1 METHOD AND SYSTEM FOR MANAGING CUSTOMER FEEDBACK SURVEY RESPONSES 5
FIELD OF INVENTION The present invention generally relates to a method and a system for
managing customer feedback survey responses. For example, the feedback survey may be initiated
with a customer for a service provided by a service provider. 10 BACKGROUND Conventionally,
ratings (or feedback) for a service provider may be found in various mediums such as on the Internet
or in printed publications. Such ratings are supplietl by 15 previous customers based on their
experience with, and their perception of, the service provider. For example, on the internet, ratings
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BACKGROUND

Conventionally, ratings (or feedback) for a service provider may be found in various
mediums such as on the internet or in printed publications. Such ratings are supplied by

15 previous customers based on their experience with, and their perception of, the service
provider. For example, on the internet, ratings may typically be freely posted by anyone
and on a voluntarily basis. As a potential customer searches for a suitable service
provider, the potential customer would typically search the internet in an attempt to
locate various service providers and any feedback/ratings provided by previous

20  customers in order to obtain an indication of the quality of the service providers. The
potential customer may then decide on which service provider to engage based on such
feedback/ratings.

While the above conventional systems and methods of collecting feedback/ratings may
25  provide some information to potential customers on past experiences with the service
provider, the information provided may not fairly or accurately represent the quality of the
service provider as a whole. For example, while there is typically no incentive to post a
positive review of a service provider, people tend to be more motivated to post negative
reviews of a service provider to vent their dissatisfaction and in some cases, with an
30 intent to hurt the service provider's business as a way of retribution. Therefore, the
feedback/ratings received for a service provider may be heavily biased/skewed towards
a small group of people who were dissatisfied {whether reasonable or not) and do not

fairly representfindicate the quality of the service provider as a whole. In addition, since



2 the feedback/ratings may be freely posted by anyone anonymously, there is no mechanism to verify
that each feedback/rating is posted by actual previous customers of the service provider. For example,
negative ratings could be fraudulently posted by competitors who wish to damage the service
provider's reputation. Accordingly, the 5above conventional systems and methods do not provide a fair
and reliable representation of the overall quality of the service provider. On the other hand, service
providers may have ratings or testimonials provided on their website from previous customers.
However, such ratings/testimonials are ysually 10 selectively posted on the webhsite tp portray a good
image i 5 FoFE0C B R B S ARRRS 25: BRIt S EEFor g B ™ |
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survey respepessiabaeeihtooaddrrsse ohssR Rt thewhgve-20mentioned problems. SUMMARY
According a first aspect of the present invention, there is provided a method for 25 managing customer

feedback survey responses, the method comprising:
On the other hand, service providers may have ratings or testimonials provided on their

website from previous customers. However, such ratingsfiestimonials are usually

10  selectively posted on the website to portray a good image with the purpose of attracting
new customers. For example, it is common that all ratings/testimonials provided on the
website for a service provider are positive. In certain cases, the rafings/testimonials may
even be fabricated by the service provider since there is no mechanism to verify their
authenticity. Therefore, the ratings provided on the service provider's website are

15  generally not reliable and do not fairly indicate/represent the gquality of the service
provider as a whole.

A need therefore exists to provide a method and system for managing customer
feedback survey responses that seek to address one or more of the above-
20  mentioned problems.

SUMMARY

According a first aspect of the present invention, there is provided a method for
25  managing customer feedback survey responses, the method comprising:
receiving, from a service provider, a request to initiate a feedback survey with
a customer in relation to a service provided by the service provider, the feedback
survey comprises a plurality of survey intervals, each survey interval being
associated with a respective one of a plurality of stages of the service; and
30 receiving a feedback to the feedback survey from the customer, the feedback
comprises responses received for the plurality of survey intervals,
wherein the method is configured o be in a lock state for preventing a new
feedback survey for another service provided by the service provider from being
initiated based on a state of the feedback survey.



receiving, from a service provider, a request to initiate a feedback survey with a customer in relation to
a service provided by the service provider, the feedback survey comprises a plurality of survey
intervals, each survey interval being associated with a respective one of a plurality of stages of the
service; and 30receiving a feedback to the feedback survey from the customer, the feedback
comprises responses received for the plurality of survey intervals, wherein the method is
configured to be in a lock state for preventing a new feedback survey for another service provided by
the service provider from being initiated based on a state of the feedback survey. 3 Preferably, the
method further comprises: prompting an action input from the service provider in reply to the response
made by thereigsehiveio methedbdhensenliseey interval for the service; and 5 accepting the
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wherein the method is configured to be in the lock state when said action

10 input for the service provider is outstanding.

Preferably, the method is configured fo return to an open state from the lock state,
the open state being capable of accepting a new feedback survey for another
service by the service provider, when the action input from the service provider for

15  the predetermined survey interval for the service is received.

Preferably, the action input comprises an accept action for accepting the response
made by the customer for the predetermined survey interval or an investigate action
for investigating the response made by the customer for the predetermined survey
20  interval, and wherein the feedback received is stored in the database when the
action input received is the accept action, and the investigation process is initiated

when the action input received is the investigate action.

Preferably, the predetermined survey interval is a final survey interval of the
25  feedback survey.

The plurality of stages of the service may comprise an initial stage of the service, an

implementation stage of the service, and a final stage of the service, the final stage

of the service being associated with the final survey interval of the feedback survey.
30

The initial stage of the service may relate o a pre-sales period for securing a sale of

an item of goods and/or services to the customer, the implementation stage may

relate to an execution period for fulfilling the sale, and the final stage may relate to a

completion period after the sale has been fulfilled.



15the predetermined survey interval for the service is received. Preferably, the action input comprises
an accept action for accepting the response made by the customer for the predetermined survey
interval or an investigate action for investigating the response made by the customer for the
predetermined survey 20 interval, and wherein the feedback received is stored in the database when
the action input received is the accept action, and the investigation process is initiated when the action
input received is the investigate action. Preferably, the predetermined survey interval is a final
survey interval of the 25 feedback survey. The plurality of stages of the service may comprise an initial
stage of the service, an implementation stage of the service, and a final stage of the service, the final
stage of th&rssertdybdhgy enssbethteepitisah echitedwiringy heefegarbhdie esitritKaumash 30 The

initial stageQfdhsesrasiicaymaNiselatefarepieraalepRefieg far pecysingasalerdndtenef goods
and/or servsiggs to the customer, the implementation stage may relate to an execution period for

fulfilling the s?aﬁjée’,' and the final stage may relate to a completion period after the sale has been fulfilled.
4 Preférably, the method comprises categorising the feedback received for each feedback survey

initiated bypthersapncenRradeys indhediainbasmaciy disadindisatalls iipiarbiaibe status may
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feedback survey has been terminated before completion, the first complete status
10 for indicating that the feedback su'rvey has been completed with the accept action,
and the second complete status for indicating that the feedback survey has been
completed with the address action.

Preferably, the method further comprises generating, upon request, a first type of
15  feedback report of the service provider, the first type of feedback report is based on
a predetermined number of the feedback received for the service provider having

the first complete status.

Preferably, the first type of feedback report comprises only the response received at
20  the predetermined survey interval amongst the responses received at the plurality of

survey intervals for each service provided by the service provider.

Preferably, the method further comprises generating, upon request, a second type
of feedback report of the service provider, the second type of feedback report
25 comprises all of the responses received at the plurality of survey intervals for each

service provided by the service provider.

Preferably, the method further comprises linking the service provider to a company
or an association, wherein the method is configured to terminate any feedback
30 survey that is pending except for pending feedback survey having said action input
outstanding or when the predetermined survey interval for the service provided by

the service provider has been initiated which are maintained.



10 for indicating that the feedback survey has been completed with the accept action, and the second
complete status for indicating that the feedback survey has been completed with the address action.
Preferably, the method further comprises generating, upon request, a first type of 15 feedback report
of the service provider, the first type of feedback report is based on a predetermined number of the
feedback received for the service provider having the first complete status. Preferably, the first type
of feedback report comprises only the response réceived at 20the predetermined survey interval
amongst thgcresrg.onse% recgivgg %tc hc% l%ra!ge%fts.}{\r,‘é%{/;cjﬂt%vals for eac(p egervicetgrm(ided by the
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maintained(.)f gtage's of the service;
a feedback receiving module for receiving a feedback o the feedback survey
from the customaer, the feedback comprises responses received for the plurality of
10 survey intervals; and |
a database module for storing the feedback received from the customer,
wherein the feedback survey initialization module is configured to be in a lock
state for preveniting a new feedback survey for another service provided by the

service provider from being initiated based on a state of the feedback survey.

15
Preferably, the system further comprises:

" an action module for prompting an action input from the service provider in
reply to the response made by the customer for a predetermined survey interval for
the service,

20 wherein the action moduie is operable fo accept the response received for

the predetermined survey interval in the database moduie or initiate an investigation
process to investigate the response received for the predetermined survey interval
based on the action input received from the service provider, and

wherein the feedback survey initialization module is configured to be in the

25 lock state when said action input for the service provider is outstanding.

Preferably, the feedback survey initialization module is configured to return to an
open state from the lock state, the open state being capable of accepling a new
feedback survey for another service by the service provider, when the action input
30 from the service provider for the predetermined survey interval for the service is

received.

Preferably, the action input comprises an accept action for accepting the response

made by the customer for the predetermined survey interval or an investigate action



According a second aspect of the present invention, there is provided a system for managing customer
feedback survey responses, the system comprising: a feedback survey initialization module for
receiving, from a service provider, a request to initiate a feedback survey with a customer in relation to
a service 5 provided by the service provider, the feedback survey comprises a plurality of survey
intervals, each survey interval being associated with a respective one of a plurality of stages of the
service; a feedback receiving module for regeiving a feedback to the feedback survey from the
customer, t1he feedlgac{( m rises [esSponses re%ﬁived for thedeuIaIit% of 10survey intervals; and a
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survey. 15 PE?J%@?JM\% esgg%rrp il;]urtl‘tleé cq\rfggrgg?gé ived! agtiont.module for prompting an action
input from the Service provider in reBH/ {51 response made %ﬁﬁéo&stomer for a predetermined
surveydnterval for the service, 20wherein the action module is operable to accept the response

received foptbripigdetagmiedssunvaysitanabin thedataRase fafulgrosinitiate an gvestigation
process to ]invgséig(attej the response received for the predetermined survey interval based on the action

input received from the s&rvice provider, and wherein the feedback survey initialization module
is configured to be in the 25lock state when said action input for the service provider is outstanding.

Preferably, the feedinga staysy dnitidlizatinre magueriprestigLramkiaisie brimar vee Hate from the
lock S‘F 8‘8’ ;[rr?‘xeplg%%ﬂt%?c}g &%5‘@ &atg%bslgn(?ifcg,cgggtlangn%p S‘i\évge of the service, the final stage

of the service being associated with the final survey interval of the feedback survey.

The initial stage of the service may relate to a pre-sales period for securing a sale of
an item of goods and/or services to the customer, the implementation stage may

15 relate to an execution period for fulfilling the sale, and the final stage may relate to a
completion period after the sale has been fulfilied.

Preferably, the system further comprises a categorising module for categorising the
feedback received for each feedback survey initiated by the service provider in the
20  database according to its status.

Preferably, the status comprises one of a pending status, a terminated status, a first
complete status and a second complete status, the pending status for indicating that
the feedback survey is pending, the terminated status for indicating that the
25 feedback survey has been terminated before completion, the first complete status
for indicating that the feedback survey has been completed with the accept action,
and the second complete status for indicating that the feedback survey has been
completed with the address action. '

30  Preferably, the system further comprises a first feedback report generating module
for generating, upon request, a first type of feedback report of the service provider,
the first type of feedback report is based on a predetermined number of feedback

received for the service provider having the first complete status.



feedback survey for another service by the service provider, when the action input 30from the service
provider for the predetermined survey interval for the service is received. 6 for investigating the
response made by the customer for the predetermined survey interval, and wherein the feedback
received is stored in the database module when the action input received is the accept action, and the
investigation process is initiated when the action input received is the investigate action. 5 Preferably,
the predetermined survey interval is a final survey7interva| of the feedback survey. The plurality of

stages of t i a I’IS an |n|t| sta of the service, an 10implementation stage of the
service, an%ﬁa hqg’tgﬂge%é?ﬁﬁ§ erwc% IRREKIS ﬁ"&@B?ﬁ‘?& QQT\’/%eeB%?R r%??s‘@&%‘teeff\ﬁfh the final
survey |nte’fk79IR§ﬁﬂ¢éefé’ed@fé@P€@1@WW@Nﬁé aneiiostalie ofshersmviteceiadrintbechumitysales period
for securing@sgaleyah iR P aeadeand orsandees B iR AHSINRNdthe implementation stage may

15relate to an execution period for fulfilling the sale, and the final stage may relate to a completion

period after the sale has been fulfilled.
5 Preferably, the system further comprises a second feedback report generating

module for generating, upon request, a second type of feedback report of the
service provider, the second type of feedback report comprises all of the responses
received for the plurality of survey intervals for each service provided by the service
provider.
10
Preferably, the system further comprises a linking module for linking the service
provider o a company or an association, wherein the method is configured to
terminate any feedback survey that is pending except for pending feedback survey
having said action input outstanding or when the predetermined survey interval for
15 the service provided by the service provider has been initiated which are
mainfained.

According a third aspect of the present invention, there is provided a computer
program product, embodied in a non-transitory computer-readable storage medium,

20  comprising instructions executable by a computing processor to perform the method
according to the above first aspect of the present invention,

BRIEF DESCRIPTION OF THE DRAWINGS

25 Embodiments of the present disclosure will be better understood and readily
apparent to one of ordinary skill in the art from the following written description, by
way of example only, and in conjunction with the drawings, in which:

Fig. 1 depicts an exemplary system for managing customer feedback survey

30 responses according to an example embodiment of the present invention;

Fig. 2 depicts a flow diagram generally illustrating an exemplary method for
managing customer feedback survey responses according to an example

embodiment of the present invention;



Preferably, the system further comprises a categorising module for categorising the feedback received
for each feedback survey initiated by the service provider in the 20database according to its status.
Preferably, the status comprises one of a pending status, a terminated status, a first complete status
and a second complete status, the pending status for indicating that the feedback survey is pending,
the terminated status for indicating that the 25 feedback survey has been terminated before
completion, the first complete status for indicatingghat the feedback survey has been completed with
the accept action, and the second complete status for indicating that the feedback survey has been
completed with the address action. 30Preferably, the system further comprises a first feedback report
generating tbda|dlfiestgder ratingxepplane rastnatii sloyp el eidreeu befc khe posinf thebserdice provider,
the first typr.addfeesaipcinsrnd inbasedQBiaRredetraminad nunbesohigedpagk repgiugd for the

service provider having the first complete status. 7 Preferably, the first type of feedback report
comprises Wﬁ/ﬁp{hoé] response received for the predetermined survey interval amongst the responses
receiv@d for the plurality of survey intervals for each service provided by the service provider.

