speakers 112 constitute

the output device for directly conveying the broadcast content to the user.

Consistent with the object of developing in the user an appreciation for h
igher-end models having more advanced features, all important features of the se
t 100 are desirably accessible for local adjustment by the user either by means
of the user interface 108 or the remote control device 76. As a preliminary poin
t, it will be seen that the internal components of the television 100 are interc
onnected through a data bus 114 so that each component can exchange data or othe
r information with every other component, if necessary through the mediation of
the data processor 102. Using, the buttons on the input interface, for example,
the user can adjust the input source and channel selector 104 to switch or to se
lect a particular input source, say a satellite TV feed, among those supplied th
rough input lines 56, and also a particular channel, say channel , among the mul
tiple channels contained in the multiplexed satellite signal. The signal process
or 106 adjusts automatically for demodulating and processing the video and audio

components of whichever type of signal is selected.

In addition to input source and channel selection, the user can also adjus
t or select various individual setup features (setup information) of the exempla
ry television set 100. These features normally will include a parental control s
etting that can selectively be enabled or disabled to lock or unlock, respective
ly, the television set so that children in the household cannot indiscriminately

view inappropriate programming in the user®"s absence. Other setup features desi
rably accessible for user selection include a closed captioning control for enab
ling or disabling closed captioning for the hearing impaired, a screen angle con
trol for setting the precise position or angle of the screen relative to the vie
wer, a picture flip control for flipping the on-screen image one-hundred and eig
hty degrees, and a language control for setting the default language displayed o
n-screen, with selections such as English, Spanish, French, Japanese, and so on.
As further described below under Roman Numeral heading 111, preferably the user
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can also select an on-screen help option for help with identifying a general pr
oblem or concern and targeting a particular broadcast outcome for resolution of
that concern.

In addition to viewing (source and channel) and setup selections (setup in
formation), the user can moreover individually select or adjust various picture
and audio settings of the exemplary television set 100. These selections can be
made either directly at the set through pressing buttons at interface 108 or ind
irectly through the remote control device 76; in either event, the desired adjus
tment is sent to the operational setting selector 116, which internally performs

the function of adjusting these operational settings to their desired values. P
icture controls accessible for user adjustment include brightness, backlight, co
lor, contrast, tint, and sharpness, each of which can be selectively varied by t
he user within a range of different values. Additionally, an on-screen picture c
ontrol (OPC) is provided to precisely adjust the x-y axis positioning of the pic
ture image on the screen. Audio controls accessible for user adjustment include
treble, bass, balance, digital noise reduction, and audio only output. Though no
t further discussed below, power control settings can also be included, for exam
ple, an energy-saving or sleep control that can selectively be enabled or disabl
ed to conserve energy.

It will be recognized that each of the potential selections identified in
the last three paragraphs change or affect "intrinsic broadcast characteristics”

of the set as this phrase is used herein and in the claims. By itself, the term

"broadcast characteristic” merely implies a characteristic (viewing, setup, pic
ture, audio, power, etc.) affecting the broadcast and is broad enough to cover i
ntrinsic characteristics (originating from within the set) or extrinsic characte
ristics (originating outside the set). Note that the term "intrinsic"” is intende
d to apply even where, as in the present invention, the characteristic is also c
ontrollable remotely. On the other hand, the term "extrinsic" would apply where
the characteristic is only controllable by an external or remote component even
if the user is permitted to adjust the characteristic by request to a remote ope
rator insofar as the user cannot, at the user®s discretion, fully exercise contr
ol over that characteristic locally. The term "extrinsic" is also intended to ap
ply where the broadcast characteristic (e.g., channel, picture, sound, etc.) cha
nges merely because of a change in external broadcast conditions (such as a sett
ing that automatically changes based on what other users are doing). Other examp
les of extrinsic characteristics include the viewing time of day or day of week
even though these can be set or selected by the user. It will further be recogni
zed that not every selectable characteristic of the set is a "broadcast"™ charact
eristic; for example, this phrase does not cover updating of surreptitious monit
oring software insofar as such updating or adjustment does not affect any "broad
cast" aspect apparent to the user.

In accordance with an exemplary aspect of the present system, the networki
ng unit 34 at the remote site dynamically interacts with the responder component

36 of the set 100 in such a manner as to provide effective assistance to the us
er in setting up, maintaining, and operating the set with a minimum of difficult
y and inconvenience either to the user or the customer support function. The ter
m "component” is used here to refer to any instrumentality whether implemented i
n hardware, software, or firmware. In particular, in the exemplary embodiment sh
own in FIG. 2, the networking unit 34 includes a detector 120 having a collector

122 adapted to internally collect information from each set including informati
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on about the current status of the intrinsic broadcast characteristics of the se
t; for example, the current brightness setting, current noise reduction setting,
whether the parental control feature is enabled or not, which input source and
channel setting is selected; to name just a few examples.
In the paragraph above, the phrase "internally collects”™ signifies that th
e information is collected from the set itself, that is, conditions sufficient f
or remotely collecting the information are established whenever the networking u
nit 34 and set 100 are interconnected, as by temporary XML internet connection o
ver conventional phone lines, without recourse needed to additional equipment an
d interconnections.
Depending upon what type of assistance the user seeks and the status infor
mation collected, a server 124 preferably acting in conjunction with a processor
126 and the knowledge database 40 (FIG. 1) specifies preferred settings for the
set 100. For example, the user may be having difficulty finding a suitable pict
ure setting for the set. The information accumulated or stored in the database c
an include picture settings previously preferred by that user in a similar viewi
ng context (for example, corresponding to a particular programming category such
as action, documentary, sports, and so on) or settings most frequently preferre
d by other users in a like context, or settings preferred in like context by rec
ognized experts or authorities in the video-imaging field. Using such informatio
n, the processor automatically determines the extent of adjustment required (sta
rting from the baseline of the current settings). A software agent 128 included
in the server then specifies or conveys these preferred picture settings to the
set. In this manner, the user can fully utilize the superior computing resources
available at the remote site 30 and these resources, being centralized, can rea
dily be updated with the latest information. At the same time, network overload
at the remote site , such as can occur by overreliance on direct dialogue for in
formation collection, is avoided, and the capacity of the user to independently
control fully the broadcast characteristics of the set is preserved.
In the example just given, the preferred picture setting that is specified
desirably represents a "complete”™ solution. That is, in accordance with one asp
ect of the system, the preferred value of backlight, contrast, brightness, color
, tint, and sharpness are each determined for the given viewing context or progr
amming category so that all of these separate broadcast characteristics, which t
ogether comprise the general category of picture setting, can be simultaneously
specified and optimized.
In the exemplary embodiment shown in FIG. 2, the detector 120 includes a g
uery component 130 that transmits a "query" signal to the set 100 to trigger the
sending back of status information by the set to the collector 122. This reques
t to send information can, alternatively, be initiated locally such as by a scri
pting program stored on a disc readable by the set during the initial setup proc
ess or by code prestored in a nonvolatile section of memory 102 and triggered by
on-screen selection. A remote interface module 131 is configured to pass instru
ctions between the local set and the remote networking unit 34. This interface m
odule delivers the query request to a monitoring module 132. The monitoring modu
le retrieves information about the current settings at the input source and chan
nel selector 104 and operational setting selector 116 and conveys this informati
on back to the remote interface module for transmission to the remote collector.

At the direction of the remote processor 126, the query component 130 can
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also transmit a "start self-diagnostic" signal. This signal, transmitted to the

data processor and memory 102, causes the set to run a self-diagnosis program te

sting the full range of operation of the internal components of the set with the
results transmitted back to the remote collector 122 for analysis.

In the exemplary embodiment shown in FIG. 2, the server 124 includes a con
troller 134. This controller enables the respective components of the set 100 to

be remotely adjusted internally or "driven"” by the networking unit 34. Thus, af
ter the preferred settings for the set have been determined by the processor 126
based on the set"s current status, the "control signals" generated by the contr
oller are passed by the remote interface module 131 to the adjustment module 136

The adjustment module, in turn, adjusts the operational setting selector 116 a
nd input source and channel selector 104 in order to select the preferred settin
gs. Hence, without further direction or effort on the part of the user, the user

is immediately presented with the preferred settings which have been remotely d
etermined using the support center"s extensive resources.

It will be recognized that the functional capabilities diagrammed in FIG.
2 are so shown for ease of illustration and description and that the functional
components depicted can be combined or divided differently and certain component
s added or subtracted while still manifesting the broader aspects of the present

system. Further design implementation of the components shown and described lie
s within the skill of those of ordinary skill in the art of televisions and othe
r consumer electronic sets.

FIG. 3 outlines an exemplary method 200 for helping users configure their
respective sets. In this method, it is assumed that a remote support site is bei
ng maintained for supporting the users such as the facility or site 30 in FIG. 1

It will be noted, at the outset, that no significance is necessarily intended
by the particular ordering of the steps listed unless otherwise specified.

In the exemplary method of FIG. 3, step 202 involves receiving the request

for help from the user of the set. For example, where the remote site is staffe
d by customer support representatives 42 (FIG. 1), the user can be given a toll-
free support number to call. Alternatively, the support site can be desirably co
nfigured to operate entirely automatically. In this latter situation, a disc or
other readable media can be provided for the user to insert into the set during
setup. A scripting routine on the disc can, among other functions, automatically
establish a connection between the local set and remote site using a household
telephone or cable line. Or, the user can operate a "Call Outside Help" button o
n the user input interface 108 (FIG. 2) or remote control device (e.g., item 203

in FIG. 4) which initiates a prestored routine for establishing the connection.
Consistent with this step, the user is kept fully apprised of and remains an ac
tive partner in making preferred adjustments to the set.

Step 204 of the exemplary method 200 involves establishing a secure connec
tion between the remote support site and set. Preferably this is done using secu
re sockets layer (SSL) technology to conform to widely adopted standards though
other security methods can be used. This prevents inadvertent sharing of sensiti
ve information between users, such as the type of programming a particular user
prefers to watch.

Step 206 requires identifying any user-specified broadcast outcomes. This
step will be further described below under Roman Numeral heading 11l where it is

explained how the user can enter an optional help mode to help identify a gener
al area of concern and then target a specific broadcast outcome for resolution.
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Step 208 involves remotely detecting the status of the set including by in
ternally collecting information from the set about the intrinsic broadcast chara
cteristics of the set. This status information desirably encompasses viewing sel
ections already made such as the input source or channel selected. It desirably
encompasses setup selections already made, such as the current setting for the p
arental control, closed-captioning control, and so on. It desirably encompasses
any diagnostic information which, as noted above, is collected from a self-diagn
ostic program that is invoked to run on the set. It desirably encompasses any op
erational selections already made such as relate to picture or audio. The meanin
g of the phrases
ed more fully above. These characteristics, in accordance with the invention, ha
ve settings that are selectable, in the first instance, by the user, should the
user so desire. In this manner, full advantage is taken of the information avail

internally collecting”™ and "intrinsic characteristic” is defin

able from the set itself while preserving the capacity of each user to independe
ntly control their set"s features. In particular, protracted dialogue with the u
ser concerning what the set is doing is avoided.

Although the user can potentially select initially each significant broadc
ast characteristic of the set, if the user hasn"t actually yet made an initial s
election for any particular broadcast characteristic, then the exemplary system
20 described above desirably "fills this void" by remotely specifying initially
a selected one of the potential settings available for that characteristic. Thus
, during initial setup, the user may have failed to select the initial channel a
nd to adjust the brightness and treble. Based on whatever information the user h
as provided, such as their zip code, and based as well on the preexisting settin
gs detected for the set and also information contained in the knowledge database

40 (FIG. 1), the system can systematically identify selected or "preferred” set
tings. For example, the processor 126 can identify that channel most commonly pr
eferred for that day-of-week and time-of-day by other users in that or an equiva
lent zip code area. The processor can further identify those brightness and treb
le settings most commonly preferred for the corresponding channel category, and
hence initially specify systematically selected ones of each of the individual s
ettings not initially specified by the user. These settings, it will be noted, a
re not only systematically selected but are also dynamically refreshed as the kn
owledge database is continually updated with the latest information. It will fur
ther be noted, in accordance with this approach, that resolution of potential 1is
sues is made at the earliest possible opportunity, that is, during initial setup

or before the user has encountered any specific difficulties, thereby avoiding
any buildup of frustration and disenchantment on the part of the user.

Step 210 involves remotely determining or identifying preferred settings f
or the set based on the status information collected. This operation, as describ
ed above, is desirably performed entirely automatically by the processor 126 (FlI
G. 2) using information recorded in the knowledge database 40 (FIG. 1). Alternat
ively, customer service representatives 42 at the remote site can manually make
this determination referring, as needed, to the broadcasting device 46 which rep
licates the pictures and sounds broadcast locally at the set. Furthermore, even
in automatic operation, various approaches can be used. For example, the process
or can compare the status information detected to factory setting information st
ored in the database in preparation for resetting the broadcast characteristics
to these factory settings. Or, the preferred settings can be determined by looki
ng up information recorded in the database representing those settings recommend
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ed by experts in a similar viewing context. Preferably, however, the preferred s
ettings are initially determined, as indicated above, by analyzing historical in

formation recorded in the database during service contacts by other users and id
entifying those settings most frequently preferred by users in a similar viewing
context.

Step 212 involves remotely specifying or providing these preferred setting
s for local use by the user of the set based, as described above, on the status
information collected. In accordance with one aspect of the present system, thes
e settings, in turn, preferably relate to plural broadcast characteristics. Thus
, For example, the software agent 128 included in the remote server 124 would sp
ecify not only a preferred channel setting but also a preferred picture setting
(itself composed of multiple characteristics including brightness, color, tint,
etc.) optimized for that particular channel setting (or, more precisely, for the

channel category to which that channel setting belongs as further explained und
er heading Il below). Again, desirably these settings are accessible for potenti
al selection by the user, if the user so chooses, and the settings can be specif
ied or provided to the user in an on-screen or audio tutorial in an appropriate

situation as where the settings are to be frequently adjusted by the user so tha
t user education is an overriding goal. Normally, however, it is preferable that
the remote site internally adjust the set directly, such as by interaction of t
he controller 134 and adjustment module 136, thereby providing a readily compreh
ensible "complete solution”™ to the user in a highly efficient manner. The specif
ying step can also involve upgrading the software components regulating the oper
ation of the set.

Steps 214 and 216 both involve determining if the user has adopted the pre
ferred settings that were remotely specified. If so, per step 214, the setting i
s stored, such as in knowledge database 40 (FIG. 1) so that it can be recalled f
or later use as a preferred setting. It can become part of a profile of preferre
d settings individually established for each household or can be aggregated with

other such profiles as adopted by other households in the same or equivalent vi
ewing contexts to form a particular community profile.

Another significant advantage to recording the adopted settings is that th
ey can be analyzed by the set"s manufacturer to establish relative values for th
e various product features. This, in turn, permits the manufacturer to make bett
er informed design and promotion decisions. Conventional methods to capture this

valuable information have generally proven to be expensive and unreliable such
as relying on phone surveys or including survey cards with the product, which ca
rds consumers have tended to quickly dispose of rather than completing and retur
ning them.

To indicate whether the settings specified remotely were adopted or not by
the individual user, preferably a second status check is made by the monitoring
module 132 (FIG. 2) shortly after the specified settings are received to determ
ine if these specified settings have now been selected by the user or, if the se
lection was initially driven remotely, to determine whether the user has now cha

nged the settings to something else. Depending on the result, either an "adopted
" or "rejected" signal is sent by the remote interface module 131 to the remote

site . Also, the user can be provided with a "thumbs up"™ or "thumbs down™ button
on the user input interface 108 and remote control device 76 to selectively ind
icate explicitly his or her approval or disapproval of a specified or automatica
Ily selected solution.
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Per step 216, if the specified settings are rejected, then the next or sec
ond most preferred settings are then specified and, if desired, the set is remot
ely driven so as to automatically adjust the set and provide these particular se
ttings. These settings can represent, for example, the second most frequently ch
osen settings selected by other users in a similar viewing context. This step, i
t will be noted, can be repeated as many times as needed until the user is satis
fied with the solution specified.

Some of the applications for which the present invention is particularly s
uited include off-site device setup, off-site device diagnostics, and off-site d
evice data mining. In relation to manual setup assistance, the customer service
representative, who is much more proficient at operating the set than the user,
can remotely drive the set"s menus, access all the set®"s features, and remotely
configure the set, as needed. All the while, the representative can observe the
same broadcast characteristics (including picture and sound) as the user and doe
s not have to try overcoming significant communication barriers such as attempti
ng to explain to a confused user how to make specific adjustments to implement a

desired solution. In relation to automated setup assistance, the user interacts
with a relatively less expensive software agent capable of providing appropriat
e solutions efficiently and effectively with minimal input required from the use
r. This agent, moreover, has access to a dynamic knowledge base that is continuo
usly expanding with the latest information about the best available solutions.

In relation to device diagnostics, the set"s current settings can be conve
niently read remotely, and all factory settings can be reviewed, reset, and alte
red, as needed. The set can be remotely adjusted to restore it to a known good s
tate and a self-diagnostic program internal to the set can be remotely initiated

to test the full range of operation of the set®"s components, with the results b
eing remotely analyzed to permit a decision on whether the set needs to be retur
ned or, instead, fixed remotely. This diagnostic information can also be of valu
e in designing higher quality sets.

In relation to data mining, using the secure connection, the manufacturer
can retrieve the set"s usage history (usage information) stored in the set"s on-
board memory to determine which features the user found most valuable and which
were used but rarely. This, in turn, can help the manufacturer design future set
s with improved overall product usability and to set a pricing structure that cl
osely reflects the value of various product features as perceived by users.

Other uses for the remote presence invention which is herein described are

possible and can include, in greater or lesser accordance with particular inven
tive aspects, making firmware upgrades, conveying targeted marketing based on us
age patterns, and adding new product features. Two further extensions of the inv
ention will now be described below under separate Roman Numeral heading.

Il1. Menu-free Remote Control

FIG. 4 depicts a remote control device 76 for controlling a media-playing
set 24 or 100 as depicted in FIGS. 1 or 2, respectively. This device provides im
proved ease in adjusting the set. In particular, using this device, the user can

conveniently make setup, operational, and viewing adjustments without the user
having to make confusing on-screen menu choices on multiple screens. Accordingly
, the user avoids false starts, dead ends, and restarts where the user is forced

to begin the entire multiscreen procedure anew. Furthermore, the set is configu
red based on only minimal direction by the user and without the user having to i
nefficiently scroll through on-screen menus.
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When the user first asks for help, as by pressing the oversized "Call Outs
ide Help" button 203 which dials and securely connects with the remote networkin
g unit 34 (FIG. 2), the processor 126 establishes an individual account for the
user in the knowledge database 40 (FIG. 1). It will be noted that this account w
ill eventually reflect not only the viewing preferences of the initial user but
also of any other member of the same household who uses the set.

To develop information to configure the set automatically, the user is ask
ed a minimal number of preliminary questions. FIG. 5 shows an exemplary series o
f screens 402 presented on display screen 112 (FIG. 2) for prompting the user du
ring initial setup of the set. On screen 403, the user is elicited or asked to s
pecify or enter his or her zip code via the number keypad 404 on the remote. Thi
s establishes the user®s geographical location. The user can also be asked to en
ter the model number of the set 100 or, preferably, this information is gathered

automatically by the collector 122 as part of the status information collected
about the set. Also, even before the zipcode screen, a language screen can be di
splayed prompting the user to "enter the number™ for the language the user wishe
s to use, followed, for example, by 1 for English, 2 para Espanol, 3 pour Franca
is, and so on.

The user, in screen 405, is elicited or asked to specify the input source
that the user wishes to use via the correspondingly labeled input source button.

For the exemplary remote device 76 shown, the user can specify an external prog
ramming source, using button 406 to specify a satellite dish, 408 to specify a b
roadcast antenna, or 410 to specify a cable television link. The user can also s
pecify an internal source, using button 412 to specify the output line of a DVD
player or 414 to specify an output line from an audio player or stereo. It is al
so possible to configure the monitoring module 132 of the set to automatically i
dentify the input source and to convey this information through the interface mo
dule 131 to the remote collector 122.

It will be noted that where the source is of an external type, channel map
s are available providing a listing of available channels for a given geographic
al location. The processor 126 preferably has access to and recognizes these cha
nnel maps as well as other relevant information on viewing conditions existing i
ndependently of the set such as day-of-week and time-of-day information. Over ti
me, as the channel selections adopted by the users in a particular household are

logged into the knowledge database 40, the processor 126 can, with increasing a
ccuracy, identify and predict which of these available channels the users of tha
t household are most likely to prefer. For example, the knowledge database™s rec
ords may indicate that the users in a particular household prefer a cartoon on S
undays at 9:00 a.m., a sports channel on Sundays at 6:00 p.m., news at 11:00 p.m
., @& game show on Mondays at 2:00 p.m., and so on. However, even during initial
setup where no viewing record is yet established for a particular user or househ
old, the processor 126 can predictively identify a preferred channel selection b
ased on that channel selection most frequently preferred by those other users ha
ving access to substantially the same channels and of substantially equivalent e
conomic status with the particular user as gauged by zip code.

In order to efficiently complete the initial setup procedure while providi
ng a "complete”™ solution to the user, preferably the processor 126 further ident
ifies automatically, and the remote software agent 128 further specifies automat
ically, preferred or default setup settings, picture settings, and audio setting
s. These settings preferably are tailored to the predicted or identified viewing
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preferences of the user or user"s household. For example, if the zip code enter
ed by the user is in an area with a high proportion of families with children, t
he remote software agent can specify that the parental lock be enabled as a defa
ult setting. Once the processor has automatically identified an initial channel
selection, in the manner described above, it can then identify those picture set
tings (brightness, backlight, on-screen position control (OPC), color, contrast,
tint, and sharpness) most frequently preferred, and hence specifically optimize
d, for the category type to which that initial channel belongs. For example, a r
elatively higher sharpness value would normally be preferable if the initial cha
nnel belongs to the sports category so that the user can follow a small ball dur
ing play. Conversely, a relatively lower sharpness value would normally be appro
priate where the initial channel specified is an old movie containing scratches

and other extraneous images due to deteriorating film quality. On the other hand
, with an old movie, it would normally be desirable to minimize the image size r
elative to the screen to account for the different aspect ratio between the film
and screen so that the sides of the image can be fully viewed. In like manner,
the processor can identify those audio settings (treble, bass, balance, noise su
ppression, and audio output only) suitable for the particular category type to w
hich the initial channel belongs.

Preferably, the preferred broadcast settings (channel, setup, picture, and
audio) are not only identified or specified (as by video or audio instructions
or tutorial at output device 112) but also the set is automatically configured r
emotely so that the display screen and speakers 112 automatically reflect these
broadcast settings. For the exemplary system shown in FIG. 2, this is performed
via control signals sent by the remote controller 134 to the local adjustment mo
dule 136. This eliminates any need to attempt to guide a confused user, who gene
rally will be unfamiliar with the set"s controls, through the process of manuall

y configuring the set.

It may be noted that the broadcast settings that are automatically identif
ied and selected in the manner described above can be chosen by the user not onl
y during initial setup but also at any later time. For example, if the user tire
s of watching a particular satellite television channel, the user can press the
reset channel button 416 to automatically switch to a preferred satellite channe
I determined, by processor 126, to belong to the user®s most frequently preferre
d viewing category for that day-of-week and time-of-day. If the user later wishe
s to reset only the setup, picture or audio settings, he or she need only press
the corresponding mode button 418, 420, or 422, respectively, directly followed
by the reset settings button 424. This selects the preferred setup, picture, or
audio settings, respectively, as determined by the processor 126 based on the ch
annel category being viewed. If the user presses the reset settings button witho
ut immediately preceding it with a mode button, then all of the modes (setup, pi
cture, and audio) are simultaneously changed to their preferred values. Or, the
user can individually change just one setting type to its preferred value; for e
xample, the user can adjust the brightness setting to its preferred level by pre
ssing the brightness button 425 immediately followed by the reset settings butto
n. Furthermore, the reset channel button 416 and reset setting button 424 can ea
ch be pressed repeatedly to call up the next most preferred setting, then the ne
xt most preferred setting after that, and so on, until the user is satisfied wit
h the settings selected.