5Preferablysighe ayaiemtIHNeLSARBAsSRAEEeRBEadEaRK RV SSASHIMIGRedsor generating,
upon requeics)t a se%or%d t PE ?Meedbacktrepor% of the service provider, the second type of feedback
report compri%e SArPSTH re%poﬁgégsr CeVed' 8 the plurality of survey intervals for each service
provided by the service provider. 10 Preferably, the system further comprises a linking module for

linking the sgjViseiROifes 12 SURRALY YRBASEOGRIPIURSTLIBrtheeMathod is Gopfigyred to
terml%lte argg)?&gbe%glégurvggépat iﬁﬁ&dlng except for pending feedback survey having said action
input outsta) ing of WHEh T, prggleent 28 ?ﬁ%‘éﬂﬁg 4t for

Fig. 6 illustrates an exemplary schematic flow diagram of the company account

creation/registration process according to an embodiment of the present invention;

15 Fig. 7 illustrates an exemplary schematic flow diagram of the service provider (e.g.,
professional) account creation process according to an embodiment of the present

invention;

Fig. 8 illustrates an exemplary schematic flow diagram of the customer/client
20  account creation/registration process according to an embodiment of the present
invention;

Fig. 9A illustrates an exemplary invitation email according to an embodiment of the
present invention;

25
Fig. 9B depicts an exemplary login web page generated by the system according to
an embodiment of the present invention;

Fig. 10 illustrates an exemplary schematic flow diagram in relation to the handling of
30 the feedback surveys and the responses in the system according to an embodiment
of the present invention;

Fig. 11A depicts an exemplary simple report according to an embodiment of the
present invention;



15the service provided by the service provider has been initiated which are maintained. According a
third aspect of the present invention, there is provided a computer program product, embodied in a
non-transitory computer-readable storage medium, 20comprising instructions executable by a
computing processor to perform the method according to the above first aspect of the present
invention. BRIEF DESCRIPTION OF THE DRAWINGS 25Embodiments of the present disclosure will
be better understood and readily apparent to one @f ordinary skill in the art from the following written
description, by way of example only, and in conjunction with the drawings, in which: Fig. 1 depicts
an exemplary system for managing customer feedback survey 30 responses according to an example
embodimefi®f 118 presista rivergoplEigeritrbiwsertiaoeelidethie geanerapdiisthwidgheh exemplary
method forgnaragingeustomer feedback survey responses according to an example embodiment of
the present invention; 8 Fig. 3 illustrates an exemplary schematic flow diagram of the main or broad

functionality modules of the system according to an example of the present invention;
5 Fig. 12 illustrates an exemplary schematic flow diagram of the feedback survey

creation process according to an embodiment of the present invention;

Fig. 13A illustrates an exemplary schematic flow diagram of the first survey interval
according io an embodiment of the present invention;

10
Fig. 13B depicts an exemplary rating request sent to the customer for the first survey
interval via moble text messaging according to an embodiment of the present

invention;

15  Fig. 14A illustrates an exemplary schematic flow diagram of the second survey
interval according to an embodiment of the present invention;

Fig. 14B depicts an exemplary rating request sent to the customer for the second
survey interval via mobile {ext messaging according to an embodiment of the
20 present invention;

Fig. 15A illustrates an exemplary schematic flow diagram of the third survey interval

according to an embodiment of the present invention;

25  Fig. 15B depicts an example rating request sent to the customer for the third survey
interval via mobile text messaging according to an embodiment of the present

invention:

Figs. 16A and 16B illustraie an example presentation of the details of the feedback
30  survey for various stages;

Fig. 17 depicts an example email which may be sent to the customer at the
completion of the first survey interval;



5 Fig. 4 illustrates an exemplary schematic flow diagram of the login module according to an
embodiment of the present invention; Fig. 5 illustrates an exemplary schematic flow diagram of the
sign up process 10according to an embodiment of the present invention; Fig. 6 illustrates an
exemplary schematic flow diagram of the company account creation/registration process according to
an embodiment of the present invention; 15Fig. 7 illustrates an exemplary schematic flow diagram of
the service provider (e.g., professional) account ct@ation process according to an embodiment of the

present inventiop;., Eid. 8 illustrates an exemplary schematic flow diagram of th tomer/client
20account%r%gtlgoﬁfrsetg%é?rsaﬁgne)[()('r%g]é)e’%s ggcgﬁ%giogn%ﬂﬁ% i(r%?gﬁ? g@é"’fﬁ%&%ﬁ? iz‘\%gh’tion; Fig. 9A
illustrates &MB@MPraR) ivataislicen PSSO RFEE 8N tenfibdimepdioTante Yrdbentigsention; 25 Fig.
9B depictsiapep¥gnmplary login web page generated by the system according to an embodiment of the
present invention; Fig. 10 illustrates an exemplary schematic flow diagram in relation to the handling

of 30 the feedback surveys and the responses in the system according to an embodiment of the
preserft invaigtidA; iiystrates an exemplary schematic flow diagram of the second report type

(e.g.,'detaiied report) generation process according fo an embodiment of the present

invention;

Fig. 20 depicts the feedback historyfrecords for a service provider, along with their

10 status, in an example of the present invention;

Fig. 21 depicts an exemplary scenario for illustrating the locking mechanism

according to an example of the present invention;
15  Fig. 22 depicts a conventional computer system.
DETAILED DESCRIPTION

Example embodiments of the present invention seek to provide a method and a
20 system for managing customer feedback survey responses in a manner that
provides/enhances, for example, fairness and reliability. Details of the method and
system according to exemplary embodiments of the present invention will be described

below.

25 Some "portions of the description which follows are explicitly or implicitly presented in
terms of algorithms and functional or symbolic representations of operations on data
within a computer memory. These algorithimic descriptions and functional or symbolic
representations are the means used by those skilled in the data processing arts to
convey most effectively the substance of their work to others skilled in the art. An

30 algorithm is here, and generally, conceived to be a self-consistent sequence of steps
leading to a desired result. The steps are those requiring physical manipulations of
physical quantities, such as electrical, magnetic or optical signals capable of being

stored, transferred, combined, compared, and otherwise manipulated.



Fig. 11B depicts an example detailed report according to an embodiment of the present invention;
5Fig. 12 illustrates an exemplary schematic flow diagram of the feedback survey creation process
according to an embodiment of the present invention; Fig. 13A illustrates an exemplary schematic flow
diagram of the first survey interval according to an embodiment of the present invention; 10 Fig. 136
depicts an exemplary rating request sent to the customer for the first survey interval via mobile text
messaging according to an embodiment of the présent invention; 15Fig. 14A illustrates an exemplary

schematic flow diagram of the second survey interval according to an embodiment of the present
invention; 'ﬁ?ﬁ.s 1 %EC iﬁ s%%ee%(é}ngswfﬁeraﬁﬂaeraes_qggg?rsegrgt&8%%‘4&?{@%@%0?twgfsh%%ond survey
interval vicenmobtieteshithah drsaghnyitdoeortiprterarEpabon fepitssiape LHBRederT f%editivh; Fig. 15A
I”usgr%t_es %ﬁ?sﬁﬁ@n'arycam@méi? floveingrangof thepghisrhgurveydnsenasaccordingitean
embodiment of the present inventign:; 25Fig. 156 depicts an example rating request sent o the
customer f&r@ﬁ%ﬁﬂ% gﬁ}\ggyl%%}’\% fw% m%banae‘?gx ?ﬁe%?%?nsgsac‘%oar(ﬁ%@ gt%rns ﬁﬁ od rgr%ent of the
preserft invmiigrelectroiigs degpeaithtl BEiRisatatcand ErappIBHiake RBRSHBEIRS RBNEISbf the

feedback 3QpAVRY (RIHRHRLISHHRGES; system into other data similarly represented as physical
quantities within the computer system or other information storage, transmission or

display devices.

10  The present specification also discloses an apparatus (or a system) or a device for
performing the operations of the methods. Such apparatus or device may be specially
constructed for the required purposes, or may comprise other device selectively
activated or reconfigured by a computer program stored in the computer. The algorithms
and displays presented herein are not inherently related to any particular computer or

15  other apparatus. Various machines may be used with programs in accordance with the
teachings herein. Alternatively, the construction of more specialized apparatus or device
to perform the required method steps may be appropriate. As an example, the structure

of a conventional general purpose computer will appear from the description below.

20 In addition, the present specification also implicitiy discloses a computer program
{including a mobile application for a mobile device}, in that it would be apparent to the
person skilled in the art that the individual steps of the method described herein may be
put into effect by computer code. The computer program is not intended to be limited to
any particular programming language and implementation thereof. It will be appreciated

25  that a variety of programming languages and coding thereof may be used to implement
the teachings of the disclosure contained herein. Moreover, the computer program is not
intended to be limited to any particular control flow. There are many other variants of the
computer program that can use different control flows without departing from the spirit or
scope of the disclosure.

30
Furthermore, one or more of the steps of the computer program may be performed in
parallel rather than sequentially. Such a computer program may be stored on any
computer readable storage medium. The computer readable storage medium may

include storage devices such as magnetic or optical disks, memory chips, or other



10 Fig. 18 illustrates an exemplary schematic flow diagram of the first report type (e.g., simple report)
generation process according to an embodiment of the present invention; 5Fig. 19 illustrates an
exemplary schematic flow diagram of the second report type (e.g., detailed report) generation process
according to an embodiment of the present invention; Fig. 20 depicts the feedback history/records
for a service provider, along with their 10status, in an example of the present invention; Fig. 21 depicts
an exemplary scenario for illustrating the locking rmechanism according to an example of the present

invention; 15Fig. Zg depicts a canv, ntionar% computer system. PETAILED IB SgRIPTI N Example
. SLor ? evices suitabie for Interfacing wi a COI’T}%U r or. a éBO f% ev*ce. hﬁ .
embodiments of the présent invention seek to ﬁrow e a method and a 20 system for managing

customer fERBEIEK SIRYEPYedITNEsad BrdagrRsutedhopreviie s/ eammtersofoneRintsdceairness and
reliability. Retatis<pf theumeathad Ak sysiasnAgsardingitpremplarheskedimenseidhepresent

invention will R}eéi scrit%eg p|e|o.w. 25Some portions of the description which follows are explicitly or

. .. meino Cripe er]plr". . . . . .
implicitly presented’in térms ot algorithms and functional or symbolic representations of operations on
data whthin a computer memory. These algorithmic descriptions and functional or symbolic

representatipgprateihgisneans Hagtly thopepiitiadda b SAPRIEESIEY MdFIPFRANRY MOsSt
effectively th(at sugst nce of their work dtq othersf skilled , thg art. An.§9 al oriéh]m is here, and

in fhe nRar arg sensg, a module IF A Tuncliona a{ ware uni sn%ng or use WIH‘I
generally, conceived to be a sélf-consistent sequence of steps léading to a desired result. The steps

are those rel§j@lrieRpiepsiial aiampiiEso Lo PRy IEal @ uRetiHie sl cheadnliesigotd makjaetic or optical
signals cappkieef Seinestotethitansiermdt cambined gormprietaanratiotherisemaguated.

10  such as an Application Specific Integrated Circuit (ASIC). Numerous other possibilities
exist. Those skilled in the art will appreciate that the system can also be implemented

as a combination of hardware and software modules.

Fig. 1 depicts an exemplary system 100 for managing customer feedback survey
15 responses according to an example embodiment of the present invention. The
system 100 comprises a feedback survey initialization module 104, a feedback
receiving module 108, and a dalabase module 112. The feedback survey
initialization module 104 is configured for receiving, from a service provider 116, a
recjuest to initiate a feedback survey with a customer 120 in relation to a service
20 provided by the service provider 116. The service provider 116 may be any person
providing a service in relation an item of goods andfor services, such as a
professional, a salesperson or a worker. For exampie and without limitation, the
service provider may be a car salesperson, an insurance agent or a real estate
agent, and the customer 120 may thus correspondingly be a person seeking fo

25 purchase a car, an insurance policy or a property.

The feedback survey comprises a plurality of survey intervals, each survey interval
being associated with a respective one of a plurality of stages of the service. For
example, the service may comprise three stages such as an initial stage of the
30 service {e.g., initial impressions of the service provider 116 before sales), an
implementation stage of the service (e.g., comfort level with the service provider 116
during sales/delivery), and a final stage of the setvice (e.q., overall experience with
the service provider after sales/delivery). For example, the initial stage of the service

may relate to a pre-sales period 1608 for securing a sale of the item of goods and/or



11 Unless specifically stated otherwise, and as apparent from the following, it will be appreciated that
throughout the present specification, discussions utilizing terms such as "scanning", "calculating”,

. "determining”, "replacing”, "generating”, "initializing", "outputting”, or the like, refer to the action and
processes of a computer system (or 5 similar electronic device) that manipulates and transforms data
represented as physical quantities within the computer system into other data similarly represented as
physical quantities within the computer system or gther information storage, transmission or display
devices. 10The _g)resent specification also discloses an apparatus (or a system) or a device for

performing SAE G ABECHP IR Fhd b dae SnpIPAISHR LRSS URaY FeEIDE SR EiIsHEBRstructed for
the requireggigposifst Grnidfiicamipessatihendaviediselettivelyrastivaked oo recanfigiete by a

computer pEeREIM S3aRLIN DS saBLELT RGeS AN lePigXs Riesgied herein are not

inherently related to any particular computer or 15 other apparatus. Various machines may be used
with programs in accordance with the teachings herein. Alternatively, the construction of more
speciahzedldeparadusar meeicmgorpedidant feeisecuifetime tfn d stepsnmay feedippiopsigie. As an

example, the.iUENITg, iy cRBENNONalIERRIA! B Pase cRme) Wil ABReaX fram, thedescription

below. 20In addition, the presentgpecificatlon also implicitly discloses a computer program (including
e

a mobile aﬁﬁﬁgk\’ﬁgnff’értg?nfiib'ﬂ%“ VESUREI R TENRIEI0T0E &5FA1RIG: (§aFR FRIRBASEKNSY in the art
that the indivitius stipssoftkénrethedkslésciitredonasginrtiiay Beaputontaefestdysicampayer code. The

computer pragraR:s At intsaded iq @eféinamzégra@yfea@wt%mgﬂ{éﬁnm&i%a”%@o%%&ﬁd

implementation thereof. It will be appreciated that a variety of programmlngé)flanguages and coding

theredf malPE8 (REHIT iMBIRHERFH telchmsttictine tiedaihasednrgHisyHerbas MRsbver, the
computer gregeim e natiatsitdedrgabisdidnited dctiany plartieulfrectaick| fleveivEite feoane theany other

variants of $i1GRBRUSPEAAraRa Rk FANdese AlisLedl srAiBN S ha depading fiam the spir

or scope of the disclosure. 30 Furthermore, one or more of the steps of the computer program may be

performed ¥ AR PafiflY ShaS LG RIRIITEE UdR LEINDRISPBIP4NAS BEBRed %h any
computer riviiflagsietdgdheedivicr Moeidentddter readable storage medium may include storage
devices such as magnetic or optical disks, memory chips, or other 12 storage devices suitable for
interfacing wit?éa com&gfer or a mobile device. The computer program when loaded and executed on

such a conPute? SPAGRIR SRARAERELHAR, FRRARCH SHupHhdPaLsia T SURM IR At HpRements the
steps of theprédieresdtenbehvdal Esdriblatehferepmeventing a new feedback survey for another

service provided by the service provider 116 from being initiated in the system 100
based on a state of the feedback survey. in this regard, in a preferred embodiment,
20  the system 100 further comprises an action module 128 for prompting an action
input from the service provider 118 in reply to the response made by the customer
120 for a predetermined survey interval for the service. The predetermined survey
interval is a selected/chosen survey interval (preferably a final survey interval) which
the system 100 is configured to prompt for an action input from the service provider
25 116 in reply to the response made by the customer 120 for that selected/chosen
survey interval. The action module 128 is operable to accept the response received
for the predetermined survey interval in the database module 112 or initiate an
investigation process (or find-out process) to investigate the response received for
the predetermined survey interval based on the action input received from the
30  service provider 116. Due fo the presence of the action module 128, the feedback
survey initialization module 104 may be configured to be in the lock state when the
action input for the service provider 116 is outstanding (i.e., the state of the

feedback survey).



5 The present disclosure may also be implemented as hardware modules. More particular, in the
hardware sense, a module is a functional hardware unit designed for use with other components or
modules. For example, a module may be implemented using discrete electronic components, or it can
form a portion of an entire electronic circuit 10 such as an Application Specific Integrated Circuit
(ASIC). Numerous other possibilities exist. Those skilled in the art will appreciate that the system can
also be implemented as a combination of hardwargqand software modules. Fig. 1 depicts an
exemplaryrﬁi;stem 100 for managing customer feedback survey 15 responses accordln%wo an

example eltbARnBATH' MEPD EitvefifoROitR LRINTADDTISSH pRIscRSTREASAER stfvey
initializatiorancegiitg 104 rasipedivatiareceivitig: osioledr082@ridratdataastemadade sliteyT he

feedback sppyvainiialieationsaed a0 is cofiaured o ge&@Véeﬂorﬁf%ﬁ %gg%‘gag R# %'gef 118, a

request to initiate a feedback survey with a customer 120 in'relation to a ser ovided by the

service proViaRP s MAGE SRR BYStams 114001y BE A5eYsrEBInBroSIaYRY ai@@F\’/ﬂfeTﬁ‘?elatlon an
item offgoodsEtierrseeiiedsissatiieas ia frefessiang carsadedperspndiea ilgskactiGornexample and

without lim{tatigRedh %ﬁéV%Q;EP\Q&%HT‘%M&J% 9@@@5&@&{8&%@&%%&&%@%{&% g real estate

agent, and the customer 120 m ‘r%t us correspondln be a person seeking to 25p urchase a car, an

insurance POTSY) PR bIERRYSF g’f’e@ﬂﬁé@ﬁ%ﬁr\?@%rﬂﬂﬁﬁs%%oﬁﬁﬁa{ﬁ‘l‘fﬁﬁfeéhwgﬁﬁ?e%ls each
survey intesteriedeimtaskusiztee widLie réspedtior theeofenphyrality@f tdge shef heseysiee. For
example, thgggrvice may comprise three stages such as an initial stage of the 30 service (e.g., initial
impressions of the service provider 116 before sales), an implementation stage of the service (e.qg.,
comfdft level with the service provider 116 during sales/delivery), and a final stage of the service (e.qg.,
overall expedierxawiilh, thie therviesyipeovidsidstet 53l és/safisfesgjadrecaiantplahthedsiibaksatage of the

service majstelate iR AR GreRgRRaHed 608y AN ERAIPY ee'?ef!s QihrdLe el Agodgau/or 13

services to {e customer 120, the implementation stage may relate to an execution period 1604 for
fulfilling the SaIBS%H tﬂ%t’ﬂ'ﬁa?%‘?aabe REVACIEE E‘BC&’&S%p?&% Wgﬁo"a“iéﬁgeéfﬁ@rsﬂ%‘%%%) has been
fulfilled (e.geosiettiigs.the AtherdslibB)y interval(s) of the feedback survey, will be stored in the

15  database module 112. As will be described in further detail later, feedback surveys
completed with the accept action will be classified/categorised in the database
module 112 as such and a first type of feedback report (e.g., a simple report for
providing a snapshot or quick overview of recent experiences with the service
provider 118) is configured to be generated based on such completed feedback

20 surveys. In practice, at least in the first instance, customers 120 typically prefer a
simple report for providing a quick snapshot or concise information on the service
provider 116, instead of having to review detailed information (e.g., fuil feedback
history) of the service provider 116. This minimises the time required to review the
information and enable a quick decision on whether to engage (or continue to

25 engage) the service provider 116. Accordingly, it may be prudent for the service
provider 116 to maintain a good simple report (i.e., by choosing the accept action
appropriately}.

- On the other hand, if the service provider 116 is dissatisfied/non-agreeable to the

30 response received for the predetermined survey interval, the service provider 116
may choose the investigate action to find out the reason for the response received.

As also will be described in further detail later, the feedback (i.e., all responses
received for the feedback survey) will be stored in the database module 112 and
feedback surveys completed with the investigate action will be classified/categorised



5The feedback receiving module 108 is configured for receiving a feedback to the feedback survey
from the customer 120. The feedback comprises responses received for the plurality of survey
intervals. For example, each response may include ratings and/or remarks for the corresponding stage
of the feedback survey. The database module 112 is configured for storing/maintaining the feedback
10 received from the customers 120. In particular, the database module 112 has stored therein an
accessible/organised collection of the feedback re¢gived from the customers 120 and predetermined
associated égfga&a%n ﬁuch ai %ieé?ils f the service, the survey, service provider 116 and the '
company of assediation 1P A MRES 18§32 o Y WL L RRIBCASd18 fResimBlaraRerembodiment,
the feedbadkbuildginreakraiion segnie vo4 i cendivarie depdievihiehl daklislateio Fqrevamnting a new
feedback sunveylorormadhessee/ise nterided Ry dhe SRS AIRUICLHIA PG dtaied in the

system 10 beag%%gancg Ss&g}g gf the feedback survey. Iq this regard, in a preferred embodiment, 20 the
system 10 r}urt%er comprlseg af?%&?o%eﬁ%&ﬁéoi Fdr E}t)mpting an action input from the service
providér 116 in reply to the response made by the customer 120 for a predetermined survey interval

for the servioldieglyedmiR/Binadsy ¥Ry iEahis asRIRHRs/MRsen SHY RYiaryal (eferably a

final surve intervale) wtlich he system 100 &confi ured to prompt for an action input from the service

provider 25118 MTaply T e T2 AR A8 b HBRNNE AP IoPIR APRRTE MdrLh85en survey
interval. Thectibinimat afaps e pamenroesaveptthdhasporise réssivedidonthestitedetermined

survey interyabibeiardaiahassomaduiedie o1 niiaia.an ipyestigatiag BeRssp (85 gLy Process) to

investligate the rr%%)gonse receive? {ég'r the gre etermined survey interval based on the action input

received frdm the 30 Service provider 18 Vg @ Wi m@@%ggtﬁﬁﬁ’é’%ﬁ&@m%ﬁ%’qﬁ, the

‘ SIVICE Prov
feedback sti&¢ iratiarirgdiendmsd distEsedgniebdnligoedittidebetie Simioekeiateanbahehe action

input for theeianvicedprvisies dudiids, ubssanwiag fhercBrsiale glhgdeadback furyeyiadd In an
example empbodl aent the ﬁg)t(llg%tlnpyt comprises.an a&ggﬁ)t action for acceptlré%the response made

by the customer f%the Breteterfingd sivey fitdtvaith Fbaribalysrbeiie 12 BR an
investigate/@edbrctorEingsgetinhadse e csistrese tnadeidgithénctistositepl&26:for tHepeedetermined

survessintenheF e GurSBARSSBERRR ISrStar eshiBulIn SRl ARASS ORI 142 En, g Action input

received is the accept action, and, Hbea‘i%\gt('agti\?ﬁti%% é)rocess is initiated when the action input received
is the inveé%g'é_ e action. | HE TeSponse Tetsivad (i 40 R iSoraHah a5 FuRpsenbdifle 112 when
the action FRSMICRBEIVISEIS! {ife Thasstijataprrivnial® Fiivexanaplbeitakensey toe prosidesr1 16 is
satisfied/agiesablas toedpgponse fieceinaskipr thedquedetesping sutyew intervabdhesgrvice
provider 1Jif ay 9hoo e the %;:ce t action and th§ esponsé? received, along with the other
response(s) received o%ro_'EH]é] & eesreg'l\fr?/%flJ ﬁ%YéQr%Q )éotPtﬁ'écY eHBRAS I RIBY SR 15 %85 rdd in the
20  another embodiment, the company 124 or the industry governing institution may set
a minimum customer satisfaction standard (i.e., a definable threshold such as 3 or 4
out of 5 stars ratings) for the service provider 116 to achieve in refation to the simple
report. Not achieving such a minimum customer satisfaction standard on a number
of occasions may cause the company 124 to take disciplinary actions or the industry
25 governing institution to disallow the renewal of the service providers practicing
licence. Accordingly, the system 100 advantageously encourages accountability and

promotes good service quality by the service provider 116.

The above-described locking feature/mechanism advantageously assists in
30  providing a fair and reliable way of managing customer feedback survey responses.
For example, with the locking mechanism, the service provider 116 is required or is
forced to make an action input in reply to a response made by the customer 120 for
the predetermined survey interval, such as either accepting the response as it is

(e.g., a positive or agreeable response) and the response will be stored in the



15 database module 112. As will be described in further detail later, feedback surveys completed with
the accept action will be classified/categorised in the database module 112 as such and a first type of
feedback report (e.g., a simple report for providing a snapshot or quick overview of recent experiences
with the service provider 116) is configured to be generated based on such completed feedback 20
surveys. In practice, at least in the first instance, customers 120 typically prefer a simple report for
providing a quick snapshot or concise informationian the service provider 116, instead of having to
review deta(jleidbigg(%rmmagi uI‘Ele(_e1q2 full feed%acb% histg‘ré/) of the service provider 116. This minimises the
time requiréd fo raview the information and enadle aqlfek Yeitsith%on WSHRIR g2y (or continue
to 25 engageyafebierereopesvithspudts thecdordingas divedy e sivetanm foptresséiicewisevider 116 to
maintain a gROysirspIe (P e (bgm&mh@@éimgeth&a@cgmagtim@wmiaﬁ%wmdﬁﬁ Qther hand, if
the service elie} iglreé dl%‘oG g)sediiss tés(icc)acq(/nsq -a%ﬁe%ble to the 30 res%on e rgceived for the
predetermifiad Strvey htarval, the SSrvice Srovidar P18 fhay SR80 nEFH08SgRIE 8t to find out
the reason 0Pt RelpisrserasiEddyy, e Madiovipbaatedserivedifiefitic eothitirgenitiateteedback (i.e.,
all responsgstrrecejseshioniberfeswbasksurvey baild o ddgidhe datrhasernadulpklg and
feedback syvgvqu?j%omrmegﬁg E\)/yét 0trh in\ée§yi%gte %ctiié)r} V,Yiﬂeb? classified/cat??orised as such.
Such completed feedback surveys wi Prot be inelidedin'the solfn%lgur@;g’g'rﬂt Bu %‘ﬁ%’é’p &entin a
second typ@xgffeled hek Tepemntisenich imanaes afiffdeelRaskisarpeydder thitbséevieaproeiter 116 (e.g.,

a detailed repggseantaining feddpistrnsoib e dpaebaskByeyeys o8 SeRicaH QveshkLb). 5

Accorgingly. while selecting the investigate action may prevent the feedback from being present in the
simpleﬂj repgr}?i(%{ﬁ%nrﬁgwe%%?ﬁgég%@oo s%ir'ﬁp ear%spgﬂgw‘ﬁpﬁlggﬁ%ewitﬂpﬁ%ﬁ pr question e -
unfavourafie/MeR-atrdeant! e ddbackgriise rredisesiki Wil dniisbectatsidethhanbtiodarhdde module 112

and will appeaiie thie detailedgep®id whes 1) aereralethiunaausqyeshiisearavidingadair system in

that unfavqurahle feedback will be recorded and not dismissed entirely). In particular, the simple report
and he del e LS e O PSR e oroth b s SRS Fior 126 with
the flexibiliffeyidet dnGndividhrimosetifubiretfveshoie o the feedirscineides Tddenryshe wishes to

maintggn intbe&simpls sepestihasethorcasaisier Greumsiansesiabiegive ot mansadpadiment,

selecting t@e ri\r)vesti&ate action will result i &rgg system 100 alerting the relevant parties, such as a
supervisor of tﬁ:’gsé'érv?é\éefﬁ%{/?daepffggtﬁhﬁre on%%/%oﬁﬁ}%rb??a%?gc %Lﬁglcn?aﬁlr%\’é %rkﬁw y the supervisor
such as listening to the reason provided by the customer 120 and teaching/mentoring the service

provider 1thto sbwie hiesame/rrahlensissdaschadanethrreppeditpenigthesosapagy 124 or the
industry governing institution may set.a minimum customey. satisfaction.standard.(i.e., g definable
threshold s%%hwgég?;%i%oﬁtagf étgfsti?gtfﬂ %& %rotrﬁdZersﬁrVI{E\g 6¥8§‘?8“erﬂ§§' ?opéacﬂ#é’\f%f’ﬂht%lation to the

simptSrep&rediatiastiaenirtBalionimetie clitoiveictaristacerearsiaie Bana henbedr of
occasions suaty: oaise the spstpanyd 24ited A shssiplinesypRoRS e IUSIFY RpIeyerning
insttution g lisallow e eneialalhe.senies Rrevider s pragfieing loence, Accardingly, the system
100 advantageously encourages ac ounte?blllty nd promotes'good service qu%'lﬂysby &service -
provider 1iRe feedback received (regardless of positive or negative) for that service provided
by the service provider 116 will be recorded in the database module 112 and thus
25 available to be published in a feedback report on the service provider 112. This
therefore provides fairness and reliability since feedback received will be recorded in
the database module 112 regardless of being positive or negative and the feedback
are more current/up-to-date (since the service provider 112 is discouraged from
holding back or delaying the release of any feedback).
30
In an embodiment, in addition to not being able to initiate any new feedback survey
when the service provider 116 has outstanding action inpul(s), the system 100 is
also not able to generate any feedback report on the service provider when

requested. This serves to further pressure the service provider 116 to make the



The above-described locking feature/mechanism advantageously assists in 30 providing a fair and
reliable way of managing customer feedback survey responses. For example, with the locking
mechanism, the service provider 116 is required or is forced to make an action input in reply to a
response made by the customer 120 for the predetermined survey interval, such as either accepting
the response as it is (e.g., a positive or agreeable response) and the response will be stored in the 16
database module 112 or investigating the response (e.g., a negative or non-agreeable response)

through the above-described investigati Otherwise, the system 100 (in particular, th
edback SIREY TAATORHRAE LOAPIS ERdUFGEABb IRHE 6L SREVIALR FRents any new

feedback survey'i??l AN
feedback s&i@@sioeePaieniir mssriuetpruyil odbyaheipdituemosemicthpresidee piévidem being

initiated in thes sXaieaHO0nMREND IRYardnd e RAIBGARIBLPS faisissRawisedback surveys would be
undesirable for the service provider 116 for a number of reasons. For example, the supervisor or

manager of the service provider 116 (or any party interested in the feedback of the service provider
such a8 anlindlises gevedinted 10 mosnstorskiledichbibawdrthef this systas atwieskdilikdly approach

or questionHérRireRvine PEVigRELEEG iﬁm@tﬁ%ﬁége@FOYH&BW&&@MG%B?&@SEéherﬁéy'olaénput to
resolve thi§mT eemlgrr]jt%cari;[jhg err]igt% lof uti‘me that thiststatustis maintaine L the rea}ter the likelihood that
the sUpervisor of MARagerwill Sporoanrosr JIERISR the LRI BHsvider 1 TE R e, the
performandBeiipestassobas iadees menheysbiviBe ot mmalisssbblydnehwdaseradrere the quantity

and rating ef thecfesahacknyexsdaesived ashmmeasiraldheBeropnansert tagsrlyice provider
116. ‘me apov? exemplar L%c?rs would th %eéore. ressure or encouragre the service&é)rovider 116to

clions, ot Imd PRKLS SRS 0PI DA (TP " BB RS BALKESIANSY iiftialization

make an action inputin-order for the sys
module 10PptETetivhresres farcinate rothalse heckpsratialeddrattheoydioatict 0F wlldveapable of

accepting new seraBRCkk SN (B3 0iRBIcRRIMISE (8) REOMdeGDY IR erspndraREOoYIdR 146. Once the

action input, is made, the feedback received (regardless of positive or pe ative% for that service
provided b)? Qﬁgggr%?ggaﬁr%\?ige(rj‘ielg%vsvcl &eed r%%%%gde Hégﬁ?gf)%{g%‘%géﬁfg” B ERs 25
available td"5¢ pRIBIRE dNigny fee@bLtX repdebbnsibeaserviediprovitdevite 1Bhisthirefobeiprovides
fairness ancotalinhditysinesyieasrdoieseiiad Wikheresariedinths d Seehaduientl2
regardless QJ&R&A”% 25%8 itj\e/g or neb%ati%(?_ea % theefe?db(%%k %§r mare current/up-to-date (since the
service provi er 11718 Hlscoura\’ged’cfrom olccfl?]g%ac S el ?iﬁﬁ){ﬁ%ergfgg of 5?1‘?/1% fback). 30
whole or in parts, and the storage medium(s) 136 containing the software modules
136 may be positioned locally with the system 100 or may be located at remotely
such as at a remote server (not shown) accessible by the system 100 via the
20  internet. For simplicity, the interconnections of the storage medium 136 and the
processor 132 within the system 100 are not shown as they are well known in the
art.