If the user so desires, he or she can choose to directly select the setup,
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picture, and audio settings using the corresponding buttons on the remote contr
ol device. During initial setup, screens 426, 428, and 430 prompt or invite the
user to select any individual settings that the user wishes belonging to the set
up, picture, and audio categories, respectively. Or, as each status screen furth
er explains, the user can allow these selections to be adjusted remotely by pres
sing either the setup, picture, or audio mode button, 418, 420, or 422, respecti
vely, immediately followed by the reset settings button 424. It will be seen tha
t minimal direction is required on the part of the user to configure the set usi
ng the latter approach. Instead, the processor 126 working with the information
contained in the knowledge base 40 automatically specifies the preferred selecti
ons and causes controller 134 to issue control signals to remotely configure the
set automatically. This allows the selections to be intelligently selected usin
g the superior, dynamically updated computing resources of the remote site . It
will also be seen that, using the latter setup approach, with only minimal user
input, the remote site 30 is able to quickly and fully configure the set without
requiring the user to delve into details of the configuration process.
To further highlight the advantages of the above-described method of setup
, it will be noted that initial configuration proceeds independently of the user
performing any on-screen menu operation using the conventional scrolling and se
lect buttons 432a-e. In particular, the user is not required to inefficiently cl
ick multiple times to scroll through an on-screen menu nor is it necessary to re
peat this action over multiple screens.
Moreover, it will be recognized that the above-described setup process is
linear and that the user can make choices in an order other than that shown; for
example, the audio settings can be set before the and independently of the pict
ure or setup settings. The process does not follow a hierarchical tree where one
selection forecloses another. In particular, initial setup is performed free of
any menus or, more generally, free of any listings of mutually exclusive select
ions such as would force the user to choose between equally plausible menu choic
es and could lead to repeated false starts. The term "mutually exclusive," as us
ed here and in the claims, signifies settings where making one selection preclud
es making another such that both cannot be integrably combined in a unified solu
tion presented coextensively and contemporaneously to the user. Thus, making one
channel selection precludes making another insofar as both cannot be presented
in the same space at the same time (though two different channels or, more gener
ally, broadcast "solutions,"” could be displayed in different spaces or windows o
n a single screen). On the other hand, mutually integrable solutions can include
a channel setting, a setup setting, a picture setting, and an audio setting, si
nce all these settings can be combined together in a single or unified broadcast
solution occupying the same space at the same time. The term listing, as used a
bove and in the claims, is intended to encompass not only conventional "drop-dow
n" menu arrangements but also less usual arrangements such as a diagonal listing
of labeled icons, for example.
If the user prefers, the user can choose to individually adjust the variou
s setup, picture, and audio settings. Referring again to FIG. 4, under a section
of the remote device 76 entitled Setup, the following individual controls are p
rovided: 1) a parental control button 434 that toggles between enabled and disab
led when pressed; 2) a closed captioning button 436 that similarly toggles; 3) a
screen angle control 438 that, when pressed, shifts the angle of the screen rel
ative to the viewer in accordance with the right/left and up/down buttons, 432d/
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432a and 432b/432c, respectively, until pressed again; 4) a picture flip button
440 that toggles between enabled and disabled; 5) a language button 442 that bri
ngs up a numbered list of languages from which the user can select a default lan
guage using the number keypad 404; and 6) an IKNOW button 444 the use of which i
s described below under Roman Numeral heading I11.

Under the section of the remote device 76 entitled Picture, the following
individual controls are provided: 1) a brightness button 425; 2) a backlight but
ton 446; 3) an on-screen position control (OPC) button 448; 4) a color button 45
0; 5) a contrast button 452; 6) a tint button 454; and 7) a sharpness button 456

Buttons 425, 446, 450, 452, 454, and 456, when pressed, bring up an on-screen
slider scale (a 2-dimensional slider scale in the case of the color control 450)
that can then be adjusted using the right and left buttons 432a and 432d, respe
ctively (and also the up and down buttons 432b and 432c, respectively, for the c
olor button 450). The OPC button 448, if pressed once, shrinks the image size re
lative to the screen with each press of the select button 432e, or, if pressed g
uickly twice, expands the image size with each press of the select button; also,
the OPC button, if pressed once, enables control of the x-y axis position of th
e image relative to the screen in conjunction with the directional buttons 432a-
d. Under the Audio, section of the device, the treble, bass, and balance buttons
, 458, 460, and 462, respectively, respond to slider control, while the noise su
ppress and audio out buttons, 464 and 466, respectively, toggle between enabled
and disabled states.

Each time the user performs a remote control operation with the remote dev
ice 76, preferably this information is conveyed by the interface module 131 of t
he set to the remote processor 126 and knowledge database 40 for analysis. This
forms the basis for establishing future preferences for the user or, to be more
accurate, for the household of users, of that particular set. In determining whi
ch settings to specify as the "preferred" settings, preferably the processor fac
tors in not only user interactions but also the input source, time-of-day, day-o
f-week, geographical location (e.g., zip code), electronic program guide informa
tion (in the form of metadata accompanying externally sourced programming channe
Is), TiVO(R), and information about any peripheral players or devices connected
to the set. For example, if the processor detects that cartoons are being viewed

every weekday at 3:00 p.m., it can automatically enable the parental control fe
ature normally actuated using button 434. These preferred settings are pushed to
the set by the server 124 subject to user override.

The remote server 124 also uses smart grouping algorithms to separate indi
vidual users into various community groupings based on their similarities with r
espect to channel availability, viewing habits, and setting preferences. By usin
g a smart grouping or categorization algorithm, the remote processor 126 is able

to assign users with relative accuracy so that the users assigned to a particul

ar community grouping do, in fact, share closely related preferences. Hence the
processor is able to predict with relative accuracy which settings will be most
satisfactory to a current user based not only on that current user®s previous in
teractions but also on knowledge learned from the usage of previous users taken
in aggregate.

Referring to FIG. 2 and 4, when the settings for the set 100 are automatic
ally adjusted by means of the remote controller 134, the user can signal either
his adoption or rejection of these settings using either the thumbs-up or thumbs
-down button, 468 or 470, respectively. If the user adopts the settings, this us
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er preference information is then stored in the knowledge database 40 (FIG. 1).
In this way, the processor and database dynamically learn from or are explicitly
trained by the user. If, on the other hand, the user rejects the settings, then
the processor determines the next most preferred settings for the set. By press
ing one of the mode buttons, such as setup mode 418, picture mode 420, or audio
mode 422, immediately preceding the thumbs-up or -down button, the user can indi
cate the specific nature of his or her like or dislike. Otherwise, pressing only
the thumbs-up or thumbs-down button causes the processor to initiate change to
the next most preferred channel selection as well as to change to new settings f
or the setup, picture, and audio as optimized based on the type of channel selec
ted. In other words, the user is given the opportunity to start afresh with an e
ntirely new "solution” as used here in the sense of mutually complementary multi
ple settings.

Pulling together the information provided above and applying it to the ini
tial setup phase, it will be recognized that in determining which settings to fi
rst specify, the remote processor 126 initially accesses information on the favo
red selections of users outside the location of the particular set, as the prefe
rences of the particular user of the set will not yet be logged into the knowled
ge database 40. The processor statistically analyzes automatically these favored

selections to determine which are most frequently favored by these outside user
s in viewing contexts substantially matching the setup context of the particular
user, that is, which substantially correspond in terms of input source, channel
availability, model type, day-of-week, time-of-day, and zip code demographics.
After the processor has identified the most frequently favored "complete™ soluti
on, which solution is composed of mutually integrable channel, setup, picture, a
nd audio selections, this solution is specified or provided to the user, prefera
bly by automatically configuring the set so that the display screen and speakers
112 reflect this solution. The thumbs-up button 468 and thumbs-down button 470

on the remote control device enable the particular user to indicate approval and
disapproval, respectively of this first solution. If the user presses the thumb
s-down button to indicate disapproval, the above analyzing, specifying, and enab
ling steps are repeated for the next most favored solution. The user can press t
he thumbs-down button repeated times, each time repeating the above steps and sy
stematically providing other selections that are favored increasingly less frequ
ently than any favored selection specified in a preceding iteration, until the p
articular user reaches a solution that the user approves of.

Sometime after the initial setup phase, eventually what can be termed the
ongoing "maintenance" phase is reached in which sufficient information about the

preferences of a particular household have been logged into the knowledge datab
ase 40 to allow the processor 126 to use such information to reliably predict th
e viewing preferences of individual users in that household. When a specific use
r then presses the reset channel button 416, the processor accesses information

on the selections most favored by users within, not outside of, the location of

the set. The processor statistically analyzes automatically this information to

determine those mutually integrable selections most frequently favored by the in
dividual users in viewing contexts substantially matching the presently ongoing

viewing context of the specific user, that is, that correspond in terms of input
source, day-of-week, and time of day. After the processor has identified the mo
st frequently favored channel setting (based on the most frequently favored chan
nel category favored in that household in that viewing context), the processor a



(77) JP 2007-295534 A 2007.11.8

utomatically identifies further the setup, picture, and audio selections best op
timized for viewing of that channel setting. This complete "solution” is then sp
ecified or provided to the user, preferably by automatically configuring the set
so that the display screen and speakers 112 reflect the solution. In like manne
r to the initial setup phase, the thumbs-up and thumbs-down buttons, 468 and 470
, respectively, enable the user to express approval or disapproval of the remote
ly selected solution, and the process can be repeated with as many iterations as
are needed until the user approves of the solution presented.

With respect to the remote control device 76 shown in FIG. 4, the particul
ar buttons and modes of operation above-described have been selected for purpose
s of illustration, and other buttons or functions may be added or subtracted wit
hout departing from at least the broader aspects of the present system. For exam
ple, the range of buttons can be extended to cover functions appropriate to a pe
ripheral device connected to the set so that play, pause, fast forward, reverse,

and record buttons can be added where a video recorder is to be connected. The
same can be done for DVD players, Blue Ray, and so on.

I11. IKNOWLEDGE

FIGS. 6-11 depict various screen displays available to the user in an opti
onal help mode and designed to help the user efficiently resolve commonly encoun
tered broadcast issues by immediately providing a solution. This feature is call
ed "IKNOWLEDGE™ (or "IKNOW™ as abbreviated) because it enables the user to take
advantage of information dynamically recorded in the remote knowledge database 4
0 (FIG. 1) as processed through processor 126 (FIG. 2) and conveyed through soft
ware agent 128. To request or invoke this help mode, if the user is using an exe
mplary remote control device 76 as depicted in FIG. 4, the user merely presses t
he TKNOW button 444, that is, this option is available through one-button access

Alternatively, as depicted in FIG. 6, this option can be requested through a c
onventional on-screen dropdown menu 600, for example, by using the conventional
directional keys 432a-d and enter button 432e on the remote device to scroll and

to select, respectively, the Sharp iKnowledge option 602.
Referring to FIG. 7, after the user has requested help from the IKNOWLEDGE
system, a menu bar 604 is displayed divided into different help sections or bro
adcast feature categories designed to be intuitively accessible to a user seekin
g help. For example, using remote control keys 432a-e, the user can go to and se
lect the "Picture"™ category 606 if he or she is experiencing difficulties with t
he broadcast picture. Similarly, the user can select the "Audio" category 608 fo
r audio help or the "Help"” category 610 for all other issues, such as help neede
d in initially setting up or configuring the set.
In FIG. 7, the user has selected the Picture category 606 which causes the
remote software agent 128 to deliver a listing 612 of possible outcomes relatin
g to or for that category. In FIG. 7, the possible outcomes are outcomes to be a
voided, for example, outcome 614a recites the "picture is fuzzy, blurry or ghost
ing," outcome 614b recites "picture too dim," 614c recites "picture too bright,"”
and 614d recites "shaky/jittery video." However, the outcomes can also list one
s that the user wishes to establish, as shown in FIG. 11, where the user has sel

ected the Help category 610 and the resulting listing 616 includes the following
help request outcomes: 1) "cable POD setup help™ 618a where POD signifies point
-of-display; 2) "wired network setup help” 618b; and 3) "connected AV setup help
618c where AV signifies audiovisual. Each of these help request outcomes, if se
lected by the user, preferably causes a video, audio, or image-based tutorial to



(78) JP 2007-295534 A 2007.11.8

pop-up on the screen containing step-by-step instructions explaining how the us
er can locally make the desired setup connections.

Referring again to FIG. 7, it will be noted that the list of possible pict
ure outcomes 614a-d is relatively short or abbreviated. Preferably the user is p
resented with a listing of manageable proportions showing only those possible ou
tcomes most commonly identified historically as targeted issues by other users.
For example, if a majority of other users are targeting a dim picture as an issu
e of concern, this possible picture outcome is then listed, as at 614b, regardle
ss of whether the outcome is the result of fixable causes, such as hard-to-read
adjustment instructions, or natural aging of set components, or even completely
subjective considerations. Regardless, then, of exactly why each outcome is of c
ommon concern, the listing will show those possible outcomes most commonly targe
ted by users across the entire network 20.

It will be noted that the listing 612 shown in FIG. 7 is preferably revise
d continually, that is, the listing depicted represents the appearance of the li
sting at only one particular instant in time. As users across the entire network

target new outcomes, this updated information arrives at the remote site and th
e information on targeted outcomes stored in the knowledge database 40 is dynami
cally revised automatically. The processor 126 and remote software agent 128 aut
omatically update the listing to add or subtract any new or obsolete most common
ly targeted outcomes, respectively, so that whenever the user selects a general
category, he or she calls up an automatically up-to-date listing for that partic
ular instant in time. Also, as just indicated, the listing 612 is remotely gener
ated automatically without any need on the remote side, for example, for any hum
an intervention with its relatively prohibitive attendant costs.

Another advantage of the particular format of listing 612 depicted in FIG.

7 is that the user is saved the bother of trying to formulate a description of
his or her problem or concern. Instead, all the user is required to do is to rev
iew the brief list of possible outcomes and to select that one outcome most clos
ely approaching his or her own concern. This is preferable to the conventional a
pproach where the user telephones a customer support site and tries to adequatel
y describe his or her concern to a customer service representative. It is not on
Iy much more efficient for the user to select a choice from a brief list, but, u
nder the conventional approach, the user may only have a vague idea something is

off kilter without being able to express exactly what. It will be recognized, m
oreover, that this aspect enables further efficiency early on at the problem ide
ntification stage and not just, for example, at the stage of solution implementa
tion.