Fig. 2 depicts a flow diagram generally iliustrating an exemplary method 200 for
25 managing customer feedback survey responses according to an example
embodiment of the present invention. The method 200 corresponds o the system
100 as described above and thus details already described above may not be
repeated for conciseness. The method 200 comprises a step 204 of receiving, from
a service provider 116, a request to initiate a feedback survey with a customer 120
30 in relation to a service provided by the service provider 116 (the feedback survey
comprises a plurality of survey intervals, each survey interval being associated with
a respective one of a plurality of stages of the service), and a step 208 of receiving a
feedback to the feedback survey from the customer 120 (the feedback comprises

responses received for the plurality of survey intervals). In particular, at step 220, the



In an embodiment, in addition to not being able to initiate any new feedback survey when the service
provider 116 has outstanding action input(s), the system 100 is also not able to generate any feedback
report on the service provider when requested. This serves to further pressure the service provider
116 to make the 17 above-mentioned action input in order for the system 100 to revert back to the
open state since potential new customers may refrain from engaging the service provider 116 due to
the unavailability of the service provider's feedbackgreport. 5t will be appreciated to a person skilled in
the art that theﬁﬁa/dstem 100 de(icri ed herein may be specially constructed for the required purposes,

or may be impiamented IPA 2T SuhESE E5HGH NPy BHbe de DN epdhaskasHpieY daich of the
above-desciissaentsivies pryded bufthereics plesidealiseifmyrabedmpolitstpdogiasa on a set of

instructionssexecutable e SRR PRI 0GESSOR R IUPEHASRREFeaHer KL iinGligns, or may be
hardware modules bein!%gapfgﬂ%h?nal hardware unjt designed togerform the required functions. It will
C

also be appreciated tha ANS B A AR HaR dRTr A sRivee Ry HefihHidmented in the
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syste%loo vig the. 20 i erneé. For simq}?i?}it{y, he interconnections of the storage medium 136 and the
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processor 132 Withih the  SKEHI%L66 L1 Kol GoRAasre Lt FriPRABa IR tN2ea?ENERE 2 depicts a
flow diagrafiQyétesrigligutRisndingg lnviixeenplaneeiaitdoth 200dmodSshidtethgingcastonaetifeedback

SUIVey respepsesaRIBEdIngsiss anagasnmaembpsinsohel tiadreseniiayaation, d 4e method 200
corresponqs t? Hﬁg} s%ste 100 as de c(r){pe above and thus details already described above may not
OF CONCiSeness Seme%n ¢ @8%10?%63%%%&%4%Fr@ﬂéfmﬁﬁ??f’oltﬁ 8%ervice

be repeated Tor concisenese. FReme
provider 11® &trerflidst fpasitkitelen fodiishiekesparaie withrs castommey 186 Sfmhimethtan to a service

provided by.éherareiseReugericrs flndandbaineuriey AR RIREHE QlUsaltY AL SuLyey intervals,

each survey ig%%%al being associated with a respective one or a plurality of stages of the service), and
a step 208 of receiving a feedback to the feedback survey from the customer 120 (the feedback
comprises responses received for the plurality of survey intervals). In particular, at step 220, the 18

For clarity and illustration purposes, the above exerrip!éry embodiments will now be
described in further detail with respect to specific examples according to

20  embodiments of the present invention. However, it will be appreciated to a person
skilled in the art that the present invention is not limited to the specific examples,
and certain aspects of the specific examples may be modified or varied as desired
or appropriate while stilt falling within the scope of the exemplary embodiments as
described in Figs. 1 and 2.

25
Fig. 3 iliustrates an exemplary schematic flow diagram 300 of the main or broad
functionality modules of the system 100 in an example according to an embodiment
of the present invention. The system 100 in the example of Fig. 3 includes a login
module 304 for a user such as a service provider 116 or a customer 120 to login to

30  the system 100, a survey creation module 308 for creating a new feedback survey
for a customer 120 in relation to a service provided by a service provider 116, and a
feedback report generation module 312 for generating a feedbaék report on the
service provider 116 based on feedback provided by previous customers 120 for the
service provider 116 recorded in the system 100.



method is configured to be in a lock state for preventing a new feedback survey for another service
provided by the service provider 116 from being initiated based on a state of the feedback survey. In a
preferred embodiment, the method further comprises a step 212 of prompting an action input from the
service provider 116 in 5 reply to the response made by the customer 120 for a predetermined survey
interval for the service, and a step 216 of accepting the response received for the predetermined
survey interval in a database or initiating an investigation process to investigate the response received
for the predetermined survey interval based on the action input received from the service provider 116.
In this case, in step 220, the 10 method is configured to be in the lock state when the action input for
the servicebroviderfiexstitstan diigg A tiNvistiséeaparepiateplay sspeestrtisKiteddirghanad @b asfthe

above-desegribeshstensdiiabg inaHersed Ip-rotherRKiat 35 APRLAPsRIGRR f5e1RYY lipgited to the
order presergted.4 Ert&grpor,e, the Eove ﬁtt)e s are ag)?t intended to be construed to necessitate
individual/SEpRrate stelss SHd n{i%?fja £ cOMbilte JPEEA 4 20 pRIPYIATe ARHBITe Ble IRV EDpropriate
withou® devieaiidefroi® tihecbepoiitte g esisting eention. iF sitepadly antbilligstnagiéor purpeses, the
above exemglanEmBRBINSLSWbH And e dessiReckio futhan deiall Witk ssneakingResific
examples according to 20 ,g(arpbodimfnts roqf thf present i]rﬁ’ventlon. However, it will be agépremated toa
person skilled ?ﬁ%ﬁg SRR B RTNOB it i€ S50 INARSPRS L PeinR B08HBIEY @nd certain
aspects of fiew gsseifitt exatepEBmEeomodificetesy AR o lld dabiredmddpfoheatdetaiide still falling
within the sgepewhiReR¥eRBRR M EBOANKN et as AR HIBRAMRIgSedtatd By AR i@riddustrates an
exempéary scrvlaéggtjl(% éIO\(/)v Plia ram 300 of %he main or broa functl%%alltg modules of the system 100 in
&Faif e

an exampl& &S ding téCal RO meRt Y tHE Bras_ar e i, ¢ PRSPV thiPexample of
Fig. 3 inclugleted ingirtatabiifie B04ite Aldseilishre haiieaskbivisteprbliderd démraaccUistetapr 120 to login

to 30 the syatemitOtha satvgy Greatonitodrie a8 for eating: amevyhiesdbrsicatdngy for a customer

120 in relation to a service provided by a service provider, 116, and, a feedback report generation
module 315%6F Sé%e%ﬁb]E*%fgéa%%% rgboorﬁdo'nntﬁéeséj?\?ﬁggﬁ?o%ﬂ%lail 183?«5&%% ?85%6‘5%% provided

by previou®QYHemMEYS. 12b4ts he sepmedobrisviier 18, ribeokis inothdes§Stein ABatld By way of
examyge, Rigng Hiisisates e syeBIalanosehamtg JlowdiagiamA00 Ll dagitmeduie304 in the
case Wher%é@\%@'}?%@% t%?’gcr:\éi\%r %Eg/ igre ;ga]'s:I's?NCIdea%rT ig%éps 416 fo 420 in a manner known in
the art and will not be described further herein. If there is a match in step 412, the
login module 304 may proceed to check whether the account is suspended in step
424 and whether the subscription fo use the system 100 is valid in step 428. in this
20  regard, the system 100 may be administered by a third party and subscription and
other usage fees may be collected by the third party. If the account is suspended,
the login module 304 is configured to deny access to the system 100 in step 425. If
the subscription is determined to be valid in step 428, the login module 304 may
further check whether the service provider 116 is linked/tagged to a company or an
25  association 124 in step 430. If the service provider 116 is tagged, the survey
creation module 308 is enabled in step 432 for allowing new feedback survey(s) to
be created by the service provider 116 for a customer 120. On the other hand, if
either the subscription is determined to be invalid in step 428 or the service provider
116 is determined to be untagged/unlinked in step 430, the service provider 116
30  may still access the system 100 but the survey creation module 308 will be disabled
in step 434. For example, the feedback survey initialization module 104 shown in
Fig. 1 is operable to disable the survey creation module 308 in step 434 or enable
the survey creation module 308 in step 432.



step 404, the login module 304 is operable to provide options for the service 5 provider 116 to either
login to an existing account in step 406 or to sign up for a new account in step 408. In step 406, the
service provider 116 may login by entering the necessary security/login information (e.g., user ID and
password) or to sign up for a new account in step 408. The sign up process 408 will be described in
further details later with reference to Fig. 5. After the security information is entered by the service 10
provider 116 to login, the security data associatedayith the service provider 116 stored in a database
module 112 will_be retrieved in step 410 and compared in step 412 with the security information
entered. For Bxarpiarake SRS SHRra RN SRP eSO SIPRTHROD 28 L0R RIgst 3R PRAPRS database
module 112fgethie stanidedrbFides Tdccrdaliegd égiatanispatcbvirastept i theesiagismnodule 304 is
operable tad SlerkacrRss 1 dBmsxaeHL0aHn %teg’eﬁéeag%ma&p(ggf?% 1D ARskidhg pervice

provider 116 to regover his/her patssword in steps 416 to 420 in a mannér known in the art and will not
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proviqsr 116 is ta ged, the sury reation module 308 is enabled in step 432 for allowing new
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to be untaggegfiunlinkeskis stas 430, e sRovies, Peaniesb 160 MawSTAGERs thgiBystem 100 but
the survey cr.ea{i%r.rqn dulﬁ 08 will be disabled in step 434. For example, the feedback survey
e

initialization odule THaPs 1o vn in Fig. 1 is operable to disable the survey creation module 308 in step
434 or enable the survey creation module 308 in step 432. 20 Fig. 5 illustrates an exemplary

schemetic figyvlingsamea0shal e sy YmBrRSAS A IARSLIASBRAOBAE EishAdRy Sraaling/registering
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user, the process will proceed to the compan count creation process 506, the professional account
creation pr%gg‘as%% "%’P Ha Bh I}lﬁ& ?R]EP 3@3%% %%888&%1'%_%‘?%?@%3%@ GYfieft Pe¥stration, the
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step 514. I§yaese arsoastive/ RRNERY SuELaVEs:liae iflipRl SLEeMM GHeation RILessradaudll be allowed,
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ill.be rejected in step 515. 15Fi
schematic fow i gram 8000t RaUBIREARY M SGRt %rga%?%/ Srlifo P PPEEEYs HEQUB 506
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oA SR LGS BRI 'R SROBEI AL RE MRS dEgRRden ang P O%S
contact details (e.g., email address and contact number). With the contact details of
the authorised person, the system administrator may contact the authorised person
primarily for verification purposes in step 616. Based on whether the verification is
successful, the system administrator may then approve or deny the company
30  account creation/registration in step 620. If approved, the process may send an
email to the user confirming that the company account has been registered/created
in the system 100 in step 624 and then activate the company account in step 628. If
denied, the process may send an email to the user in step 632 informing him/her

that the company account registration/creation has been rejected.



20 determine whether the industry in which the company 124 belongs to exists in the system 100. If
the industry does not exist in the system 100, the process proceeds to notify the system administrator
in step 612 and ends the company account creation process since the industry is not covered. If the
industry exists, the process prompts the user to supply details of an authorised person of the company
(e.g., a 25 director) in step 610, such as the authorised person's name, designation and contact details
(e.g., email address and contact number). With thgscontact details of the authorised person, the
system administrator may contact the authorised person primarily for verification purposes in step 616.
Based on whether the verification is successful, the system administrator may then approve or deny
the compary®B(J dbctaiesreatiormeipsyratbenaistene20iafrappriedi the pepdesspmajdaend an email
to the user @opfinRiRgs N S EQIRARL BRSO WILEAS NAERERAIS TR QUpraatpddR {hessysiem 100 in step

624 and then actrva% the company account in step 628. If denied, the process may send an email to
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116 to supPly e 8 Y& sBp&ViESr T EE %ﬁtﬁé‘?@plﬂmfﬂlﬁt%ﬁ?’g afe 8%i¥Bntact details
such as ensginédsivesy dmgtasisiidoie themiser 7IBstbp FREctepegqasspia¢hanipssiopiithe

professionak 16 Q.epEEHERIRRY A Hein-ALIAllS FESh RS R USSER it ANY A PRSSYURNY. Ao accept the
terms and conditions Ee use of the system 100. Thereafter the Iprocess may verify the
R SR RA By

contact defil BRofIRRIATE8 3@%%@\%‘%‘%@%‘%4 B2 380189730 in a
manner kn@WﬁQhStheaa‘rttm’d withmst be destssisenhflirtiér toemmiter Upendsesicee sslyihveefitiation, the

process maydher saliegtia §h@%%§§9tbf@eafﬁe%taeoe&fmeﬂﬁé 118 Hbﬁ&%t%z%%@é}ﬂ ifg4 and an

invoice ma%then be nerated a or_garde é}ﬁ ofessronal 116 in step 736 such as via post or

email. SubsequentP e % S5 10BcEL hag 8RBk ™ QLRoMTRY YERMBARS f?ﬂtﬁcé dgiils
abovélmeritioridghinhdrisauigiessionaf the esnshbawy 124tépstiedrors;siasabad 678Dbie knked/tagged

to the compmnd2AHBHaR 0 BAR ANPFRAOYIEE BRNRNLL 2 iie PISSSS Maydpform the
professmnal E;LE2 uch S via ost oremailins ep 744 and the rofessional 116 will be linked/tagged to
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company iggtepofessienae inke/1aggedwitBuch as via post or email. Subsequently, the
25  process may seek approval from the company 124 (i.e., the above-mentioned
authorised person of the company 124) for the professional 116 to be linked/tagged
to the company 124 in step 740. Upon approval by the company 124, the process
may inform the professional 116 such as via post or email in step 744 and the
professional 116 will be linked/tagged fo the company 124 in the database module
30 112 in step 746. If disapproved by the company 124, the process may inform the
professional 116 in step 748 and the professional 116 may select another company

in step 750 to be linked/tagged with.



22 Fig. 8 illustrates an exemplary schematic flow diagram 800 of the customer/client account
creation/registration process 516 mentioned in Fig. 5. As a first step 804, the process is configured to
send an invitation email to the customer 120 inviting him/her to participate in the feedback survey and
providing any desired 5 information/explanation regarding the feedback survey. In a preferred
embodiment, the invitation email is initiated by the service provider 116 and sent to his/her customer
120. The invitation email may also contain a link canfigured for directing the customer 120 to a login

web page \e_zher e cugtomer 120 g?gag%cr%ate a nﬁfg) cu§tomer account or login to an existing

account. BY SreatmyVagiSt&hing SN RELH FTP T8 theck(, SBH ADPIRLE REo BT FiF e a
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S fee
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be able to Yi@XAetridFeseirisUERATERS orivRile 6 argataationswier vadoust serfiesystenders 116 and
would not he@bteito Pasticipmtss imtheublisshein@dasllibe actual customer of the service

provider 116 since the email address cannot be meodified. Accordingly, to create a

20  customer account, the customer 120 may be directed to a login web page by
clicking a link contained in the email in step 806. The login web page comprises a
field for the customer 120 to enter their desired account/login password and a field
for the customer 120 to accept the terms and conditions governing the use of the
system 100 in step 808.

25
Subsequently, the process may prompt the customer 120 whether he/she wishes
the account to be linked to his/her social/sharing media account in step 812 such as
FACEBOOK. By linking the account fo a social media account of the customer 120,
the above-mentioned public sharing facility is enabled which allows the survey

30 feedback provided by the customer 120 to be automatically posted in the social
media account. To link the account to a social media account, the process may
prompt the customer 120 to enter their social media login information in step 814,
Subsequently, the customer account will be activated in step 816 and ready for use
by the customer 120.