Continuing with the example illustrated in FIG. 7, the scroll and select k
eys 432a-e (FIG. 4) on the remote control 76 enable the user to identify or sele
ct a targeted one of the possible outcomes, such as the "Picture too dim"™ outcom
e 614b. In response, the remote server 124 (FIG. 2) remotely specifies a preferr
ed setting for the underlying broadcast characteristic, here the brightness char
acteristic, designed to resolve the user-targeted outcome. Although, it is possi
ble to present on-screen or audio instructions to the user explaining just how t
0 adjust the brightness setting to its preferred level using individual control
425 on the remote device, preferably the remote server 124 bypasses this interme
diate step and actually remotely selects automatically the preferred level for t
he user, as suggested by the brighter picture image 622 in FIG. 8 relative to th
e dimmer image 620 in FIG. 7. This selection is made, in accordance with the "Re
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mote Presence" aspect described above, by a suitable control signal from the rem
ote controller 134 to the local adjustment modulel36 via the interface module 13
1, which adjustment module then instructs the operational setting selector 116 t
0 adjust the brightness to its preferred level. More, generally, more than one b
roadcast setting or characteristic can be simultaneously adjusted so that a comp
lete "solution" is provided to the user. In this manner, then, not only identifi
cation of the problem, but also implementation of the solution, is efficiently a
ddressed automatically without, for example, prolonged dialogue required between
the user and a customer service representative.

The user preferably is now given the option of selectively adopting or rej
ecting the change in broadcast characteristic(s) that have been automatically se
lected remotely. This can be enabled through on-screen means as indicated by FIG

9. FIG. 9 shows how a brief description 624 of the changed outcome ("Picture t
oo dim") is presented on-screen and also how the user is given the option either
to "keep new settings"™ 626 or to "keep previous settings"™ 628. In FIG. 9, the u
ser has just selected option 628 as indicated by the darker picture image 630 in
FIG. 9 contrasted with the lighter image 622 in FIG. 8.

The user can also selectively adopt or reject the automatically implemente

d solution using the thumbs-up or thumbs-down buttons, 468 or 470, respectively,
on the remote control device 76 (FIG. 4). Here, if the user rejects the "most"

preferred solution by pressing the thumbs down button, then the remote server 12

4 automatically selects the "next most"™ preferred solution. If the user rejects

this solution, then the next most preferred solution after that is automatically
selected. Thus the user can repeat the process as many times as desired until a
solution is obtained that he or she finds satisfactory.

If the user adopts a remotely adjusted solution, this information is prefe
rably conveyed by the local interface module 131 (FIG. 2) to the remote detector
120 so it can be logged into the remote knowledge database 40 (FIG. 1). This in
formation is used by the processor 126 to automatically determine which settings
in relation to which outcomes most frequently provide successful solutions as g
enerally perceived by users. The solutions most commonly perceived as successful
are given priority in terms of being reused when subsequent users request help

with a similar outcome or issue.

FIG. 10 shows, under the general feature category of "Audio"™ 608, a listin
g 632 of possible audio outcomes or issues including 1) "no audio"” 634a; 2) "noi
sy audio" 634b; and 3) "unclear audio" 634c. What was said above in connection w
ith FIG. 7 and its possible picture outcomes applies with equal force here. If t
he user selects the unclear audio option, preferably the remote detector 120 (FI
G. 2) queries the local monitoring module 132, via interface module 131, to dete
rmine more precisely the nature of the problem; for example, the problem may be
with one or more of the treble, bass, and noise suppress settings. Thus, the rem
ote server 124 may direct the local adjustment module to simultaneously change m
ore than one setting to new preferred values as part of providing the user with
a complete solution, such as lowering the treble, increasing the bass, and enabl
ing the noise suppress feature.

It will be noted that the help option now described under this Roman Numer
al heading requires somewhat more involvement on the part of the user than other

system aspects described earlier, but still requires much less detailed knowled
ge about individual setting adjustment than conventional approaches demand. A mo
re sophisticated or advanced user, on the other hand, retains full control over
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the set. Thus, if an advanced user is experiencing unclear audio sound, he or sh
e could directly operate the appropriate controls on the remote device 76 to res
olve this concern. For example, if the treble is too high, the bass too low, and
the noise suppress disabled, he or she could use buttons 458, 460, and 464 on t
he remote to adjust each individual characteristic or setting to its appropriate
value. This is in keeping with the broader principles of the present system tha
t a fully informed user who is fully cognizant of the set"s features makes the b
est prospective customer of the manufacturer®s high end products. With the help

option here described, on the other hand, it is implicitly recognized that not e
very user and, indeed most users, have neither the time nor inclination to becom
e thus informed.

[Embodiment 2]

I. System Architecture

The following will describe another embodiment of the present invention wi
th reference to FIGS. 12-20. By the way, members having the same functions as th
ose described in Embodiment 1 are given the same numbers.

FIG. 12 shows, in functional block-diagram form, an exemplary system 21 co
nstructed in accordance with the present invention for helping end users 22a-d o
perate their respective media-playing set 25a-d using one or more control device
s, such as a handheld remote control 76a-d (corresponding to the remote control
device 76 in Embodiment 1). A support facility or site (support site) 31 is prov
ided to offer support to each user in operating their set. This site is located
remotely from each set, where the term "remotely™ in this context, as used in Em
bodiment 1 and in the claims is intended to denote that the site is not physical
ly accessible to any user in the home or quarters where the set is located.

To enable each user to access the resources provided by the remote site 31
, each media-playing set 25a-d is selectively connectible electronically to the
remote site over a temporary network connection which can be established, for ex
ample, over conventional telephone lines. In FIG. 12, each broadband line (herei
nafter, network link) 38a-d is depicted in dashed-line view to indicate this tem
porary connection. Preferably a secure connection standard is used, such as Secu
re Sockets Layer (SSL) technology, to prevent anyone from eavesdropping on a res
pective user"s viewing habits. A modern communications language is desirably emp
loyed, such as Extensible Markup Language (XML), that is readily readable by the

set using a conventional web browsing application.

The remote site 31 includes a networking unit 34 capable of remotely detec
ting the status of each set 25a-d and remotely driving or controlling the set"s
operation. The remote site further includes a central database 35 which, among o
ther things, stores detailed instructions explaining how to effectively operate
each control device, which instructions may vary depending on the model type of
the corresponding set 25a-d.

In accordance with at least one aspect of the present invention, the remot
e support site 31 is staffed by customer support representatives 42 who interact

with the networking unit 34 through a support interface 44, such as a computer
terminal providing a mouse and keyboard, from which they can remotely check the
status of and remotely control the operation of each connected set 25a-d. In the
preferred embodiment shown, the support site is a call-in center so that repres
entatives initially receive inquiries from users via telephone; however, alterna
tive modes of communication between users and representatives can be employed, s
uch as through videoconferencing or chatroom technology. Each set includes a bro
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adcasting device 50, such as a display screen and speakers, and desirably a comp
arable broadcasting deice (hereinafter, broadcasting unit) 46 is provided at the

remote site that replicates the visual and audio output of each local broadcast
ing device so that representatives are able to see the images and hear the sound
s broadcast from each set exactly as they are heard and seen by each user. The s
peakers are detachably mounted on the set as a left/right pair and the set also

includes four audio terminals for optionally connecting a set of four stand-alon
e speakers to provide enhanced surround-sound capability. Alternatively, a repre
sentation of the customer®s TV image could be displayed on the remote PC, in ord
er to allow the customer service representative to use a smaller amount of equip
ment. Also, the exact video viewed by the customer need not be shown on the PC,
as this would require a large amount of communication bandwidth between the TV a
nd the remote PC, but add little functionality.

As shown in FIG. 12, each media-playing set 25a, b, c, or d, hereafter ide
ntified by generic item number 25 as in the case of Embodiment 1, is typically c
omprised of various components separately available commercially. At the heart o
f the exemplary media-playing set depicted is a digital television 45, although
some other suitable audiovisual receiver, such as a computer provided with a tel
evision tuning card, an audio receiver, a camcorder, a still camera, or some oth
er consumer electronics product could assume this role. For the set depicted, an

input line (hereinafter, external feed) 56 connects the television to a broadca
st television reception antenna (hereinafter, air antenna) 58, cable television
access link (hereinafter, cable link) 62, and/or satellite television dish anten
na (hereinafter, satellite dish) 60 by way of a signal splitter and/or set-top b
ox 55 so that multiple input signals are simultaneously presented to the televis
ion. These include a decrypted cable or satellite signal (hereinafter referred t
0 as the "Antenna A" signal), an air antenna signal (hereinafter referred to as
the "Antenna B"™ signal), and a digital signal as customarily used to carry both
standard- and high-definition programming. A set-top box can be used to decrypt
and decode the digital signal or, alternatively, an on-board converter can be us
ed, such as a CableCard'" which decrypts video mateably received into a slot in
the digital television which decodes video may be provided for that purpose. It

is noted that signal splitter and/or set-top box 55 has a function similar to th
at of the responder component 36 of Embodiment 1.

The television 45 also receives input signals that originate from the othe

r components of the set. These can include, for example, an audio signal from an
audio player/recorder 64, such as a compact disc (CD) player; a combined video/
audio signal from a video player/recorder 66, such as a combined video cassette
recorder (VCR) and digital video disc (DVD) player; and a digital video interfac
e (DVI) input/control signal from a personal computer 68. Other signals may be p
rovided from one or more optional devices 70, such as a game console, a camcorde
r, a high-definition media interface (HDMI(R)) device, and a digital videorecord
er home system (D-VHS(R)), hereinafter referred to as the "iLink" device. In add
ition, a memory card adapter (not shown) is installed on the television for rece
iving a memory card and compatible memory stick in order to provide on-board acc
ess to recordable and playable media.

The user is able to control the television 45 through either the handheld
remote control 76a, the input keyboard and mouse of the personal computer 68 or
through some other user input device 74 such as an RS-232C connection or a panel

of buttons on the console of the television. These devices are hereafter collec
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tively referred to as "control devices," which term, as used herein and in the c
laims, is intended to signify any device that can provide a control (not just si
gnal) input to the television or other set receiver. Depending on which type of
control device is used, different levels of functionality are available. For exa
mple, only a limited number of functions are available using the panel of button
s on the television®s console due to their limited number in comparison, for exa
mple, to the number of buttons on the handheld remote control. This is even clea
rer when considering that some control buttons on the handheld remote perform mo
re than one function depending on which order the buttons are pressed. Moreover,
the functions available change somewhat when the personal computer 68 is select
ed as the input source instead of one of the other components. For example, unde
r the setup menu, an extra "Auto Sync" function is available when the input sour
ce chosen is the personal computer in order to enable the clock rate and phase o
f the picture signals of the computer 68 and television 45 to be synchronized wi
th each other. From this, it should be apparent that in using either a handheld
remote control or personal computer to control the set, that is, in selecting a
desired one of the various input signals, in adjusting the set for best displayi
ng the signal, and in operating the source component to control the type of prog
ramming provided to the set, the precise button or menu entry sequence needed ca
n become somewhat involved and difficult to remember unless extra guidance is pr
ovided. This guidance is effectively offered in accordance with the present inve
ntion by means of the two exemplary methods further described under separate Rom
an numeral heading below.
FIG. 13 depicts, in the schematic form of the exemplary system 21 shown in
Fig. 12, certain functional components of the remote networking unit 34 and dig
ital television 45 as selectively connected together via a network link 38. The
networking unit includes a detector 120 having a query component 131 for remotel
y requesting status information from a responder component 36 of the set. In par
ticular, the query is directed by the remote interface module 131 of the respond
er component to the monitoring module 132. The monitoring module detects the cur
rent operational settings (such as the picture, sound, power, setup, option, and
digital setup values) made at the operational setting selector 116 and the curr
ent program settings (input source and channel selection) made at the input sour
ce and channel selector 104. This information is conveyed back to the interface
module where it is relayed back to the remote collector 122.
A processor 126 interprets the status information collected. Thus, if the
information includes a request for an explanation on how to operate a particular
entry item of one of the control devices, the processor automatically retrieves
the relevant section of explanation from the central database 35 (FIG. 12) and
passes this information to the remote server (server) 124. A software agent 128
and controller 134 included in the server then convey suitable command signals t
0 the set so that the set will display the retrieved explanation. The command si
gnals are relayed by the remote interface module 131 to the adjustment module 13
6 which directs the data processor and memory (hereinafter, digital data process
or and memory) 102 to render the explanation for display on the screen portion o
f the display screen and speakers 112.
In like fashion, a support representative 42 (FIG. 12) can assume control
over the operation of the set. For example, if the user requests help making a b
rightness adjustment, the representative, by making the appropriate entries at t
he support interface 44, causes the remote server 124 to issue the necessary con
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trol signals, which signals are relayed to the adjustment module 136, which then
directs the operational setting selector 116 to make the necessary adjustments.
Of course, typically the set is controlled locally by the user using one of the
control devices provided, here including the handheld remote control 76, the us
er input panel (user input interface) 108 on the television®s console, or the pe
rsonal computer 68 (FIG. 12). Desirably, the user is able to perform the full ra
nge of functions available to the representative to enable the user to develop a
n appreciation for the advanced features available on the manufacturer®s higher-
end models. Conversely, it is desirable that the representative be able to perfo
rm the full range of functions available to the user so that the representative

can remotely make whatever adjustments are needed at the set.