By way of example only and without limitation, Fig. 9A illustrates an exemplary invitation email 900
which may be sent to the customer 120 as described above. As 10 shown, the email 900 may include
an introductory welcome message and information on the manner in which the feedback survey will be
conducted. The email 900 may also include one or more links providing options for the customer 120
to login or to create a new customer account. For example, a first link 904 may be provided for the
customer 120 to participate in the public sharing fagility/mode (i.e., 15 step 814 of Fig. 8), and a
second link 908 may be provided for the customer 120 to participate in the private sharing
facility/mode (i.e., step 808 of Fig. 8 without subsequently linking to a social media account). For
illustration putheseevply, Fith®Bushong 4 20gicsseiop agpdeOfgenerateduny théhaysyarara 00 for the

customer 126019 I0gIB-OLFEHIRRICHL SRR IRCERIBI 5O SYaMRSHRNLeiRingCHsipmer 120 20
may login l%?gptelri(ng the re@gtered email address and password in"the email address field 952 and

password fISRT o FAyebdiyVAHE RSS2 IR aligym el SHSREFIGHIR 8RS their social
media fogirtravierntiatienihcredsubsierFiae BROGKS | dh DEBweokdanné hecalsito ingrat@dphe/she may
create a naWREFOANERERRY LA ENtering their desired login password in the password fields 960 or
using 25 their existing social media login 964 and agreeing to the terms and conditions to sign up. As
can be seen from Fig. 9B, in the case of client registration, the email address field 962 is prefilled (with
the email aBdress moeikitdly trdysendceipravidenitt®narkddodkedi(istateanantdempdified). 30In the

above-desgiedFOEMANRSGALY FIERIRNERYISIALAN, DIORESS sBesYiGR MYl AcEoWL
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the customar 8D, & s8Mide PYovidi1 1RCHIRE i cAMBEHGI ) YRIFRESatNESSPER &tem 100 is
verified in orffsMRiiensepetheliaisiityeand adicirabye. fagsibdiduleuntbe edmpampdddisdietified by a third

24 party sysieam GoiTHRSERENNHERESKESIRYCBRIELE MRS HHRY 6 SRERAN R4 And the
customer ],[2% is.verified b %he service provider 116. Therefore, the identity of the customers 120, the
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service provi
shown in FRjoGdtelfel remustonieti@®iaurplicivaseide et odlbiitsitirifor thalityistodee(i.£20 to choose
betwegn a peyasessberid saciity medsR02a0dee Riblicshrbnadaciitynaede g f hgsustomer 120

participates in. the private sharing mode 802, the customer 120 would be non-identifiable in any
feedback rggg'r?%%éﬂei% e rc')Vng ®s %9(&'?—;9p%9$5gmﬁé-§n{‘tﬁe ERRAE P }'%sﬁi)r’ﬂ{mfé’tﬁ a feedback.

For exampféibsafprsdvdistidetinls shogial costismmmcdR0tivEoiibysdediom phep feed badk, réjgort such that
the customgs $R6.sRRNGYReIEs HHiRMoFPEEXaMRIE YMhLIEpRIADOFP e eUsiomeEs 129 name and

the street %nq/or names where the cu§tomer 120 r?slgdes would appear in the feedback report (e.g.,
see Figs. 1on§hnd0f create a new cusiomer accouni. FFor example, an existing customer 120

20 may login by entering the registered email address and password in the email
address field 952 and password field 954, respectively. Alternatively, the existing
custormer 120 may login using their social media login information such as their
FACEBOOK login 958. For a new customer 120, he/she may create a new customer
account by entering their desired login password in the password fields 960 or using

25  their existing social media login 964 and agreeing to the terms and conditions to
sign up. As can be seen from Fig. 9B, in the case of client registration, the email
address field 962 is prefilled (with the email address provided by the service
provider 116) and locked (i.e., cannot be modified).

30 In the above-described company account creation/registration process, service
provider account creation/registration process, customer/client account
creation/registration process, each party (i.e., the customer 120, the service provider
116 and the company 124) pariicipating in the system 100 is verified in order to
ensure reliability and accuracy. In particular, the company 124 is verified by a third



15 11B). The private sharing mode 802 provides customer protection/confidentiality and is suitable for
customers 120 who wish to provide feedback but do not wish their identity to appear in the feedback
report for various reasons. For example, the customer 120 may not wish to make public that he/she
has made the transaction (e.g., buying an investment property) or may simply wish to remain
anonymous. In 20 this regard, although the customer 120 may not be identifiable in the feedback
report, the feedback is reliable (i.e., from an actua¢gustomer of the service provider 116) since the
customer 120 has been verified by the service provider 116 as described above. Therefore, the

system 100° 8V SELGERLR UHEBR s KgtshiEe duRKigenddRyS yarifissbatierenmmary, 224 the
customer 120dpadi cipsatesein @ ip Wislid et aiirtgensedace 1y pthaer Usto s 2 feles hagkiff accepted by

the servicegiroyiderqssinsaibeshhegain)swonld b&&}g&g@atmlymt%inggﬁggﬁ%)g%gia account of

the customer 120 and the social media account of the service provider 116 (if aval for sharing
with other FFCSRFSCRE RERBERM A% RAN R& RS Example, a customer 120 may have purchased a

car ané a feedback (along with brief transaction details such as the car model, the service provider's

name and the Lpealio T E1esCamPaiete s RPFIELRANRRCHYORE f L2067 FB?%% account
which could be view bé/ his/her connected friends. As a result, a friend of the customer 120 who may
already h avkSigmer 120 to choose between a private sharing facility/mode 802 and a public

sharing facility/mode 810. If the customer 120 participates in the private sharing
mode 802, the customer 120 would be non-identifiable in any feedback report
10 generated on & service provider whom the customer 120 has provided a feedback.
For exampie, only reduced details of the customer 120 would appear in the
feedback report such that the customer 120 cannot be identified. For example, anly
the initials of the customer’s 120 name and the street and/or names where the
customer 120 resides would appear in the feedback report (e.g., see Figs. 11A and
15 11B). The private sharing mode 802 provides customer protection/confidentiality and
is suitable for customers 120 who wish to provide feedback but do not wish their
identity to appear in the feedback report for various reasons. For exampie, the
customer 120 may not wish to make public that he/she has made the transaction
(e.g., buying an investment property) or may simply wish to remain anonymous. In
20  this regard, although the customer 120 may not be identifiable in the feedback
report, the feedback is reliable (i.e., from an actual customer of the service provider
116) since the customer 120 has been verified by the service provider 116 as
described above. Therefore, the system 100 advantageously enables customer
confidentiality, yet feedback reliability.
25
if the customer 120 participates in the public sharing mode 810, the customer's 120
feedback (if accepted by the service provider as described herein) would be
automatically posted in the social media account of the customer 120 and the social
media account of the service provider 116 (if available) for sharing with other
30  connected members. As an illustrative example, a customer 120 may have
purchased a car and a feedback (along with brief transaction details such as the car
model, the service provider's name and the location of the company 124) is posted
on the customer’'s 120 social media account which could be view by his/her
connected friends. As a result, a friend of the customer 120 who may already have



an interest in purchasing a car (without the customer's knowledge) may rely on the customer's 120
feedback as a trusted source (since they are friends) in deciding whether to engage the same service
provider 116. 5Fig. 10 illustrates an exemplary schematic flow diagram 1000 in relation to the handling
of the feedback surveys and the responses in the system 100 in the example. As a first step 1002, a
request is made from a service provider 116 to initiate a new feedback survey with a customer 120 in -
relation to a service provided by the service providegr to the customer 120. The feedback survey

creation process 10 will be described in detail later with reference to Fig. 12. Assuming that the
st weslis

prescribed 20r 0 rRUERREY 2 Rl YRS NR & P05 T S iRP IOTY (&8 PR3, and tagged
to a compadiyFtasseciatien btierk aE30) fruatdd \station ésimaié 306w ddrisentiatheecisitgmer 120 to

invite the cusemarid 2hdaRaRiciRatR asdrscHRrfiaPeye with reference to Figs. 8 and 9. In step 1006,
a first survey of a 15 plurality of surveys 1004 will be sent to the customer 120, e.g., via a mobile text

message or an email. As mentioned earlier, the feedback survey comprises a plurality of survey
intervabs (efdy; fitSt,Isdmtel andakint¥aryescimorstids fk8061ia008) 1MDE Sshowtaindrity 163, each

survey inteReHdaRi @RERO Gt M aresResHYERE S Sfra Rluality Blstauesf 188 senvige- In the
example, the glur Iltx of slﬁa es, of thg %O service comprises ?n initial stage of the service, an
implementation g%‘gesofat ‘égg&\e/’ﬁ:é, Qi 2 FrlfEh i 'BRife TAR RS ErREAVISEE il stage of

the serviceiniigia @aevideggirecsaety pendi focsetmiany 2B aerabtnm itera sérgaedsravidédr services to

thedcttastomsy 1R0sEhrdgplsmantalion lass may: It el ek WiRVResiRd dor ifliag the sale,
an

final stage may relate to a completion period 25 after the sale has been fulfilled. The first,
secon§ an {ﬁi?’c% SSF\/Sgyr/'El’reﬁar‘\?algeﬁ)' dgﬁoﬁftﬁofé‘?ﬁﬁﬁ‘%% $eddfbetfin RIUMIA% athiteference to
Figs. 13, 1#m@aaribsd ewpbitne e imeid egamplid, abeopré (et mde dvalidveybistapiahigstap third survey
interval 1016800 4he-idheeting! suormydnipavabobiitn feedbagk subsyihHeRoH2aispaction module

128 of the system 100 is operable to prompt an actjpn ipput from the service provider 116 in reply to
the respongye'ﬁn?)fdg%ri} t??e %ﬁsﬁ)urﬁtgpfﬁoq}[pQ%tmyﬂf U‘F\%fﬂﬁt@mgf 1&%.tﬁr§?épﬁm§ﬁh%3action input
comprises @@satbeptahstionith aetspring thd respdrasel ratie Hypnht0d6staIfiet 326vay thiegthird survey
interved L0 bfuesiaN oRSURMSENIBER aptioierivestinatingtheiesponsg MadeDintiacysipmer at the

third survey interval 1016. For xa;(nple, th service Provider 16 ma%/ select the investigate action to

find out the Teasom for & egafive s oA NSE i TaTEndRS (5 S RAGR N U LSRRRFS?F hRing
published iRttt of raipeRY ipfrrv@p(ethe Bishpe®ndpery HurdesevibeihtrevelnididBe1 W0AeN the action

input receivied ésstsvacaRang astip b Jeadhastcrenaied iasioreidn he databiasavaqdide 112 in step
1022. Onc%fsgor%l,getth d{atabas odule 112, the feedbaié i made available for feedback report
{

generating puTposas And s may be Bﬁﬁ\ﬂgﬁ‘eg] dBSIeYER RIS wlarestidhghe action
input4BceiveiVisarompdsai ale otk rstaus 1Tinbestiation protessastesonbsidde dithefore is
initiated at sépAck)2Ad a final stage of the service. In particular, the initial stage of the service
may relate to a pre-sales period for securing a sale of the item of goods and/or
services to the customer 120, the implementation stage may relate to an execution
- period for fulfilling the sale, and the final stage may relate to a completion period
25  after the sale has been fulfilled. The first, second and third survey intervals 1006,
1008, 1016 will be described in detail later with reference to Figs. 13, 14 and 15,
respectively.

In the example, the predetermined survey interval is the third survey interval 1016
30 (i.e. the final survey interval of the feedback survey). At step 1020, the action
module 128 of the system 100 is operable to prompt an action input from the service
provider 116 in reply to the response made by the customer 120 at the third survey
interval 1016. Preferably, the action input comprises an accept action for accepting
the response made by the customer 120 at the third survey interval 1016 or an



In an embodiment, when the investigate action is selected, the system 100 is operable to request a
prescribed fee from the service provider 116 in steps 1026, 1028 and 1030, in order to invoke the
investigation process. Upon payment, the 15 system 100 is operable to inform the system
administrator of the service provider's 116 desire to participate in the investigation process. The
system administrator may then take the appropriate actions to investigate or find out the reason for the
response made by the customer 120 in step 1034:gych as by contacting the customer 120. The
result/outcome the reason(s)) of the investigation process 20 obtained in step 1036 may then be

e.
forwarded {8 YF¥ 'ggﬁlégtﬁfb\ﬁﬂé}’vﬁggﬁ}ﬂg 488/ IERBRC ARSI Sipessianerasiieviftirdiso be
stored in theudegpbider vabdiflécl 1Pcso ekamipieantte retridue pinclidstiew by rﬂi‘@/suawaﬂsmeand system

administratp,Edsie dc#HNINR S RNE HBYAHRES Q%EQ%QRQ%%B%E}S rf&ge v%clS er\ﬂp provider 116

are generated by the system 100, in particular, a first orasi rep or d'a second type (or a
detailed refSR 2 Eﬁiﬁ%%%%f?.&%aﬁﬂ Eﬁ“ﬁ?ﬂfbéﬁ’e ﬁs(ﬁd%‘%h&mb? Snd‘%%ﬁ@@@%verwew of
the fee@lbacknetereditsctiveddrmicnipeiniclel\idh ahd artexample eéeepigtle naposcissshown in Fig.

LLA. Preferaliyn (ecsimple-2Q iepalsshrusaal feesparse.d1dgngelyed folle pragetermined

survey mte the third or final survey interval 1016) amongst the responses feceived for the
plurality of éf?ﬂfgﬂlys PeogaiEhgEe 15P8 U dilR, the §ﬁ’ﬁﬂr@%pl§rtrﬂﬁﬁpsﬁ6%?% f@sponse 1104
received foh&@amkd@ml@ermerm 1ot poFstead dhal theyresnmjrtsa&éeammdéquaﬂttmsurvey

ntervals 1006, 405, AOE. i arciHENathB 27 SRS ERRG s IRUISH g Riedslegmingd number of

most centl m leted feedback received (which has been complete he accép actlon) for the
service pro\/%‘:é ‘?ﬁgonnob%ﬁ?i%%ﬁfrd@é’&‘ﬁ&éﬁ‘@éﬁ%@f@@\ﬁﬂﬁ'%Wéegcﬁiﬁg 4€#6n is not included in the

simple report. For example, the predetermined number may be from 5 5 to 20 most recently completed

feedbacks,|anghmarpRIRREFADMAN, %?edmélﬂﬁtheé?:E%nWQeQeﬁ@ﬁtéﬁ“%‘ IRPEY s he accept

he service provider 116 accepts the response made by the custdmer 12 ), apost may
action (i.e. Otperaﬁﬁ g (53 Rﬁe sefvice prov;der 116 in steps 1026,

e 1o request a prescribed fee from
1028 and 1030, in order to invoke the investigation process. Upon payment, the
15 system 100 is operable to inform the system administrator of the service providers
116 desire to participate in the investigation process. The system administrator may
then take the appropriate actions to investigate or find out the reason for the
response made by the customer 120 in step 1034 such as by contacting the
customer 120. The result/outcome (e.g., the reason(s)) of the investigation process
20  obtained in step 1038 may then be forwarded to the service provider 116 such as
via email, facsimile or post. The result will also be stored in the database module
112 so that it can be retrieve and review by the supervisor and system administrator

if desired.

25 In the example, two types of feedback reports for the service provider 116 are
generated by the system 100, in particular, a first type (or a simple report) and a
second type (or a detailed report). The simple report is configured to provide a quick
snapshot and concise overview of the feedback received for the service provider
116 and an example of a simple report is shown in Fig. 11A. Preferably, the simple

30  report shows only the response 1104 received for the predetermined survey interval
(e.g., the third or final survey interval 1016) amongst the responses received for the
plurality of survey intervals 1106, 1008, 1016. That is, the simple report only shows
the response 1104 received for the third survey interval 1016 instead of all the
responses received for all the survey intervals 1006, 1008, 1016. In addition, the



be generated based on the response received from the customer 120 and posted on 10 a social media
account (e.g., FACEBOOK) associated with the service provider 116 as shown in steps 1044 and
1046. In addition, a post may also be generated and posted on a social media account associated with
the customer 120 as shown in steps 1048 and 1050. Accordingly, feedback posts may automatically
appear in the social media account(s) of the customer 120 and/or the service provider 116. This is 15
made possible by the locking mechanism describeg herein (which is initiated while awaiting for the
service provider's 116 input at step 1020) since an accept action by the service provider 116 at step

1020 will alB'RGdFRHE ATy TG ] Fo FITF TG AEeRe Lo dlRsyesaEl theeriRiptand, a
detailed refrertirnchndicgived toiprivide trefutionistetgdifietisaaicspiraelisrpfahthsartidgegprovider 120,

including pgrslig:SuREY (8) pSABiNnae ePRY Do FRNREISHAUIMEYSMIL therpeapt agtion or

completed survey(s) with the investigate action. For illustration purposes only, an example detailed
report is SHB\CI\%‘%&F) F'ﬁ%?’“&%esrﬁw?ﬁ, Eﬁ’é PRTRE DSt RS RSB FOSE 1104, 1108,

1112 réceiveid 8t mibshessaniizycimetetdd Gfestheivicn mplotent dewdtsnahigdtvey. The detailed report may
be desired by a customer 120 who wishes to review further feedback received for the service provider

116 and in}gre ter ca{jetai}tr}an those provided in the simple report. In an embodiment, the detailed
report may rRqUirs X BAyTREHErERTRitRE rARCRUERIEF ARG Bnlb e ASrER hGURIEF £r6 Dile 30the
simple rep&erviesy e vivevititt dorénte Heheeppooessier g dnettatingsthensimi2Ie) amhaketaid reports will

be described ldgemitureigrenss d Figpoh8antdide 2RANas S REPIB L6, a0 smbodiment,
the dq[?alled re or!t may, also include culge e %%ack and/or future/subsequent feedback. For
example, s%ﬁg%@u&?%/@e%cénggﬁ\%yﬁ#% INATSAYARS L R SREUCR IIPUAS AL the
feedback sesveipfon thesterse4etstomtd4fadrbeddifivitiatedast cvmpiate dho\geneditglyasince 5 all
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point in the futur a previaus customer 120 to include subsequent feedback for the service provider
116 (i.e., fesé%ff)sa?:égrécaeﬁ)\c}e@%r (ﬁ%cgre‘g&g'é!’éﬁo%@f"i%%?nﬁﬂ HaaiERlY BRRABUL HARsaction) to
enable thessegisnedta sternentisi®tdie ckstrmeard ahdnditiethdeediieelpreddisetiirthes service 10
provider 116-3i8G08aydeg theilakmdomedransantinn drsbxamplienibis iy aniaggoysheallows the

customer 120 t? deftermine whether tr:éa quality of the serviceé)rovider 116 has been maintained, has
aing 10 e

improved GFHAS e riorats R A WS SreviB IRPHAAL 3P A 048 RIRFPRRRSETRS AC AR Bhast feedback

relates to tHefeetiipiedeietliBefdreiep 1020 will also automatically trigger a post in the
social media accouni(s).