The digital television 45 further includes an analog signal processor (sig
nal processor) 106 for demodulating and processing the analog signals (Antenna-A
and -B) input to the television. The digital data processor and memory 102 demo
dulates, decodes, and processes the digital signal input. It will be noted, in c
onnection with both FIGS. 12 and 13, that the functional components shown are so
depicted for ease of illustration and description and that these components can
be combined or divided differently than shown without substantially departing f
rom at least the broader aspects of the present invention.
FIG. 14 shows an exemplary handheld remote control 76 constructed in accor

dance with the present invention. As indicated above, this is one type of "contr

ol device," another type being, for example, the personal computer 68 (FIG. 12).
On the remote control, a Help function or entry button 110 is provided. This He
Ip function, when selected or pressed, causes a detailed explanation to be retri
eved from the central database 35 (FIG. 12) and displayed either on how to opera
te another selected entry button or a selected on-screen menu item. This procedu
re is further described in connection with FIG. 17. Desirably, the remote contro
I also includes a Help Recall function or entry button 112 that, when pressed by
the user, calls up any entry sequences stored during a previous Help session wi
th the customer service representative, as further described in connection with

FIG. 15. If the control device is a personal computer as opposed to a remote con
trol, the Help or Help Recall functions would typically be operated by clicking

on an input mouse so as to select either a Help or Help Recall menu item. Again,
either an explanation of the entry item selected or any entry sequences stored

is retrieved depending on which of these two functions is selected.

The remainder of the functions or entry buttons on the remote control 76 m
ay be broadly categorized as being of conventional character. Notwithstanding th
is classification, an overview of their operation will now be provided as they r
eflect the range of functions that a modern control device can provide, and this

overview will underscore the desirability of providing a detailed explanation e
nabling the user to keep track of the various functions.

The Power entry button 1114 switches the television between Standby and Ac
tive modes (a Power button on the user input panel 108 (FIG. 13) is used to orig
inally turn the power On). By pressing the Function entry button 1116 repeatedly
, the user can cycle between controlling different components, with the current
selection being indicated by a lit display. That is, referring also to FIG. 13,
the user can choose between using the handheld remote control 76 to control the
television 45 (TV), the cable or satellite set-top box (aforesaid signal splitte
r and/or set-top box) 55 (CBL/SAT), the videocassette recorder portion of the vi
deoplayer66 (VCR), the digital video disc portion of the videoplayer 66 (DVD) or
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the audioplayer/compact disc player (aforesaid audio player/recorder) 64 (AUDIO
). With this cycling between control modes, a single entry button on the remote

control can be assigned more than function so as to conserve physical area. For

example, pressing the Record (REC) button 1118 can cause the television (with a

memory card and stick installed), the VCR, the DVD, or the audioplayer to start

recording depending on which component is currently selected. If the Function bu
tton is held down for three seconds, the user can enter the manufacturer®s code

for the selected component in order to ensure remote control compatibility with

that component.

The Record (REC) button 1118 is one of a first set of buttons 1120 (fast r
ewind, play, fast forward, record, stop, pause, go to beginning or end) generall
y used for operating the peripheral components together with the source Power On
/0ff button 1122. A second set of buttons 1124 for individually inputting channe
I numbers and a rocker-arm style channel button 1126 can be used to switch chann
els on either the television or, possibly, a peripheral component depending on t
he component type. The programming content currently displayed by the television

is controlled by pressing one of four signal input buttons: either the A-Analog
button 1128 (for the A antenna input corresponding for example, to a cable/sate
Ilite broadcast), the B-Analog button 1130 (for the B antenna input correspondin
g, for example, to an air antenna broadcast), the Digital button 1132 (correspon
ding to a standard- or high-definition digital broadcast), and the Input button
1134 which, when pressed repeatedly, cycles between TV input (in turn defaulting
to one of the three buttons above), input 1 (e.g., from the DVD), input 2 (e.g.
, from the VCR), input 3 (e.g., from an optional device 70 such as a game consol
e or camcorder), input 4 (e.g., from an HDMI component), input 5 (e.g., from the
personal computer 68), iLink (e.g., from a digital videocassette home system or
D-VHS), or card (e.g., from a memory card and stick installed on the television

In order to ensure proper interaction between the television 45 and each t
ype of peripheral component available and to adjust the picture and sound for ea
ch of the various signal types receivable, the remote control 76 (and, for that
matter, the personal computer 68) provides a Menu function or entry item 1136. B
y selecting or pressing this function, the user calls up an on-screen menu on th
e television which, as shown in FIG. 16, includes the following menu headings: P
icture 1138 (including drop-down menu items such as optical picture control or 0
PC for automatic brightness adjustment, Backlight, Contrast, Manual Brightness,
Color, Tint, Sharpness, and Advanced Color Management System or CMS); Audio 1140

(including drop-down menu items such as Treble, Bass, Balance, and Dolby Virtua
I for surround sound); Power Control 1142 (including selected drop-down items fo
r automatically powering down to conserve energy if no signal or operation is de
tected for a given period); Setup 1144 (including drop-down menu items such as S
peaker setup, Input Label, Screen position, Picture Flip, Language, Auto Sync (i
n personal computer input mode only) and EZ setup and Parental Control (in other

input mode only)); Option 1146 (including drop-down menu items such as Input Se
lect, which provides an on-screen entry item equivalent to the Input button 1134

on the remote control, and miscellaneous setup items for various optional compo
nents); and Digital Setup 1148 (including drop-down menu items such as iLinks-us
ed to set up a D-VHS peripheral, Video, Audio, and CableCard-used to set up the
CableCard™ converter installed in the television which decrypts digital signals
). The menu items are navigated and selected using the navigational entry button
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s 1150 and the Enter entry button 1152, which buttons also navigate through any
menu provided by a peripheral component. An Exit button 1154 and Return button 1
156 causes the menu to be exited and returned to the previous menu screen, respe
ctively.

To briefly consider just a few other useful functions, the remote control
further includes a third set of buttons 1158 that can be programmed to enable on
e-touch entry of the user®"s four favorite channels and an audiovisual (AV) butto
n 1160 that enables the user to apply a predetermined audiovisual setting to the

broadcast that is optimized for movie images, game images, personal computer im
ages, and so on. There is also a closed captioning (CC) button 1162, a freeze bu
tton 1164 for capturing a still frame from a moving image, and Channel (CH) List

and Information (INFO) buttons, 1166 and 1168, respectively, for calling up a I
ist of digital channels available and for retrieving the station and show inform
ation typically broadcast with each digital channel segment. Although other cont
rol entry items and buttons are available via the remote control or personal com
puter, the above description should suffice to indicate the type and variety of
functions available.

Il1. First Exemplary Help Method with a View of Control Device

FIG. 15 is a flowchart depicting a first exemplary method 1169 for helping

a user operate a media-playing set using one or more control devices, such as a
handheld remote control 76 (FIG. 14). It is intended that this method be practi
ced in the context of a system of the type shown and described in connection wit
h FIGS. 12 and 13, that is, that a remote site 31 is provided for supporting the
user 22a and other users 22b-d, that this site be selectively connectible elect
ronically to the respective set of each user, as by broadband lines (hereinafter
, network links) 38a-d, that the support site be staffed by at least one represe
ntative 42, and that the site provide a mechanism, such as support interface 44,
networking unit 34, and controller 134, enabling the representative to remotely
make different entries for configuring the user®s set.

Referring also to FIG. 16, in accordance with this first exemplary method
1169, as the representative is helping the user, at least one on-screen image 11
70 representing at least one of the control devices is displayed on the televisi
on 45. Furthermore, as the representative remotely makes different entries for c
onfiguring the set, the entry items on the image corresponding to the entries re
motely made by the representative are highlighted. For example, if the represent
ative remotely selects the "Speaker Setup"™ menu item, such as by using an input
mouse at a computer terminal, then the corresponding Enter entry button on image

1170 (corresponding to item 1152 in FIG. 14) is highlighted. This enables the u
ser to see exactly, for future use, what entries are needed and to follow along,

entry-by-entry, with the representative. Assuming also that the representative
explains what he or she is doing as he or she proceeds, this in turn enables the

user to follow the action taken by the representative both auditory and visuall
y and so to have a better chance of retaining the expert information imparted. A
dditional aspects associated with this first exemplary method are depicted in FI
G. 15, which aspects will now be described.

Referring now to FIGS. 12 and 15, step 1174 of the first exemplary method
1169 includes determining if a support representative 42 is available and, if so
, In accordance with step 1176, establishing connection between the respective s
et and the support site 31. The order of these first two steps can be reversed;
however, if the order depicted is followed, the representative is able to help t
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he user establish connection if the user is having difficulty. If a representati
ve is not available, as step 1178 indicates, the user should wait before startin
g the method until such time as a representative is available.

In reference to step 1176, connection can be established either directly b
etween the support site and digital television 45 or, if the personal computer 6
8 is being used as an input/control device, through connecting the support site
to an input port of the personal computer and then connecting an output port of
the personal computer to the digital video interface (DVI) input/control port of

the television. In the latter instance, preferably the network link 38a (or 38b
, C, or d) constitutes a broadband connection, such as provided using digital su
bscriber line (DSL) technology over conventional telephone lines. Connection can
then be initiated, preferably with secure protocols, using conventional dial-up
and web browser tools, although the television can also be programmed to run a
connection script upon startup either by software stored in resident memory or o
n removable media such as a compact disc (CD). Of course, these connections will
vary if, instead of a television, other signal reception means is provided, suc
h as a television tuner card installed in the computer itself.
Proceeding to step 1180, the representative next remotely opens a TV setup
item displayed on his or her screen menu. As indicated in step 1182, this autom
atically causes the remote site 31 and media-playing set 25 to enter an "interac
tive mode"” whereby the representative can remotely query and control the set"s c
omponents including the television 45. Per step 1184, this also desirably causes
on-screen images representing one or more of the control devices to be automati
cally displayed locally in superimposed position on the current content screen.
For example, referring to the television screenshot depicted in FIG. 16, a first
on-screen image 1170 of a control device, representing the handheld remote cont
rol 76 (FIG. 14) and depicting selectable entry buttons, and a second on-screen
image 1190 of a control device, representing the personal computer 68 and depict
ing selectable menu items, are simultaneously displayed in superimposed position
on content screen 1192. Skipping now to step 1196, it will be noted that when t
he representative remotely makes an entry, both an entry button on the image rep
resenting the handheld remote control and a menu item on the image representing
the personal computer are normally highlighted, that is, the user can follow the
entries made for whichever type of control device, handheld remote or personal
computer, the user prefers. Furthermore, with each entry, the content screen 119
2 is updated as appropriate (such as when adjusting the brightness level) so tha
t the user can follow not only the entries on whichever control device is prefer
red but also immediately see their effect on the broadcast.
Referring also to step 1194, preferably an on-screen replica of the remote
control 76 is remotely displayed on the representative®s broadcasting unit 46 (
FIG. 12) and is designed for interactive operation by the representative such th
at, for example, by pointing and clicking with a mouse on the virtual buttons of
the replica, the representative can remotely make entries to the set. In this m
anner, the representative can precisely control the sequence of entry buttons th
at are highlighted for the user on the local image 1170 of the handheld remote s
ince there is then an exact one-to-one correspondence established between the vi
rtual button entries made by the representative and the entry buttons highlighte
d for the user on the local image. Any form of highlighting that is readily visi
ble to the user can be used to flag each entry selected including differently co
loring the entry relative to the other entries (such as by darkening or invertin
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g the color), or outlining, enlarging, brightening, or flashing/blinking the ent
ry.

It will be noted that the representative could, alternatively, remotely us
e an input mouse to directly select the menu items on the menu image 1190. As no
ted above, menu image 1190 represents the personal computer controls and is the
same menu the user would work with if it was the user controlling the television

via the personal computer. However, the resulting entry sequence would be somew
hat less easy for the user to visually track. By using a replica of the remote c
ontrol, the representative is forced to make each entry one easily followed step

at a time. For example, rather than jumping instantly from one menu item to ano
ther in a seemingly random direction, which the representative could easily do w
hen using a mouse, instead the representative is forced, when using the virtual
navigational buttons of the replica, to move strictly horizontally or vertically

one menu item at a time. Similarly, rather than one menu appearing at one insta
nt and then, unaccountably, an entirely different menu appearing another, which
would occur if the representative left-clicked a mouse to select a menu item, in
stead the representative is forced, when selecting a menu item using the virtual

buttons of the replica, to hit the virtual Enter button, thereby making this ot
herwise invisible entry immediately visible to the user. In a sense, the menu im
age 1190 is not only an input image representing the control inputs of the perso
nal computer but also an output image representing the output of the handheld re
mote control operating with its Menu button active and the television®s input so
urce set to personal computer. Hence, like the updating of the content screen 11
92 described above, this is another instance of displaying both the entries made

and their effect. To express it still another way, the functional qualities mak
ing the remote control a slower, more demanding, and less intuitive control devi
ce than the scrolling and clicking of the mouse of a personal computer are the s
ame qualities which make its operation easier for the user to follow and remembe
r.

Referring to steps 1198, 1200, and 1202, each entry the representative mak
es is desirable stored, until the sequence that includes the entry is complete,
at which time the entire entry sequence is desirably stored, as a unit, for late
r recall at the request of the user. For example, despite a prior session with a

support representative that covered the issue, some days or months afterward, t
he user may have forgotten the sequence of keys needed to adjust the picture bri
ghtness. By pressing the Help Recall button 1112 (FIG. 14) on the remote control

76 until this sequence appears, the user is then reminded of the sequence of en
try buttons previously used to increase brightness (e.g., Menu, Enter on Picture

option, Arrow Down x4 and Enter on Brightness bar, Arrow Right x5 and Enter on
bar slider).

Referring to steps 1204 and 1208, if, at any time during a help session, ¢
onnection between the remote site 31 and set 25 is broken, desirably the on-scre
en image 1170 of the remote control is removed from the screen. This alerts the
user that connection with the remote site has been lost. Referring to step 1206,

this image is also removed and the exemplary method 1169 concluded when the rep
resentative remotely closes the TV setup item on his or her screen (step 1209).
Otherwise, as indicated in FIG. 15, the representative can continue making entri
es and so continue highlighting the corresponding entry items on the control dev
ice images until such time as the representative and user deem it advisable to g
uit this procedure.
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I11. Second Exemplary Help Method with Network Lookup of Control Entry lte
ms
FIG. 17 is a flowchart depicting a second exemplary method 210 and operati
onal features of an exemplary system 21 for helping a user operate a media-playi
ng set using one or more control devices. The basic architecture of the system i
s described above in connection with FIG.12 and includes a remote support site 3
1 for supporting the user 22a and other users 22b-d, this site being located rem
otely from and selectively connectible electronically to the respective set of e
ach user, as by network links 38a-d, and further including a central database 35
The control device, which can include a handheld remote control 76 (FIG. 14) o
r personal computer 68, includes a Help function which, upon user selection, cau
ses an explanation of a selected entry item of interest to be retrieved from the
central database and displayed on the set. Referring also to FIG. 13, preferabl
y this retrieval can occur automatically, that is, a networking unit 34 at the r
emote site has a detector 120 configured to automatically detect any Help reques
t, a processor 126 configured to automatically process the request, and a server
124 configured to remotely drive the local receiver or television 45 so that th
e explanation is automatically displayed on the screen 112 of the set.
Using the above approach, simply by selecting or invoking a single, readil
y identifiable Help function, the user can easily retrieve an explanation on how
a specific but unfamiliar entry item operates without getting bogged down in ov
er- generalized explanations and without having to remember non-intuitive entry
methods for invoking Help, such as multiple or timed button entries. Furthermore
, in storing the explanatory information on a central database 35 accessible to
each local set via a network connection, several advantages are realized. These
include reduced manufacturing cost because it is relatively less expensive to pr
ovide even relatively large memory resources on one central unit than much small
er memory resources on each of many thousands of distributed units. Also, becaus
e there is greater space to store the explanation associated with each entry ite
m, a more detailed and thorough explanation of each entry item can be provided;
indeed, the explanation can be made substantially as comprehensive in detail as
the section in the set"s instruction manual explaining that particular item"s op
eration, even to the point of closely paraphrasing, substantially repeating, or
even expanding on the exact wording used in the manual. The need for extensive m
emory resources to fully realize this objective becomes apparent when considerin
g that the exemplary remote control shown in FIG. 14 includes over fifty individ
ual entry items or buttons, with some of these buttons performing more than one
function depending on the input source or function mode chosen (e.g., using Inpu
t button 1134 or Function button 1116). As the manual may, on average, devote a
page or two to describing each function, the total amount of explanatory materia
I stored in memory for just this one type of set will at least approach, if not
exceed, one hundred pages; however, from the standpoint of the user, a detailed
explanation concerning each entry item is clearly more advantageous than an over
ly terse and cryptic explanation. If desired, the explanation can be provided or
supplemented in a form other than text, such as by using pictures, graphics, or
tutorial videos, thereby requiring, of course, even greater memory resources.
Another advantage of storing the explanatory information on a central data
base 35 is that this information is then readily revised merely by updating the
database, which updating process would be much more cumbersome and difficult wer
e the information to be separately stored on each individual set selectively con
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nectible to the network. The need for such revision may become apparent, for exa
mple, if the support site receives a lot of inquiries about a particular entry i
tem, which may indicate that the currently available explanation for that item i
s confusing to users. Under the present system and method, by merely keeping the

contents of the remote database current, the support staff ensures that each us
er is provided ready access to the most complete and up-to-date information abou
t each entry item.

Further details concerning the second exemplary method 210 and related sys
tem are depicted in FIG. 17. Referring to that figure, initial step 1212 involve
s determining if the user has selected the Help function on the control device.
If not, the method is restarted; if so, the method continues. Referring also to
FIG. 13, the monitoring module 132 repeatedly polls the other television compone
nts to determine what input entries, if any, the user has made. If the user has
selected or activated the Help function or entry item, then, without more, the e
xemplary method commences. For example, referring to FIG. 14, the user can selec
t the Help function simply by pressing the Help entry button 110 on the handheld

remote control 76 normally in whatever fashion is most natural to the user with
out, for example, needing to count a predetermined number of seconds before rele
ase or without hastening to complete a further number of presses before a predet
ermined number of seconds have elapsed. Similarly, the user can select the Help
function with the computer 68, for example, by using a mouse input of the person
al computer to simply click on an on-screen Help menu item (it is assumed here t
hat the personal computer is already connected to the television and has been se
lected as the input source-for further details, see the general description abov
e concerning the Input button 1134). In the following description relating to FI
G. 17, given its ease of use and lack of any need to make it operable by further

interconnections and setup adjustments, the handheld remote 76 is regarded as t
he preferred form of control device, although a personal computer or even some 0
ther type of input device could alternatively be used. The main point in this fi
rst step 1212 of the exemplary method 210 is that the user is able to invoke or

initiate the method with a single and intuitively obvious entry.

The next step 1214 involves determining if the user has electrically conne
cted the set 25 to the support site 31. In the exemplary system shown in FIG. 12
, the user can, for example, establish a broadband dial-up connection, over conv
entional telephone lines, between the remote site 31 and the personal computer 6
8, and then connect the computer®s output port to the digital video interface (D
V1) input/control port of the television 45. Preferably this is done in accordan
ce with the technologies and protocols described above in connection with step 1
176 of the first exemplary method 1169. Alternatively, an input of the televisio
n may directly receive an Internet or network line or a television tuner card in

the computer may be substituted for a stand-alone television. In any event, as

step 1216 indicates, if connection has not yet been established, desirably an al
ert is provided to the user, such as an on-screen pop-up or display window, inst
ructing the user to first connect the set to the site and then to operate the He
Ip function. As step 1218 indicates, the exemplary method 210 then restarts.

If, on the other hand, the set 25 is already connected to the support site
when the Help function is selected, as step 1220 indicates, the next step is de
termining whether the user highlighted an on-screen menu item of interest (e.g.,
either under control of the handheld remote 76 or personal computer 68) before
selecting the Help function. If so, continuing to step 1222, the latest update o
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f the explanation on how this on-screen menu item operates is immediately retrie
ved from the central database 35 (FIG. 12) and displayed on the set. FIG. 20 sho
ws this explanation screen 1233 as it appears on the display of television 45 wh
en, prior to selecting the Help function, the drop-down menu item of interest "A
uto Sync" 1224 was highlighted (either with a personal computer and mouse or wit
h the Menu- and Navigational-entry buttons, 1136 and 1150, on the handheld remot
e). Otherwise, if the user did not indicate, by highlighting, any on-screen menu
item of interest prior to selecting the Help function, then as step 1226 indica
tes, desirably an image 1228 representing the current control device (of the han
dheld remote) is displayed on the set together with a suitable label 1230, such
as "Remote Help"™ (note that if the current control is the personal computer, an
on-screen menu item representing the controls of that computer would appear). In
either case, the user is clearly alerted that the Help function is successfully
activated.

If the user is satisfied with the explanation given and wishes to stop at
this point, as step 1232 indicates, he or she only needs to select the Help func
tion a second time. The special control functionality enabled under the exemplar
y method 210 then ceases and normal functioning of the entry items resumes. This

step is repeated after the selection of each entry item thereby affording the u
ser the opportunity to discontinue the method at any time.

IT the user wishes to continue, they can select a different entry item of
interest and retrieve its explanation either by highlighting a different on-scre
en menu item, as indicated by step 1234, or by selecting an entry item using any

other means, as indicated by step 1236, such as by pressing an entry button on
the remote control 68 that is of interest to the user but that is not associated
with Menu control (if necessary, by first pressing the Exit button 1154 to leav
e the Menu mode). In the former step, where the entry can be selected using eith
er the handheld remote 76 or a mouse device of the personal computer 68, the pro
cess reverts back to step 1222 and the type of screen display resulting is shown
in FIG. 20. In the latter step, on the other hand, the personal computer is not
available as a control device, and a different type of screen display results,
as shown in FIG. 19.

Referring to FIG. 19, as indicated by step 1238, an image 1228 of the curr
ent control device, that is, of the handheld remote 76, is displayed, if not dis
played already. This image may already be displayed from step 1226, it may alrea
dy have been displayed and lost because the last selection was of an on-screen m
enu item (e.g., using Menu mode), or it may never have been displayed previously

because every intervening selection was of an on-screen menu item. As step 1238
and FIG. 19 further indicate, on this image 1228 of the current control device,
the entry item or button of interest that was actually selected by the user is
preferably highlighted (here by darkening virtual button 1240 corresponding to t
hat one of the Favorite Channel buttons 1158 labeled "C," see FIG. 14 ). Such hi
ghlighting can be performed in any visually obvious manner including, for exampl
e, by differently coloring, outlining, enlarging, brightening, or causing the bl
inking of the selected button. This visually confirms for the user which entry b
utton of interest is actually selected, that is, the user will immediately be al
erted if they thought they had selected one button but actually selected another

As step 1242 and FIG. 19 moreover indicate, the latest update available of the
explanation on how the selected entry item of interest operates is retrieved fr
om the central database and displayed, here as an explanation screen 1244.
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From this step forward, as FIG.17 suggests, the process of selecting diffe
rent entry items of interest and displaying the latest explanation available on
how each entry operates can be repeated as many times as desired. Or, as indicat
ed in step 1232 and mentioned above, the user has only to select the Help functi
on a second time to quit the second exemplary method 210.

The method and system of the present invention can be enumerated as the fo
Ilowing (1)-(86).

(1). A method for helping a plurality of end users configure respective me
dia-playing sets comprising: (a) maintaining a support site; (b) detecting statu
s information about a respective set remotely from said support site including i
nternally collecting information from the respective set about an intrinsic broa
dcast characteristic of the respective set having at least two potential setting
s each individually selectable by the user of the respective set; and (c) remote
ly specifying a preferred one of said potential settings for the respective set
from said support site based on said status information

(2). The method of (1) further including detecting setup information about

each set.

(3). The method of (1) further including detecting diagnostic information
about the respective set.

(4). The method of (1) further including detecting usage information about

the respective set.

(5). The method of (1) wherein the specifying step includes upgrading the
respective set.

(6). The method of (1) including comparing said status information detecte
d to factory setting information and said specifying step includes resetting sai
d intrinsic broadcast characteristic in accordance with said comparing step.

(7). The method of (1) including remotely instructing the respective set t
0 run a self-diagnosis program.

(8). The method of (1) including the steps of analyzing the information de
tected for each of the end users and determining which viewing characteristics o
f the sets are most frequently used.

(9). The method of (1) including performing said detecting and said specif
ying step securely so as to prevent sharing of said information collected betwee
n respective users.

(10). A method for helping a plurality of end users configure respective m
edia-playing sets comprising: (a)maintaining a support site; (b) detecting statu
s information about a respective set remotely from said support site in response

to a request for help from the user of the respective set including internally

collecting information about a user-adjustable component of the respective set f
or selecting an on-screen characteristic; and (c) remotely adjusting said compon
ent from said support site based on said status information.

(11). The method of (10) further including enabling the user of the respe
ctive set to indicate disapproval of the adjustment made and remotely readjustin
g said component to a different adjustment setting in the event of said disappro
val.

(12). The method of (10) wherein the step of detecting information includ
es replicating at said remote site said on-screen image at the respective set.