20 On the other hand, a detailed report is configured to provide the full history of
feedback surveys for the service brovider 120, including pending survey(s),
terminated survey(s), completed survey(s) with the accept action or completed
survey(s) with the investigate action. For illustration purposes only, an example
detailed report is shown in Fig. 11B. As shown, the detailed report presents all of the

25 responses 1104, 1108, 1112 received for all the survey intervals of each completed
feedback survey. The detailed report may be desired by a customer 120 who wishes
o review further feedback received for the service provider 116 and in greater detail
than those provided in the simple report. In an embodiment, the detailed report may
require a payment from either the customer 120 or the service provider 116 while

30 the simple report may be provided for free. The process for generating the simple
and detailed reports will be described later with reference to Figs. 18 and 19.

Accordingly, the detailed report enables the customer 120 to review the full history
of feedback surveys for the service provider 120, that is, past feedback received for



predetermined number of most recently received feedback at a certain point in time, the current
feedback relates to the predetermined number (or predetermined time period) of most recently
received feedback at the certain point in time, and subsequent feedback relates to the feedback
received after the certain point in time. 20 For example, the certain point in time may be with respect to
the time when the feedback survey for a particular customer 120 has been initiated or completed. As
an illustrative example, a customer 120 may request a detailed report of the service provider 116 at

the certaintﬁoint in time, Atc}his s;gge, only the past and current feedback are available. The customer
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provided by the particular service provider 116 to be jnitiated until all outstanding action input(s) at step
1020qs§10\/\}éf?ﬁ' 'B5. fcé%rés 'QS%pﬁé%d\%?/ théjﬁ'értﬁﬁgpggr\}f@é’ﬁa’/?&er 9% @’f@%‘ﬁ%ﬁh'ﬂs mentioned
previously atieaiiariery she clanisring 216 latment2§ebudhterssises whebentisingaifaichtitereliable way

of managingusiopsideedaack-supyel rRapenNaes; Fas exaraner Withdbisdeelingdaneghanism 1210,

the service, Ig)rovidet 116is re l%jred or is pressured/forced to make an action input in reply to a
1 @é{ pBeV{Hus fransa toT : .
response made by the customer 120, such as either accepting the response (e.g., an agreeable

response) and the feedback will be stored in the database module 112, or investigating the 15

resporse (f Ganadrsiianaskable-op ashesadivecresaanse)dhios gbdissab oxeasirserikgg-inyestigation

process. If any action input is, outstanding, the system 100 (in particular, the feedback survey
e}g%e'ig"f& )numbehoft m%sfogeocee f iytﬁ%ﬁ%’é’ﬁ‘ft%éﬁ%ﬁ%ﬁb?e%?ﬂ@m&wl@gd back survey

initializatioR MOOU IS configure
for anothetRBeGiceepr dofib@dy ttletparictharwensteprosddeumberfiomdseirdamtiaeedtifer example,
the 20 supgerisay o masgesc-the saicaiprevitalck 18 welddaeawassief the @uistagding action

input(s) ang Y%’QUI%%%JX@%%EE a}%pagsquq ti%metd e %Erviggi provi err élG if the service rﬁrovider 116
does not make tHe required action mpu?(sﬁeto festive this, Thed %g PIRE BB BF i that this status
is mafftaine®, i@ griatdheneditaineeatthaticne simehdseitorasweshéey Wik dpprosberotrguestion the
25 service peatdex tlAdyUBhermateutliedetboratans Ridhs-srniaR R YIdeshbRIBaY e viewed
more poorly Iy e, sase Wherane auanily.and rallnd of s Teedbagk suvevs eelisg are a measure
of the performance of the service provi er116. yreq P ervice
provider 116 at the certain point in time. At this stage, only the past and current
feedback are available. The customer 120 may request an update of the detailed
25  report at some point in the future and subsequent feedback which have since been
made by subsequent customers 120 will be made available in the detailed report
thus enabling the customer 120 to iook forward. In the same manner, the simple
report may also include subsequent feedback for enabling the customer 120 to look
forward.
30
The feedback survey creation process will now be described with reference to Fig.
12. Firstly, survey information and customer information are obtained in steps 1202
and 1204. Prior to initiating/creating the feedback survey for the service provided by

the service provider 116, the system 100 is operable to determine whether there is



When it is determined that there is no outstanding action input at step 1206, the new 30 feedback
survey request from the service provider 116 will be accepted. In step 1212, the process may also
prompt the service provider 116 to select which type of feedback report (e.g., the above-mentioned
first type (e.g., simple report) or second type (e.g., detailed report) of feedback report) to send to the
customer 120. If a simple report is selected, a simple report of the service provider 116 will be 30
generated in steps 1214 and 1216. On the other hBand, if a detailed report is selected, a detailed report
of the serviceg)rovide,r 116 will be generated as shown in steps 1218 and 1220. The first/simple and

second/detANEGHBRLBHGH 4liBn broReieR Rt AEsRELESHBPRRF]RRE A &gl 1der with
reference téoFips.serdiscaprvierddeictistely . 12066 chired demnmaytiterehaggadideitheute the service

provider 116 orsiigentision ¢ adkRyithe HetRRBdRInNSIALT fRf A8asERlIRc Efirsignd/or second
types of feedback report on the service provider 116 as shown in steps 1222, 1224, 1226 and 1228.
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the first feedback/%g%treques_t |s{ sent to the customer 120 via maobile text messaging or email) in
step 1234. TRTRRAH e RILIBHRE AR R AP beRJigRM to the feedback survey for

referencing purposes. 15 Fig. 13A illustrates an exemplary schematic flow diagram 1300 of the first

survey intepal 10088 BrwSEP ORI HBERRASH! 2878 TEsueRL(SH S SRLIG g customer
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for various valjd reas%ﬁs su%‘h as cllg%tomer 120 inadvertently provided a wrong feedback, bank loan
i

disapproved ARG Yo 61 BHOAR ANAFRSTCBIEILBABEERUITR &5 95 iPgrRPaRg Besponse)
recorded/catspthéséebitpdck dalabasdoneddinldHhil @adgtasmimatiide Upan oedewndstipthiegatieg (R1) from

the customeisdafsin sep, 132 thsvatiagieeerived isanalysed iBrtep #34danean sSikmessage is
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112. Inan gmlﬁgdiment t]he rating receive ma¥ be sent back to the customer 120 in step 1318 as a
security méasure tBQF‘;PS\L} 8t ESRHVR SN 8P he Bty Pe 88108 B fiedsy SR nPXBIPIR- stBF 1320,

variod§ desiigergisor or manager of the service provider 116 would be aware of the
outstanding action input(s) and would likely approach or gquestion the service

provider 1186 if the service provider 116 does not make the required action input(s)

to resolve this. The longer the period of time that this status is maintained, the

greater the likelihood that the supervisor or manager will approach or question the

25  service provider 116. Furthermore, the performance of the service provider 116 may

be viewed more poorly in the case where the quantity and rating of the feedback

surveys received are a measure of the performance of the service provider 116.

When it is determined that there is no outstanding action input at step 1206, the new
30 feedback survey request from the service provider 116 will be accepted. In step
1212, the process may also prompt the service provider 116 to select which type of
feedback report (e.g., the above-mentioned first type (e.g., simple report) or second
type {(e.g., detailed report) of feedback report) to send to the customer 120. If a
simple report is selected, a simple report of the service provider 116 will be



of the feedback survey are updated, such as the survey status, the rating received, and the timestamp
indicating when the rating was received. This will be described further below and illustrated in Figs.
16k The first survey interval 1006 is thus completed and the second survey interval 1008 may
commence at step 1320. 5 Fig. 14A illustrates an exemplary schematic flow diagram 1400 of the
second survey interval 1006. As a first step 1402, a second feedback/rating request (52) is sent to the
customer 120. For illustration purposes only, Fig. 3¢B shows an example rating request sent to the
customer 120 via mobile text messaging. Similarly, the rating 10 may range from "0" to "5", with "1"
meaning p@(?ﬂe‘@?ﬁ)e@nmapéxé@ﬂénﬁ% d 238 mEanihg Bt haeduil ey drtaiepsreaod ind 1406,
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whether it(i;s 9 |rclgste 141§. If so, the feedback survey will be terminated. erwise, the rating is
deemed 20'T8' BEYPLRCSRAS VARE U ATGHRARS R0 8N IR RFRIFR RIYYSfabisassBawR 1 12. As a
security medepsel 20 rididy el maghdberttibaglkptodbescusteh&nd®a in giemitdd®ito provide
confirmatio @ i 1SinGel eeayeslbay e iR 0B /R0 (e BBk ARl g updated by

the sgﬁtem 1(@0. tIn dsteF\]p é%422, the sgst_em_ 100 is configaure to provide an option for service
provider 178 TSREEYIE 58558RJRARURVLBYRRRTARL BB (8 Corsffcfio S&ishaestiveiionterval 1006.
This may ifsitigenend 2emlicteprd2itR rid dhentermyeae:firealt tedtisadlisnsdetailsreackiasotee final sale

price and datg, aheorrRleliabdBaBeRediBeNts aRAUIAFEeL BRIRER 95416 £ORRADY d24 reviews
the final transaction detallsa%[owded b¥ the service %wder 116 to ensure/validate that the final
fi

transaction detaile providac FS R e I SRR Granelerepratenrstifbias disg B service
provider 1ESsigaefbtethtrieddbask scogaler bgfenerainbausedsperson in step 1424, the feedback
surveyswill proceed to the third survey interval 1016 as shown in Fig. 10. 32 Fig. 15A illustrates an
exemplarygchqry&tiﬁ flfw diagram 1500 of the third survey interval 1016. As a first step 1502, a third
feedback/ratitig ragUest 33} i€ 5EAPIBRRY Srismalc BB rlpsdasr dG0R plidbesksiopyeig. 158
shows an éxgripld Pafingseliestssemt!@Pthe dustdeedbad0raitngnobilecte XBidssaging Sanilarly, the
rating 5 maystanae oo K3 Sia0ih (i peasio popls. S 3BARAE SiceligntRNifly meaning t
exit the fee%bggléts%rr\\{tet\é. tlr? steg&lSOAﬁ §§| 1506, either t%e service provider 116 or the gystem
administrafSFmay Terminats e REGHaGK LRVEIE? (arldlsAadne 32 a re fidhdbsabove. Upon
termidBtiorfating feedbarkesiraray Willce1§d, arith e rowaried/pategtiisedanithestatdibaseandodule 112 as
terminated:o1/simnyreceivingdheasing QA djom H@S&%@W%ﬁé%%?&%ﬂ#ﬁﬂ}és@‘%i&@“”g received

is analysed in ség ?L,'éél%rar,&gean error m&ssagte is sent to the customer 120 should the value be

outside the allowable rangs. ARET the FAtHg & GsteHiN g5 Bate ithh Brianshahsaite, the rating

received isVRIEREr ¥piily seasrndetsichineswhiesimendt iST20' inateprikSH. irevidie feedhagk survey will
be terminatestibaBkQshekNise. dhapptngis dremsdioRaRianacsaRtakls f\é%%‘aé@gdﬁ/%@red in the

data%se r\pvqgul% 1a1r12d S asec ergy measure, the rating.r ceiv_ed may be sent back to the customer
120 iR“step 151844 provide con#rmgﬁtoeﬁ%?stﬁ% 'r%t?ﬁa Ee%@ imgs dtnredshetEtrvey details
are updatednsy tRResiéteninE0oRsng tR1adtion rivdgletesrs 1126niopstablE3tt2pribm phamyaction input

from the sesde@der @vigeRyEEE in step 1314 and an error message is sent to the customer 120

should the rating be outside the allowable range (e.g., outside “0” to “5"). After the

rating is determined to be within the allowable range, the rating received is further

30  analysed to determine whether it is “0” in step 1316. If so, the feedback survey will

be terminated. Otherwise, the rating is deemed to be of an acceptable value and is

stored in the database module 112. In an embodiment, the rating received may be

sent back to the customer 120 in step 1318 as a security measure to provide

confirmation of the rating received by the system 100. In step 1320, various details



20as described with reference to Fig. 10 in step 1020. In an embodiment, the system 100 is configured
such that the feedback survey cannot be terminated by the service provider 116 once the rating for the
predetermined survey interval (e.g., rating (R3) for the third survey interval 1016) 25 has been

received from the customer 120. This advantageously serves to avoid the service provider 116 from
unfairly abusing the system 100 by, for example, terminating the response received at the
predetermined interval if the response received is gndesirable for the service provider 116. In another
embodiment, the system 100 is configured such that the feedback survey cannot be terminated by the -

30 service Bﬁ&@ﬁi@%ﬁ?@%‘f@é@éﬁ&@?&% Rt 1he Hie yregtabipnithedr siingeptsieedal (e.g., third
feedback/ratimgtheqirest (33) fatibsithjrdisenvey intergahid Fe)hasdernsset 2 cusiemeas 120. This

advantagequsherajues, Ay Hidhe: s yiceBLOAR! TR U Uil abueina, fag Sysierm 100 by, for

example, terminating the response received-at the predetermined interval I an undesira fe response is
33 expecteJYIHEIFIRNIOHHRMRE LU RIERED 1 998aaceIPace @ /iR 320 being

unrespdnsive to feedback survey, the system 100 or the system administrator may automatically

terminate th¢fepdbackisuney after a predeterminediperiod of time .5 Figs. 16A and 16B illustrate an
example prfgentation of the dgtails 0 th@&eegﬁ%ﬁcsggﬁ gf%rra (}gﬂ%ﬁé g{e%]eess.e ?E.dl%JAV ifstrates the

stage at st %22 10PRig 13 Arshalend 498ng BRAYTE FasehnSk/Saiivay aateavh(206 Rakt een received

and the sutheycdstaiteupalateEt: Ruseatonptarasssisamy, Fugvey Baida-bamexpaatecamay 10 include,
the status bgingupdated, M heehis- ; 11602.ta the "During-Sales” stage 1604, the
timestamp 16%6 for the "Pr§-§ale§t§q§§ seﬁikag(’)zezIS egi%g’]%u% 5‘?&: i%al%ﬂgbt%@ﬁ@éﬁéaterav%ﬂ?ch the first
rating'(R1) Wa% FRR/E8Trofh fRe Bustiiier 1ot airoROAtatGs meaTsEBXSRiEHp e ddrom "To be
Activated" toe#ctiget. Stiettienastanpld Gléhwhittuthedsecoaddiaiingie@eestSAhwas  sampt to the 15

customer 120 is-al3R1ShP Wi EifabP AU der Rurngrales e 1604, Fig, 16B illustrates the stage
at step 1422 of Feig?%4A after'thse rating ‘F?Z) for the sec%bn%gfgfré\;a}e9 ?H{é/?\yaﬁl%\é Seen rveaz‘:;gived and the

survey detifi8paaRadnpdianedaheveas feriragimdirSs9deareauuehwitshgedales” stage
1604 has beereopuedasgadticasithib inheatane h6d0ito1reflastitheimesatpavhisbdhpgecond rating

was Z@receiver N8 FURAMELIAmer 120 in step 1412, the rating received is analysed

in step 1414 and an error méssage is sent to the customer 120 should the rating be

outside the allowable range. After the rating is determined to be within the allowable

range, the rating received is further analysed to determine whether it is “0” in step

1416. If s0, the feedback survey will be terminated. Otherwise, the rating is deemed

20 to be of an acceptance value and is stored is stored in the database module 112. As

a security measure, the rating received may be sent back to the customer 120 in

step 1418 to provide confirmation of the rating received by the system 100. In step

1420, the survey details are updated by the system 100. In step 1422, the system

100 is configured to provide an option for the service provider 116 to close the

28 second survey interval 1006 to complete the second survey interval 1006. This may

include the service provider 116 entering the final transaction details such as the

final sale price and date of completion. In an embodiment, an authorised person of

the company 124 reviews the final transaction details provided by the service

provider 116 to ensurefvalidate that the final transaction details provided are

30 accurate. If the final transaction details provided by the service provider 116 are

determined to be accurate by the authorised person in step 1424, the feedback
survey will proceed to the third survey interval 1016 as shown in Fig. 10.



In an embodiment, at the completion of each survey interval (i.e., once the response for the survey
interval has been received), the system 100 is configured to send an email (or any other form of
communication known in the art such as mobile text 25 messaging and facsimile) containing the
response(s) received and the above-described transaction details to the customer 120 for verification
as a security measure. For illustration purposes only, Fig. 17 shows an example email which may be
sent to the customer 120 at the completion of the fipst survey interval. 30Fig. 18 illustrates an

exemplary schematic flow diagram 1800 of the first report type (e.g., Simple report) generation process
of the syste]§i 15%%‘&%%”@ eeW?éK/ﬁ%‘ﬁWHeﬁﬂﬁé%éaﬂi?@gté’ﬁ ol Seiback
received foirtigevebidite. provitlent bigy $tZing thiodhfdedmadstaicgntdeaanaied tedetethaine the

status of the iagaaciedn tis irgatdicrapliradlagkyesriverkis caigaorisedin hedatabase 34

module 112r accog{dinﬁ t:[) its status. In an embodiment, the status includes one of a pending status, a
terminated 'STALTS: &It ROMToRAE YRR AR d'8 Saxdif teshipRazagiat S iR Ientaddasus indicates
that thé feetiBdclrraevEgrs Pending awdnot'yetesmingletest, tHe teraimagec statast jratidate’s that the

feedback suiugyhpseN Hlersainued Balng, damplsiondheirkeRrPlacs HiusLdigates that the

feedback survea{l(ha;i‘, 1t%een Eom&eted with the accept action, and the second complete status indicates

p
that the feddBAcK sUlVey hAFLBEHCORBIBIAG A (PR JBrELRLR DR, 'REIRAS iBRY Aef@inbefore, the
simple reporRiguisniRld teaspredesenaivied el stiereo O mestieeéotly thenfsietatfeadbagk received

(which has JogeshaomplaiedSRILRARSSRIRRIIN the 1 Sh% XS RATBRISTS SaLUS)foKithR.ervice
prowq%r 11§. In particular, feedb n(;l}( g%mp}eted éﬁ”th the address action (i.e., the second complete
i r

status)is noPITRRMASNE S S I PN ERIEEhIRR i MisPLd it Pede@ineined
number of reestvritismiyatwehiote@ictulrhekd erchror ivesetgelo ssi Hhewnsimstep! 2620.
Accordinglghthadnesosridatradayahneviens eedbasicrereivas (Slading framdhe post recent

record and\mgvin the next record 18 % and so on until the Eredetermined number is reached) to

determine Whather thé FRUANE RIS A& AR EPSEYSS (R HEDeBBTHed AR AIRH B plete status
(in step 180¢rthas 4 pen@ndseiass (ipistelf 1810hhafeedhistkcomplatevathtbs (ierstept0. 1812). If the

feedbask seistensdl the raRtionsbnRians LB (6-anQlierminaled Sialue) <A8a8 (handot second

complete séaglé%)ésleS%OO(i.F., qgt endin%statusziand 18%2 %.*e., is of the first complete status), the
feedback Wil Baancllge h the SBIRTEBEH HBRY iR AR ERAPARTC B U R RE YR customer
120 such d© the pistamer 138 sustepnty Briamw(idstepiBkdiard the stiegtraasnewnefethe customer
120 system 100. The survey details are updated by the system 100 and the action

module 128 is then operable to prompt an action input from the service provider 116

20  as described with reference to Fig. 10 in step 1020.

In an embodiment, the system 100 is configured such that the feedback survey
cannot be terminated by the service provider 116 once the rating for the
predetermined survey interval (e.g., rating (R3) for the third survey interval 1016)
25  has been received from the customer 120. This advantageously serves to avoid the
service provider 116 from unfairly abusing the system 100 by, for example,
terminating the response received at the predetermined interval if the response
received is undesirable for the service provider 116. In another embodiment, the
system 100 is configured such that the feedback survey cannot be terminated by the
30  service provider 116 once feedback/rating request for the predetermined survey
interval (e.g., third feedback/rating request (S3) for the third survey. interval 1016)
has been sent to customer 120. This advantageously serves to avoid the service
provider 116 from unfairly abusing the system 100 by, for example, terminating the

response received at the predetermined interval if an undesirable response is



25 resides (in step 1816). Once the number of feedback obtained reaches the predetermined number
in step 1820, the simple report drawn is presented in step 1820. Fig. 11A illustrates an example simple
report is shown in Fig. 11A as described hereinbefore. 30Fig. 19 illustrates an exemplary schematic
flow diagram 1900 of the second report type (e.g., detailed report) generation process of the system
100 in the example for a service provider 116. As described hereinbefore, the detailed report is
configured to provide the full history of the feedbael¢ survey for the service provider 116, and an
example detail repaort (partial) is shown in Fig. 11B. For example, the detailed report 35 shows all of
the respon<B®9389, 19 158 e verbfracliforunitme s Ry niba sree el 4br coRtpreesd RSedback
survey. Acdmdiggly cstrepsoecksidedates tuough tal rewous suBry dasdeaskkanpides:der the service
provider 116 £e. ' ] r [ ext record 1914 until the final
record is 5 @é%r%é’é?@ﬂetﬁm %@%ﬁ%@%ﬁrﬁ%éﬁéﬁ%n fo pér%%ir%t?ﬁ%%neqﬁ%mwe?giI%%nr%%pgsrtlt. In the
example, tHERedback information may include the feedback received, the survey status (in step
1904), 3he simplified/reduced details of the customer such as the initials of the customer's name (in

step 1906) pd the/slipgteamfuisee cusiasraesidanosine J40RL- Qe aline feedback

records for the service 10 provider 116 has been analysed in step etal report may be
presented iT-5Y8Y 1816 RYS 51895 T8 A 2Bunlistesidecpigre rabgirRrK Feorid ([@or'sérvices no. 1
to 21) for aadeawitte prividdR1 1 Goatbrgfiveiths tvedsy statkersal m s exantelen iféheicastanemtd 120 for a
new servic qQuRsh i 0 impl rated will include the feedback
for ser ices,% laﬁt/r?gﬁzé(%r]'.g& 17, ]i.%r %ﬁl r%gé ‘?ﬁﬂ %0%8%? ?%@’é{}l}%ﬁ%t%ﬁgﬁ?{é‘%prr‘%]%{s] JreI%ae)ﬁt feedbacks
are to%e inEfiYes b e e e R BPraHRe affpﬂﬁ‘et'&%n{:’p”l%@ﬁ‘%%ﬁ@%?ef%ﬁwﬂe% VAHHiB9e accept
action (i.e. SatsisCostaglete! §fatusheSemasesrat NGOBL fdB tHe! 4he-Saksnetigeludechasshry are 20 still

pending, whilgdhe SeMVise atipg- thi i ijI ! namic property of the
simple repor%, assume now tftlat the%ﬁ%ﬂ%oﬁ%ﬁ%ﬂ%%%# @%Tfé’%t%g.e(%ﬁ\éér?jﬁwggﬁ/update

request by HERUon ek 236 e StAtpRe RLIRIFiIPEh YRSk o ilRIEthAsE&RIBEL or the
service at iéci@sifte tnscedipatkwilkhiot the parvotitheid§ regsésecentlvsormpieteddeedbacks and

the 25 deedhaskier 5o0/iceaRe hulhbR FENaved inee Hinifredanack will @%'{%’6‘&%?%@“ of the 10

most recently completed feedbacks. This advantageously ensures that the custome will always

be able to A e Rfoslags- Rl a5eR kit ipd oAtk bervrieprRiaden teursiotdquest. In an
embodimestireacinthes isssdmyecavependngdeadiackctivayptoniie Psedatenmisegs number of

most receryriganbagi-sRoy RRRNIRE BITEsial Aul SBEANACATBIEIESIAS). the

simple report mal}/ betrefe,rred to be in a crystallised/finalised or static status since no further
changes/uf3at&d GRS ST At PeisdRC thantigtRistaniHEndReesaro BB SepBt is finalised,
the sidfiple regrivedfiidre tmeustamped2ind emailed to the customer 120 to inform them that the simple
report has been finalised.

In an embodiment, at the completion of each survey interval (i.e., once the response

for the survey interval has been received), the system 100 is configured to send an

email (or any other form of communication known in the art such as mobile text

25 messaging and facsimile) containing the response(s) received and the above-

described transaction details to the customer 120 for verification as a security

measure. For illustration purposes only, Fig. 17 shows an example email which may

be sent to the customer 120 at the completion of the first survey interval.

30  Fig. 18 illustrates an exemplary schematic flow diagram 1800 of the first report type
(e.g., simple report) generation process of the system 100 in the example for a
service provider 116. As a first step 1804, the feedback received for the service
provider 116, starting from the most recent, is analysed to determine the status of

the feedback. In this regard, each feedback received is categorised in the database



36 Fig. 21 depicts an exemplary scenario for illustrating the locking mechanism as described
hereinbefore. In this exemplary scenario, assume that customers A, B, C and D engaged the services
of the service provider 116 at different times, and 5 customers B, C and D have provided their second
response (R2) for the second survey interval 1008. In addition, customers C and D have provided their
third response (R3) for the third survey interval 1016, and the service provider 116 has accepted the
third response from customer C but has not yet acggpted the third response for customer D (i.e.,
action input outstanding for customer Dgé Supposedly, 10 a new client E now engages the service of

the service ProWiSel 'ELBSAIPIRG QelSicBhiovii @M aBRadmanio hifius inslueesdparPsarvey with the
new client Berttngestysineéaindrsytstesiat0) is finsthevtaplestateafos thel sepdesrprewiapreld 6 (due to

| ToTg W |d ied by th
(he outstanghid ANIBRUN L EHOMALR TNERLHERERBRRISSHIUAK IGHERL UoKscpegenied by the

system 100 until all putstanding action input has been 15 receive 0 pressure the service

provider 11% (B8P RHI0S IPLBIKHSA Riprsy dndisalest Rkils: fredeagiomsevrcdivediegositive or
negative. WithtoaeathisHetkingonedbtiomsihetfiess ennasqeovides 1ih6itames sap i igreigtg action input

request if the LRSNNSBJET LR FRnspalKaa QE@%B}%%@;Y&%‘? ing @9@&%6985’%@%&&8{&&8‘”9

recorded in the system. Therefore, the locking mechanism 20 advantageously assists in enabling a fair
and reliablén\%@%? r%ﬁhg@rﬁﬁegﬁéﬁm&‘@éﬁﬁﬁa?%R%VH‘@%%%H%@%E“&@W%%@@GH@ that any new

clients will always have an up-to-date and accurate feedback report of the service provider 116. As

described heygibeio bieingie RIRUIRLIEYSIS G0 DS Ikeddagied 7o gpmpany or an

assocjation 124 in order to participate in the system 100 and create new surveys with
custo;@ers 798! ErdnTRIBP S ke RAg TR ARSI YR isBasrigen) sRaPIséesraiBetifor linking the
service provigepil Betiora cempimy firat. dongraten statina e rftyrthigdinkéng ow opkdla Jed6 13 §omfigured to
terminate particular, feedback completed with the address action (i.e., the second complete
status) is not included in the simple report. In the example shown in Fig. 18, the
predetermined number of most recently completed feedback received is set to 10 as
15 shown in step 1820. Accordingly, the process iterates through previous feedback
received (starting from the most recent record and moving the next record 1822, and
so on untit the predetermined number is reaéhed) to determine whether the
feedback has a terminated status (in step 1808), has a second complete status (in
step 1808), has a pending status (in step 1810), has a first complete status (in step
20 1812). If the feedback satisfies all the conditions in steps 1806 (i.e., not terminated
status), 1808 (i.e., not second complete status), 1810 (i.e., not pending status) and
1812 (i.e,, is of the first complete status), the feedback will be included in the simple
report, along with simplified/reduced details of the customer 120 such as the initials
of the customer’'s name (in step 1814) and the street name where the customer 120
25 resides (in step 1816). Once the number of feedback obtained reaches the
predetermined number in step 1820, the simple report drawn is presented in step
1820. Fig. 11A illustrates an example simple report is shown in Fig. 11A as
described hereinbefore.

30 Fig. 19 illustrates an exemplary schematic flow diagram 1900 of the second report
type (e.g., detailed report) generation process of the system 100 in the example for
a service provider 116. As described hereinbefore, the detailed report is configured
to provide the full history of the feedback survey for the service provider 116, and an
example detail report (partial) is shown in Fig. 11B. For example, the detailed report



any feedback survey that is pending for the service provider 116 when the service 30 provider 116
becomes untagged/unlinked from the company 124, except for the feedback survey(s) having
outstanding action input (e.g., at R3) or where the predetermined survey interval (e.g., the third survey
interval 1016) has been initiated (e.g., at S3). Such pending feedback survey(s) will be preserved and
still requires an action input from the service provider 116 when the service provider 116 becomes 37
tagged/linked to a new company 124. Otherwise, e system 100 will be in the lock state for the
service provjder 116 even though he/she is now tagged to a new company 124. Furthermore, all

completed FEOHS-2k FLsVEIRBPIRE éép\ﬁc&&%ﬂ(%g? 18601y PRRTtathEw ipueahele afodule 112.
This advantagboustypete resthesseviey pradderiddp, fram peibgssbiptagxniaibdgs sistem 100 by

untagoing sy eapikedssulisrandiataaainddr et iesh iyt e pegagve resul(s).

thus resultinlg%in a fairer system. The above-described ability of the syst )0tom intan the
pending fedPARSEURR ST G ERAN §Iacter iasaf de 1§ Atirt) e fiestoresesrésence of the
lockinggmectrntiett) &5 elesiyitved fhedomklibivvitiatiuhthe (nekiginerharistatdinisepdse provider 116

may be able o Sxplfiiin 8 HEALAA0 PYHRIAGBINGAIPT I CAMPITKAZA 0 emore af pending

survey feedbacks, including negative feedback obtairied at the predetermined survey'interval. This
would unfaiity FR5TIRIHING Fiefadva4edhB SRnibealril redoreiisoib & pesamensUh #% an
embodimethedititieisthd Servivsiprosidendrbé dntheporapanpi@4his ebietnumagiiens gach other.