(13). A method for helping a plurality of end users configure respective m
edia-playing sets comprising: (a) maintaining a support site; (b) detecting stat
us information about a respective set remotely from said support site including
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internally collecting information from the respective set about a broadcast char
acteristic of the respective set having at least two settings each potentially s
electable initially by the user of the respective set; and (c) remotely specifyi
ng initially for the respective set a selected one of said potential settings fr
om said support site based on said status information.

(14). The method of (13) including providing a computing resource at said
remote site and remotely specifying a selected one of said at least two settings

by accessing information stored in said computing resource.

(15). The method of (14) including updating the capability of said remote

site to specify the preferred one of said potential settings for each respectiv
e set by updating said resources.

(16). A method for helping a plurality of end users configure respective
media-playing sets comprising: (a) maintaining a remote support site; (b) detect
ing status information about a respective set remotely at said site including in
ternally collecting information from the respective set about at least two broad
cast characteristics of the respective set, each characteristic having at least
two potential settings, each setting being separately selectable by the user of
the respective set; and (c) remotely providing to the respective set from said s
ite a preferred one of said potential settings for each of said at least two bro
adcast characteristics.

(17). The method of (16) including remotely providing a preferred channel

setting, determining another broadcast setting preferred for said channel setti
ng, and remotely specifying said another broadcast setting.

(18). The method of (17) wherein said another broadcast setting is a pict
ure setting.

(19). A system for helping a plurality of end users configure respective
media-playing sets comprising: (a) a support site (support station) connectable
electronically with and remotely situated from each respective set, (b) each res
pective set having an intrinsic broadcast characteristic including at least two
potential settings each individually selectable by the user of the respective se
t, said support site having a detector adapted to internally collect information

from each set including status information about the respective broadcast chara

cteristic of each set; and (c) said support site including a server enabling spe
cification of a preferred one of said potential settings for the respective set
from said support site based on said status information.

(20). The system of (19) wherein said support site includes a query compo
nent and each respective set includes a monitoring module adapted to automatical
ly retrieve said status information in response to a request signal remotely gen
erated by said query component.

(21). The system of (19)wherein said preferred one of said potential sett
ings is automatically determined by said support site.

(22). The system of (21) including a processor adapted to determine a sec
ond most preferred one of said potential settings for the respective set in resp
onse to a rejection signal from a respective set to said detector indicating a r
ejection of said preferred one of said potential settings by the corresponding u
ser.

(23). The system of (19) wherein said support site further includes a dat
abase adapted to store selected ones of said potential settings with each select
ed in response to an adoption signal from a respective set to said detector indi
cating adoption of a preferred one of said potential settings by the correspondi
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ng user.

(24). The system of (19) wherein each set has a local display screen and
said support site further includes a broadcasting device to remotely replicate s
aid local display screen.

(25). The system of (19) wherein said support site further includes a con
troller and each respective set includes an adjustment module for adjusting the
respective set in response to a control signal remotely generated by said contro
Iler.

(26). A method for helping a plurality of end users configure respective
media-playing sets comprising: (a) maintaining a support site; (b) prompting the

user of each respective set to specify at least one of a plurality of selection
s available for said respective set in a setup context including eliciting the u
ser-specified at least one of said selections so as to enable the user to respon
d by operating a remote control device for said respective set independently of
performing any on-screen menu scrolling operation; and (c) completing setup of e
ach respective set by automatically specifying at said support site additional o
nes of said selections available for said respective set and remotely configurin
g from said support site each respective set in accordance with the correspondin
g automatically-specified additional ones and user-specified at least one of sai
d selections.

(27). The method of (26) including prompting the user of each respective
set for a zip code specifying the geographical location of said respective set.

(28). The method of (26) including prompting the user of each respective
set to specify a language for operating said respective set.

(29). The method of (26) including prompting the user of each respective
set for the model number of said respective set.

(30). The method of (26) including automatically identifying additional o
nes of said selections by automatically recognizing selections available for sai
d respective set in said setup context based on viewing conditions existing inde
pendently of said respective set.

(31). The method of (30) wherein said viewing conditions include the day-

of-week and the time-of-day for said respective set in said setup context.

(32). The method of (26) including automatically identifying additional o
nes of said selections by automatically recognizing selections available for sai
d respective set in said setup context based on said user-specified at least one

of said setup selections.

(33). The method of (32) including automatically recognizing a plurality
of channel selections available for said respective set in said setup context ba
sed on the user of said respective set specifying a zip code, a programming sour
ce, and a model number for said respective set.

(34). A method for helping a plurality of end users configure respective
consumer video sets comprising: (a) maintaining a support site; (b) prompting th
e particular user of each respective set to specify at least one of a plurality
of selections available for said respective set in a setup context including eli
citing the user-specified at least one of said selections free of any listing of

any other mutually exclusive ones of said selections; and (c) completing setup

of each respective set by automatically specifying at said support site addition
al ones of said selections available for said respective set and remotely config
uring from said support site each respective set in accordance with the correspo
nding automatically-specified additional ones and user-specified at least one of
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said selections.

(35). The method of (34) including specifying at least certain ones of th
e automatically-specified additional ones of said selections based on said user-
specified at least one selection.

(36). The method of (34) including performing said eliciting step free of

displaying any on-screen menu.

(37). The method of (34) including accessing the respective selections fa
vored in previous viewing contexts by users outside of the location of said resp
ective set, statistically analyzing automatically the outside favored selections

to determine the mutually integrable outside selections most frequently favored
by said outside users in previous viewing contexts substantially matching said
setup context of said particular user, and automatically specifying said most fr
equently favored mutually integrable outside selections as additional ones of sa
id selections.

(38). The method of (37) wherein said most frequently favored mutually in
tegrable selections include a channel setting.

(39). The method of (37) wherein said most frequently favored mutually in
tegrable selections include a picture setting.

(40). The method of (37) including enabling said particular user to selec
tively indicate approval and disapproval of said most frequently favored mutuall
y integrable outside selections and, if said disapproval is indicated, successiv
ely repeating said analyzing, specifying, and enabling steps for other ones of t
he outside favored selections, each other one being favored increasingly less fr
equently than any favored selection specified in a preceding iteration.

(41). The method of (40) including providing a remote control device havin
g a thumbs up- and a thumbs down button for enabling said user to indicate appro
val and disapproval, respectively.

(42). The method of (34) further including, after completing said setup,
remotely detecting at said support site the viewing selections favored in variou
s viewing contexts by the individual users within the location of each respectiv
e set, statistically analyzing automatically the individually favored viewing se
lections to determine the mutually integrable individual viewing selections most

frequently favored by said individual users in viewing contexts substantially m
atching a presently ongoing viewing context of a specific user of said respectiv
e set, and remotely configuring from said support site said respective set in ac
cordance with said most frequently favored mutually integrable individual viewin
g selections.

(43). The method of (42) wherein said most frequently favored mutually in
tegrable viewing selections include picture settings and sound settings and said

presently ongoing viewing context is characterized by the program category of a

channel setting selected by said specific user.

(44). The method of (42) including enabling said specific user to selectiv
ely request a channel setting as one of the automatically configured said most f
requently favored mutually integrable individual viewing selections and wherein
said presently ongoing viewing context is characterized by the program category
most frequently selected by said individual users of the respective set for the
corresponding day of week, time of day, and programming source.

(45). A method for helping a plurality of end users configure respective m
edia-playing sets comprising: (a) maintaining a support site; (b) remotely provi
ding at a respective set from said support site a listing of possible outcomes f
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or a feature category including at least one broadcast characteristic of the res
pective set, each broadcast characteristic having potential settings selectable

by the user of the respective set; (c) enabling the user of said set to identify
a targeted one of said possible outcomes; and (d) remotely specifying a preferr
ed one of said settings for a broadcast characteristic in said category for reso
Iving said targeted one of said possible outcomes.

(46). The method of (45) including limiting said possible outcomes to thos
e ones of said possible outcomes most commonly identified historically as target
ed ones by respective users of the respective sets.

(47). The method of (45) including providing more than one feature categor
y and enabling the user to select between feature categories.

(48). The method of (45) including continually revising said listing at sa
id support site.

(49). The method of (48) including revising said listing to include those
ones of said possible outcomes most frequently identified historically as target
ed ones by the users of said sets.

(50). The method of (45) including generating said listing at said remote
site automatically.

(51). The method of (45) including enabling the user of the respective set

to selectively adopt and reject said preferred one of said settings and remotel
y specifying an alternative one of said settings if said preferred one is reject
ed.

(52). The method (51) including remotely recording said preferred one of
said settings if adopted and later reusing said preferred one in a later repeati
ng of said remotely specifying step.

(53). The method of (45) including remotely providing said listing in res
ponse to a request for help by the user of the respective set.

(54). The method of (51) including remotely selecting said preferred one
of said settings by remotely adjusting a component of the respective set.

(55). The method of (50) including remotely specifying said preferred one

of said settings by remotely providing at the respective set a tutorial on loca
Ily adjusting said set to select said preferred one of said settings.

(56). The method of (45) including collecting status information internal
ly from the respective set about the current setting of said broadcast character
istic in said feature category.

(57). The method of (45) wherein said feature category is a picture featu
re.

(58). The method of (45) wherein said feature category is an audio featur

(59). The method of (45) including resolving by avoiding said targeted on
e of said possible outcomes.
(60). The method of (45) including resolving by establishing said targete
d one of said possible outcomes.
(61). A method for helping a user operate a media-playing set using a cont
rol device comprising: (a) providing a support site for supporting said user and
other users, said support site being located remotely from and selectively conn
ectible electronically to the respective set of each user and being staffed by a
t least one representative; (b) as said representative is helping said user, dis
playing an on-screen image representing said control device on said set; and (c)
as said representative remotely makes different entries for configuring said se
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t, highlighting the respective entry items on said image corresponding to said e
ntries remotely made by said representative.

(62). The method of (61) further including remotely displaying an on-scree
n replica of said control device designed for interactive operation by said repr
esentative such that as said representative remotely makes different entries on
said replica, the corresponding entry items on said image are highlighted.

(63). The method of (61) further including displaying said image superimpo
sed over a content screen and updating both said image and said content screen a
s said representative remotely makes different entries.

(64). The method of (61) wherein said control device is a first control de
vice and said image is a first on-screen image and further including simultaneou
sly displaying a second on-screen image representing a second control device and

highlighting entry items on both said first- and second- on-screen images as sa
id representative makes different entries for configuring said set.

(65). The method of (61) further including highlighting the respective ent
ries on said image in a manner selected from the group consisting of coloring, o
utlining, enlarging, brightening, and blinking.

(66). The method of (61) wherein said user may recall previous entry seque
nces made by said representative.

(67). The method of (61) wherein said media-playing set and said support s
ite are interconnected by a computer network.

(68). The method of (61) wherein said media-playing set is a television.

(69). The method of (68) wherein said control device is a handheld remote
control.

(70). A system for helping a user operate a media-playing set using a cont
rol device comprising: (a) a support site for supporting said user and other use
rs, said support site being located remotely from and selectively connectible el
ectronically to the respective set of each user and including a central database
, and (b) said control device including a help function configured so that, upon

user selection of said help function, an explanation on how a selected entry it
em of interest operates is retrieved from said central database and is displayed
by said set.

(71). The system of (70) wherein said entry item of interest is selected b
y said user pressing an entry button of interest on said control device after se
lecting said help function.

(72). The system of (70) wherein said control device is a handheld remote
control.

(73). The system of (70) wherein said control device is a personal compute

(74). The system of (70) wherein an instruction manual is available for sa
id set containing a section explaining how each entry item operates and said exp
lanation retrieved from said central database is substantially as comprehensive
in detail as said section for the corresponding entry item.

(75). The system of (70) wherein said media-playing set and said support s
ite are interconnected by a computer network.

(76). The system of (70) wherein said media-playing set is a television.

(77). The method of (76) wherein said control device is a handheld remote
control.

(78). A method for helping a user operate a media-playing set using a cont
rol device comprising: (a) providing a support site for supporting said user and
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other users, said support site being located remotely from and selectively conn
ectible electronically to the respective set of each user and including a centra
I database; and (b) providing a help function on said control device and, upon u
ser selection of said help function, retrieving an explanation from said central
database on how a selected entry item of interest operates and displaying said
explanation on said set.
(79). The method of (78) further including said user selecting said entry
item of interest on said control device after selecting said help function.
(80). The method of (79) further including selecting said entry item of in
terest using a handheld remote control.

(81). The method of (79) further including selecting said entry item of in
terest using a mouse device of a personal computer.

(82). The method of (78) further including displaying an image representin
g the control device on said set and highlighting said selected entry item of in
terest.

(83). The method of (82) further including highlighting said entry item of
interest in a manner selected from the group consisting of coloring, outlining,
enlarging, brightening, and blinking.

(84). The method of (78) further including enabling said user to resume no
rmal functioning of said entry items by selecting said help function a second ti
me.

(85). The method of (78) further including revising said explanation by up
dating said central database.

(86). The method of (78) wherein said media-playing set and said support s
ite are interconnected by a computer network, said media-playing set is a televi
sion, and said capture device is a handheld remote control.

It will be evident to those of ordinary skill in the art that at least cer
tain substitutions and combinations other than those set forth above in complian
ce with the requirement of describing the best mode for practicing the invention

are possible and could be employed to alter the particular structures and opera
tions described without, in fact, significantly deviating from the core teaching
s and essential elements of the present invention. It will be particularly noted
that the terms and expressions employed in the foregoing specification are used
therein as terms of description and not of limitation, and there is no intentio
n, in the use of such terms and expressions, of excluding equivalents of the fea
tures shown and described or portions thereof, it being recognized that the scop
e of the invention is defined and limited only by the claims which follow.
[BRIEF DESCRIPTIONS OF THE DRAWINGS]

FIG.1 is a diagrammatic view representing an exemplary system for configur
ing media-playing sets as constructed in accordance with one embodiment of the p
resent invention.

FIG. 2 is a diagrammatic view showing details of the exemplary system of F
IG. 1 where, in particular, the broadcasting device is a television set and incl
uding details of significant components of the remote site and this set provided

in accordance with the present invention.

FIG. 3 is a block diagram of an exemplary procedure for configuring media-
playing sets, such as of the types shown in FIGS. 1-2, as provided in accordance

with the present invention.

FIG. 4 depicts a remote control device for use with a set as depicted in F
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IGS. 1 and 2 as constructed and operated in accordance with an exemplary aspect
of the present invention.

FIG. 5 shows an exemplary series of screens displayed on a set as depicted
in FIG. 2 that are designed to prompt or elicit the user for information during
initial setup of the set using the device depicted in FIG. 4 in accordance with
an exemplary aspect of the present invention.

FIG. 6 shows a different screen display of a set as depicted in FIG. 2 des

igned to help the user resolve commonly encountered issues in accordance with a
further exemplary aspect of the present invention.

FIG. 7 shows a different screen display of a set as depicted in FIG. 2 des
igned to help the user resolve commonly encountered issues in accordance with a
further exemplary aspect of the present invention.

FIG. 8 shows a different screen display of a set as depicted in FIG. 2 des
igned to help the user resolve commonly encountered issues in accordance with a
further exemplary aspect of the present invention.

FIG. 9 shows a different screen display of a set as depicted in FIG. 2 des
igned to help the user resolve commonly encountered issues in accordance with a
further exemplary aspect of the present invention.

FIG. 10 shows a different screen display of a set as depicted in FIG. 2 de
signed to help the user resolve commonly encountered issues in accordance with a

further exemplary aspect of the present invention.

FIG. 11 shows a different screen display of a set as depicted in FIG. 2 de
signed to help the user resolve commonly encountered issues in accordance with a

further exemplary aspect of the present invention.

FIG. 12 is a diagrammatic view of an exemplary system for helping a user o
perate a media-playing set using a control device in accordance with another emb
odiment of the present invention.

FIG. 13 is a schematic view showing details of the exemplary system of FIG

12.

FIG. 14 is a plan view of an exemplary handheld remote control constructed
in accordance with the present invention.

FIG. 15 is a flowchart outlining a first exemplary method for helping a us

er operate a media-playing set using one or more control devices.

FIG. 16 is a plan view of the on-screen display of the digital television
of FIG. 13 during operation in accordance with the first exemplary method of FIG

15.

FIG. 17 is a flowchart outlining a second exemplary method for helping a u
ser operate a media-playing set using one or more control devices.

FIG. 18 is a plan view of the on-screen display of the digital television
of FIG. 13 during operation in accordance with the second exemplary method of FI
G. 17 after the HELP function on the handheld remote control of FIG. 14 has been

selected.

FIG. 19 is a plan view of the on-screen display of the digital television
of FIG. 13 during operation in accordance with the second exemplary method of FI
G. 17 after the entry item of interest has been selected by pressing the EDIT bu
tton on the handheld remote control of FIG. 14.

FIG. 20 is a plan view of the on-screen display of the digital television
of FIG. 13 during operation in accordance with the second exemplary method of FI
G. 17 after the entry item of interest has been selected by choosing the Auto Sy
nc on-screen menu item.
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[REFERENCE NUMERALS]
22,22a-d ... user
30,31 ... support site
24,25,25a-d ... media-playing set
120 ... detector

124 ... server
130 ... query component
132 ... monitoring module
126 ... processor
40 ... database (knowledge database)
76 ... remote control device
76,76a-d ... control device (remote control device)
42 ... representative
35 ... central database
100 ... digital television
1. A method for helping a plurality of end users configure respective m

edia-playing sets comprising:

(a) maintaining a support site;

(b) detecting status information about a respective set remotely from sa
id support site including internally collecting information from the respective
set about an intrinsic broadcast characteristic of the respective set having at
least two potential settings each individually selectable by the user of the res
pective set; and

(c) remotely specifying a preferred one of said potential settings for t
he respective set from said support site based on said status information.

2. The method of claim 1 further including detecting setup information
about each set.

3. The method of claim 1 further including detecting diagnostic informa
tion about the respective set.

4. The method of claim 1 including comparing said status information de
tected to factory setting information and said specifying step includes resettin
g said intrinsic broadcast characteristic in accordance with said comparing step

5. The method of claim 1 including the steps of analyzing the informati
on detected for each of the end users and determining which viewing characterist
ics of the sets are most frequently used.

6. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:

(a) maintaining a support site;

(b) detecting status information about a respective set remotely from sa
id support site in response to a request for help from the user of the respectiv
e set including internally collecting information about a user-adjustable compon
ent of the respective set for selecting an on-screen characteristic; and

(c) remotely adjusting said component from said support site based on sa
id status information.
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7. The method of claim 6 further including enabling the user of the res
pective set to indicate disapproval of the adjustment made and remotely readjust
ing said component to a different adjustment setting in the event of said disapp
roval.

8. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:

(a) maintaining a support site;

(b) detecting status information about a respective set remotely from sa
id support site including internally collecting information from the respective
set about a broadcast characteristic of the respective set having at least two s
ettings each potentially selectable initially by the user of the respective set;
and

(c) remotely specifying initially for the respective set a selected one
of said potential settings from said support site based on said status informati
on.

9. The method of claim 8 including providing a computing resource at sa
id support site and remotely specifying a selected one of said at least two sett
ings by accessing information stored in said computing resource.

10. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:
(a) maintaining a remote support site;

(b) detecting status information about a respective set remotely at said
site including internally collecting information from the respective set about
at least two broadcast characteristics of the respective set, each characteristi
c having at least two potential settings, each setting being separately selectab

le by the user of the respective set; and

(c) remotely providing to the respective set from said site a preferred
one of said potential settings for each of said at least two broadcast character
istics.

11. The method of claim 10 including remotely providing a preferred chan
nel setting, determining another broadcast setting preferred for said channel se
tting, and remotely specifying said another broadcast setting.

12. A system for helping a plurality of end users configure respective m
edia-playing sets comprising:

(a) a support site connectable electronically with and remotely situated
from each respective set; and

(b) each respective set having an intrinsic broadcast characteristic in
cluding at least two potential settings each individually selectable by the user
of the respective set,

said support site having a detector adapted to internally collect informat
ion from each set including status information about the respective broadcast ch
aracteristic of each set,

said support site including a server enabling specification of a preferred
one of said potential settings for the respective set from said support site ba
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sed on said status information.

13. The system of claim 12 wherein said support site includes a query co
mponent and each respective set includes a monitoring module adapted to automati
cally retrieve said status information in response to a request signal remotely
generated by said query component.

14. The system of claim 12 wherein said preferred one of said potential
settings is automatically determined by said support site.

15. The system of claim 14 including a processor adapted to determine a
second most preferred one of said potential settings for the respective set in r
esponse to a rejection signal from a respective set to said detector indicating
a rejection of said preferred one of said potential settings by the correspondin
g user.

16. The system of claim 12 wherein said support site further includes a
database adapted to store selected ones of said potential settings with each sel
ected in response to an adoption signal from a respective set to said detector i
ndicating adoption of a preferred one of said potential settings by the correspo
nding user.

17. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:
(a) maintaining a support site;
(b) prompting the user of each respective set to specify at least one of
a plurality of selections available for said respective set in a setup context
including eliciting the user-specified at least one of said selections so as to
enable the user to respond by operating a remote control device for said respect
ive set independently of performing any on-screen menu scrolling operation; and
(c) completing setup of each respective set by automatically specifying
at said support site additional ones of said selections available for said respe
ctive set and remotely configuring from said support site each respective set in
accordance with the corresponding automatically-specified additional ones and u
ser-specified at least one of said selections.

18. The method of claim 17 including automatically identifying additiona
I ones of said selections by automatically recognizing selections available for
said respective set in said setup context based on viewing conditions existing i
ndependently of said respective set.

19. The method of claim 17 including automatically identifying additiona
I ones of said selections by automatically recognizing selections available for
said respective set in said setup context based on said user-specified at least
one of said setup selections.

20. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:

(a) maintaining a support site;

(b) prompting the particular user of each respective set to specify at |
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east one of a plurality of selections available for said respective set in a set
up context including eliciting the user-specified at least one of said selection
s free of any listing of any other mutually exclusive ones of said selections; a
nd
(c) completing setup of each respective set by automatically specifying

at said support site additional ones of said selections available for said respe
ctive set and remotely configuring from said support site each respective set in
accordance with the corresponding automatically-specified additional ones and u
ser-specified at least one of said selections.

21. The method of claim 20 including accessing the respective selections
favored in previous viewing contexts by users outside of the location of said r
espective set, statistically analyzing automatically the outside favored selecti
ons to determine the mutually integrable outside selections most frequently favo
red by said outside users in previous viewing contexts substantially matching sa
id setup context of said particular user, and automatically specifying said most
frequently favored mutually integrable outside selections as additional ones of
said selections.

22. The method of claim 20 further including, after completing said setu
p, remotely detecting at said support site the viewing selections favored in var
ious viewing contexts by the individual users within the location of each respec
tive set, statistically analyzing automatically the individually favored viewing
selections to determine the mutually integrable individual viewing selections m
ost frequently favored by said individual users in viewing contexts substantiall
y matching a presently ongoing viewing context of a specific user of said respec
tive set, and remotely configuring from said support site said respective set in
accordance with said most frequently favored mutually integrable individual vie
wing selections.

23. A method for helping a plurality of end users configure respective m
edia-playing sets comprising:
(a) maintaining a support site;
(b) remotely providing at a respective set from said support site a list
ing of possible outcomes for a feature category including at least one broadcast
characteristic of the respective set, each broadcast characteristic having pote
ntial settings selectable by the user of the respective set ;
(¢) enabling the user of said set to identify a targeted one of said pos
sible outcomes; and
(d) remotely specifying a preferred one of said settings for a broadcast
characteristic in said category for resolving said targeted one of said possibl
e outcomes.

24. The method of claim 23 including providing more than one feature cat
egory and enabling the user to select between feature categories.

25 The method of claim 23 including continually revising said listing a
t said support site.

26. A method for helping a user operate a media-playing set using a cont
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rol device comprising:

(a) providing a support site for supporting said user and other users, s
aid support site being located remotely from and selectively connectible electro
nically to the respective set of each user and being staffed by at least one rep
resentative;

(b) as said representative is helping said user, displaying an on-screen

image representing said control device on said set; and

(c) as said representative remotely makes different entries for configur
ing said set, highlighting the respective entry items on said image correspondin
g to said entries remotely made by said representative.

27. The method of claim 26 further including remotely displaying an
on-screen replica of said control device designed for interactive operation by s
aid representative such that as said representative remotely makes different ent
ries on said replica, the corresponding entry items on said image are highlighte
d.

28. A system for helping a user operate a media-playing set using a cont
rol device comprising:

(a) a support site for supporting said user and other users , said suppo
rt site being located remotely from and selectively connectible electronically t
0 the respective set of each user and including a central database, and

(b) said control device including a help function configured so that, up
on user selection of said help function, an explanation on how a selected entry
item of interest operates is retrieved from said central database and is display
ed by said set.

29. A method for helping a user operate a media-playing set using a cont
rol device comprising:

(a) providing a support site for supporting said user and other users, s
aid support site being located remotely from and selectively connectible electro
nically to the respective set of each user and including a central database; and

(b) providing a help function on said control device and, upon user sele
ction of said help function, retrieving an explanation from said central databas
e on how a selected entry item of interest operates and displaying said explanat
ion on said set.

30. The method of claim 29 further including displaying an image represe
nting the control device on said set and highlighting said selected entry item o
f interest.
[Abstract]A remote support site (30) having a detector (120) internally collecti
ng information on a user-selectable intrinsic broadcast characteristic of a medi
a-playing set (24) or digital television (100) and a server (124) enabling speci
fication of a preferred setting for such characteristic from this information. A
method including maintaining a remote site (30), therefrom internally collectin
g information from the set (24) about a user-selectable intrinsic broadcast char
acteristic, and therefrom specifying a preferred setting for such characteristic
A similar method but information detected upon user request about user-adjusta
ble component for selecting on-screen characteristic and final step is remotely
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