However, thespyalameftis aandnedsaehihal e serviesouder 10 W e unable to commence
e

any naeé{v feedback surve%gs until the servlcesfrovider 116 is tagged to a new company.cﬁﬁe service
provider 1R MG IS BABGRTR FRaSRIMeteR 1BIR Wit AstilestranesiinviBe Peasevieting
restrictionsneastebrmagtomplete any outstanding action input(s). For example, when the service
provider 116 untags from a company 124, he/she will only have a restricted/partial view of the survey

details completed while under the company 124, e.g. companyé)rivileged information such as sales
history/rect %g%%xLﬂH\Hf& égv%Q/\/QBFéfateS all the feadback records (for services no. 1 1o 21)
for a service provider 1186, along with their status. In this example, if the customer

15 120 for a new service at no. 22 request for a simple report, the simple report
generated will include the feedback for services at no. 20, 19, 17, 16, 15, 13, 11, 10,
8 and 7, assuming that the 10 most recent feedbacks are o be included in the
simple report and all the completed status are completed with the accept action (i.e.,
first complete status). Services at no. 21, 18, 14 and 9 are not included as they are
20  still pending, while the service at no. 12 has been terminated. To illusirate the
dynamic property of the simple report, assume now that the service at no. 18 has
been completed. Upon a refresh/update request by the customer 120, the simple
report will change so as to include the feedback for the service at no. 18 since this
feedback will now be part of the 10 most recently completed feedbacks and the
25  feedback for service no. 7 will be removed since this feedback will no longer be part
of the 10 most recently completed feedbacks. This advantageously ensures that the
customer 120 will always be able to obtain the most up-to-date feedback report on
the service provider 116 upon request. In an embodiment, once there is no longer
any pending feedback survey for the predetermined number of most recent
30  feedback surveys (excluding terminated status and second complete status), the
simple report may be referred to be in a crystallised/finalised or static status since no
further changes/updates will occur in the simple report. In an embodiment, once the
simple report is finalised, the simple report will be time stamped and emailed to the

customer 120 to inform them that the simple report has been finalised.



25 Furthermore, if the service provider 116 joins and tags a new company, the new company will not
be able to view the feedback surveys received for the service provider 116 when the service provider
116 was tagged to the previous company 124 for privacy concerns/protection. In the event that the
service provider 116 rejoins the previous company 124, both the previous company 124 and the
service 30 provider 116 will have full access/view of the feedback surveys (and associated details)
completed when the service provider 116 was preygpusly with the company 124. 38 Accordingly, the
system 100 and method 200 described herein according to embodiments of the present invention
provide a fair and reliable manner of managing customer feedback survey responses. For example,
each party fiie., 2hedepitsmer &26mrihiergesvimeapootsdelkiGang the taikpgnydebrpadicpating in the
P oystens 1esandaneiionBOie VR LRATIER/AsIRIE SlBNIANAERIRRY A Eserioen

herein, the com%an 124 is verified by a third party system administrator, the service'provider 116 is
verified by f1 conTRgATEL s HEsuRlohRISEPAR vEriieah] b ehiereptdimess Bre.
FurthefmoreysirengenBactiomdelaite enteraddey theisanboadprevisenskl Ranervetfieddyote company

124 and thg gystorgdA40 | e karg ret 0 stomer 120 for
verification. The%%irnésg &?ﬁ?%’%ﬁd ﬁlH())%/ a%%%qﬁgd%gé{ cge%g?r%{é% é%?‘é%é ﬁ%&?ié@&? by the
S'te

locking meERHIMENT 45 HSEriBE Mt S vey eaAh D Rt eeMscRATY FRaIRXISiEr! thd'a8rvice
provider 11&spteflitezl birs fospedde fmakecantaokorCinat inseply o sesgspaetmeagady the

customer 123 Jgrdaqaprasairrained suasinianieb auch afd B aRsRing e egponse as itis

(e.g., p,positive or a reﬁable response) and the response will be store ase fhodule 112 or
investigating g %’5%6 JEO BN9R9RS R ACHITR AL {iPRRaIeS BEpErek | 168081 s eMise-described
investigatianpiideesk! thishsisdothatmtstemndd {teqizaticutamvthe fdedhiackreiwvelyeanitialization

module 10fids eRafaneecin igduihadock Ha WP ST IR AR B eRagH spr ey o

another seEvi e provided by the Earticular service provider 116 from being initiate e system 100.

As mention@d HefAREAAIS RTBRIMPUbIR 6 HIGIRRE Revhe Susa ireslhrRel sWhstHd evafidesirable for
the servicevpravides Ue6ifor byntmbeystéredSonsnfFoalexanspdthg supenviseudhammager of the

serviog Proxeendd.61iqs aywRars ipresesiecin tQ&wﬁ%@BMr“?‘?é%‘{@;%@%dﬁf %g&é‘nas 25 an

industry gaver infq ins}itutio%) would be aware of this status and wou bproach or question the
service proViiS TR HERE SEN G0 iG P TRR 36 SR kPPN N HepatYS r¥¥divetthis. The
longer the fusibgiifgmechatisis Stetesridonainidteed, thengiesitaptheglivedihoeddhiat theusupervisor or

manager WlRRBIGEHE P60 SGEVIRG BEOUIERHES (5 URRT %%fﬁebgﬁipe??f&sr goge of the

service 30 1prgyider.llG maéﬂ%g viewe more)ﬁ%oorly in the case where the Quantity and rating of the

wed
feedback sUPeyS PLBIVE 4 mBasti® oPHEBerfbRfSieof he séeiiecoraessrnies 39
FurthéPmorslvenitnganisha e séstsuivesnabpingvidl éairtarad creditaivhee maffeo ftinecending ateassaetion with a
service IOrq%@cﬁiaa'm@[@\tgﬁﬁréfsB&l@,l?s!T‘%/és%ﬁsa%“éﬁs%H?%Q? Wﬁ&,@%}@%@iﬁﬁ%ﬂ%&ﬁhere is no
e fee

mechanisrﬂég dgrt]euct or dtdresg this unttilfaftgi)thﬁ end o Eche transaction when ack provided
is negative ang i 1gate and accurate feedbac report of the service provider 116.

epara
As described hereinbefore, the service provider 116 is required to be linked/tagged
25 to a company or an association 124 in order to participate in the system 100 and
create new feedback surveys with customers 120. For example, a linking/tagging
module 746 (see Fig. 7) may be provided for linking the service provider 116 to a
company 124. In an embodiment, the linking module 746 is configured to terminate
any feedback survey that is pending for the service provider 116 when the service
30  provider 116 becomes untagged/unlinked from the company 124, except for the
feedback survey(s) having outstanding action input (e.g., at R3) or where the
predetermined survey interval (e.g., the third survey interval 1016) has been initiated
(e.g., at $3). Such pending feedback survey(s) will be preserved and still requires an

action input from the service provider 116 when the service provider 116 becomes



5 damages may have occurred. In contrast, according to embodiments of the present invention, a
plurality of survey intervals is implemented for the service provided by the service provider 116, such
as, an initial stage of the service may relate to a pre sales period 1608 for securing a sale of the item
of goods and/or services to the customer 120, an implementation stage may relate to an execution
period 1604 for 10 fulfilling the sale, and a final stage may relate to a completion period 1605 after the
sale has been fulfilled (e.g., see Figs. 16A and 168y. It will be appreciated by a person skilled in the art
that the present invention is not limited to three survey intervals and other number of survey intervals
may be protig8ePALkRGIRa/ABNrERMRR YS! Rthd MRemdse. dhe mvatRme SRvel brdrils. 'a@cordingly, the
15 system $GBeatwotoingariembooliidents1ef theprésephinvestionids mevaatagrpusly aldlg to detect
problems/isssifpatpieumaALARAHN (i SRHLBTRLIR A ANSAcLe N IRRGYRE the gpportunity (o
the service grow er 116 or his supervisor) to address

take appropriate and prompt actions (e.g., by )
them (i.e., éél%/'?ﬂ?é?\?%ﬂﬁ&ﬂ O faRbasscmasdn)! B This Advstrgsrysbsseeventhdexample

embodimerssrdescribeidéreditn may heingpibire meekphia tampriensysionhyy 208aggRgnasatically
shown n Fignig.c REYSAY REIRRIPDRD!sdasafiiaethich 428 .compyierprogiambeing executed
gt to

within the coméﬁuéir sgstem 2200, and instructing the computer system 220 5 cohduct the method
of the exam i EibBYF &R AR G RE BLSSEM DS G R¥eniRRtEb acbabi by @l theosiae™202, input
modules sud¥as ariayboatti@2e4dind feedseck286randsa plavalgyctatipiigierices syeh as a display

e e RUBeLPRYD T B SRS P GRIRD RS RLIRA CIRUIGERE AN 2212 va 2

suitab tra}r@ eiver device 2214, to enable access to e.g. the Internet or othe net\_/voﬂi systems
uch 28 Lot HIAedaERe (CRRBYSREdE AFEL e QFBHORVANY may be abie to exploit the

system 100 by untagging from the company 124 to remove all pending survey
feedbacks, including negative feedback ‘obtained at the predetermined survey
interval. This would unfairly result in the negative feedback not being recorded in the
system 100,
15
In an embodiment, either the service provider 116 or the company 124 is able to
untag from each other. However, the system 100 is configured such that the service
provider 116 will be unable to commence any new feedback survey{s) until the
service provider 116 is tagged to a new company. The service provider 116 may still
20 login to the system 100 (but with reduced functionalities and viewing restrictions)
and may complete any outstanding action input(s). For example, when the service
provider 116 untags from a company 124, he/she will only have a restricted/partial
view of the survey details completed while under the company 124, eg., company
privileged information such as sales history/records would not be viewable.
25  Furthermore, if the service provider 116 joins and tags a new company, the new
company will not be able to view the feedback surveys received for the service
provider 116 when the service provider 116 was tagged to the previous company
124 for privacy concerns/protection. In the event that the service provider 116 re-
joins the previous company 124, both the previous company 124 and the service
30  provider 116 will have full access/view of the feedback surveys (and associated
details) completed when the service provider 116 was previously with the company
124.



The computer module 2202 in the example includes a processor 2218, a Random Access Memory
(RAM) 2220 and a Read Only Memory (ROM) 2222. The computer module 2202 also includes a
number of Input/Output (I/O) interfaces, for example 1/O interface 2224 to the display 2208, and 1/O
interface 2226 to the keyboard 2204. 40 The components of the computer module 2202 typically
communicate via an interconnected bus 2228 and in a manner known to the person skilled in the
relevant art. 5 The application program may be suggplied to the user of the computer system 2200
encoded on a data stora%?amedium such as a CD/DVD-ROM or flash memory carrier and read

utilising a cORREABIng Y SiErAgeINedNimariodr 20datiesrsizrit Aewwie 2980rdise Hpplication
program maynatstrbenss pyflicitktoptles arseirvkifitcopipuikes Sy staim 2&@&&5@@@%%6@ ai the
Internet, L |cagi i lled in its executi y the
processorg%rg%\re@rgrhn%%é%%gpﬁgg&%%%ég%%ﬁéggg? Ege gé)ﬁg%bheé%qpﬁs%é? IS_A%EI@ZZZO. Inan
embodimeSBRH fr PRoGRANFRORYESE piSVRISH thanissmean'd Dopdpifinetiesdatieestorage
mediufh 223Gtemmpfisind insthodtizitsiexeddtable dyler 15 cmurRLteipingess@n22]8dp. perform the

method 200406 Banag HNOBRIGRARSESHLHALI EIPOIRES S HS bR LIRTAIRSlgre. 1t will be
appreciated by arplerson skilled in the art that numerous variations and/or '
the service provider 116 is verified by the company 124, and the customer 120 is

verified by the service provider 116. Furthermore, the transaction details entered by
the service provider 116 are verified by the company 124 and the customer 120, and
10 the survey feedback are returned to the customer 120 for verification. The faimess
of the system 100 and method 200 described herein is provided by the locking
mechanism as described herein. For example, with the locking mechanism, the
service provider 116 is required or is forced to make an action input in reply to a
response made by the customer 120 for the predetermined survey interval, such as
15 either accepting the response as it is (e.g., a positive or agreeable response) and
the response will be stored in the database module 112 or investigating the
response (e.g., a negative or non-agreeable response) through the above-described
investigation process. Otherwise, the system 100 (in particular, the feedback survey
initialization module 104) is configured to be in the lock state which prevents any
20 new feedback survey for another service provided by the particular service provider
116 from being initiated in the system 100. As mentioned hereinbefore, not being
able to register new feedback surveys would be undesirable for the service provider
116 for a number of reasons. For example, the supervisor or manager of the service
provider 116 (or any party interested in the feedback of the service provider such as
25  an industry governing institution) would be aware of this status and would likely
approach or question the service provider 116 if the service provider 116 does not
make the action input to resolve this. The longer the period of time that this status is
maintained, the greater the likefihood that the supervisor or manager will approach
or question the service provider 116. Furthermore, the performance of the service
30  provider 116 may be viewed more poorly in the case where the quantity and rating
of the feedback surveys received are a measure of the performance of the service

provider 116.



modifications may be made to the present disclosure as shown in the specific 20 embodiments without
departing from the spirit or scope of the disclosure as broadly described. The present embodiments
are, therefore, to be considered in all respects to be illustrative and not restrictive. 41 CLAIMS 1.A
method for managing customer feedback survey responses, the method cornprising: 5receiving, from
a service provider, a request to initiate a feedback survey with a customer in relation to a service
provided by the service provider, the feedback surygy comprises a plurality of survey intervals, each
survey interval being associated with a respective one of a plurality of stages of the service; and

receiving a TESABARR T HX8 YEBHBRRIY sArSEY fbiR QTR droeeardiat Ti6rbRESS responses
received fotrémsgsitivalityibf surepicmtealssr. Thevhfreinitheobiethetbisiesrdigreaththeatia a lock state

for preventiggaaemRepBRcCUR aYciRn@nethRiFemiss radded .the sarvise Mavider from being
initiated baﬁjeeole tﬁte of the feedback survey. 152.The method according to claim 1, further

on a nethc . (
comprising: [Er(?ri g A HAh RS0t RS AR 3R SR iR SRR ABAHERRBIse made by
the cuStomeafaceprodeteant mgstedelnictervasfoatherdiericeembddiments of the present

invention, a plurality of survey intervals is implemented for the service provided by
the service provider 1186, such as, an initial stage of the service may relate to a pre-
sales period 1608 for securing a sale of the item of goods and/or services to the
customer 120, an implementation stage may relate to an execution period 1604 for
10 fulfilling the sale, and a final stage may relate to a completion period 1605 after the
sale has been fulfilled (e.g., see Figs. 16A and 16B). It will be appreciated by a
person skilled in the art that the present invention is not limited to three survey
intervals and other number of survey intervals may be provided as
desired/appropriate as long as there are multipie survey intervals. Accordingly, the
15 system 100 according to embodiments of the present invention is advantageously
able to detect problems/issues which may arise during the course of the transaction
and provide the opportunity to take appropriate and prompt actions (e.g., by the
service provider 116 or his supervisor) to address them (i.e., early intervention
capabilities/mechanism).
20
The methods/processes of the example embodiments described herein may be
implemented on a computer system 2200, schematically shown in Fig. 22. They
may be implemented as software, such as a computer program being executed
within the computer system 2200, and instructing the computer system 2200 to
25 conduct the method of the example embodiment. The computer system 2200
comprises a computer module 2202, input modules such as a keyboard 2204 and
mouse 2206 and a plurality of output devices such as a display 2208, and printer
2210. The computer module 2202 is connected to a computer network 2212 via a
suitable transceiver device 2214, to enable access to e.g. the Internet or other
30 network systems such as Local Area Network (LAN) or Wide Area Network (WAN).
The computer module 2202 in the example includes a processor 2218, a Random
Access Memory (RAM) 2220 and a Read Only Memory (ROM) 2222, The computer
module 2202 also includes a number of Input/Output (//O) interfaces, for example
/O interface 2224 to the display 2208, and I/O interface 2226 to the keyboard 2204.



accepting the response received for the predetermined survey interval in a database or initiating an
investigation process to investigate the response received 20for the predetermined survey interval
based on the action input received from the service provider, wherein the method is configured to
be in the lock state when said action input for the service provider is outstanding. 253.The method
according to claim 2, wherein the method is configured to return to an open state from the lock state,
the open state being capable of accepting a new fggdback survey for another service by the service
provider, Wl.'llﬁn the action inpl#lfrom the service provider for the predetermined survey interval for the
service is received B8P e thellifo FURRSIRING R WSirA 2P r BPiFRL efP THEURIGRI inffut @bmprises an
accept actigrifmoavesisthouh 8328 pod se amaderiay khewnstothe piostheskiredatetmeinge sivey interval
or an investgate action for investigating the response made by the customer for the predetermined
survey interval, and wherein the 42 feedback received is stored in the database when the action input
received is the accept action, and the investigation process is initiated when the action input received
is the ifveslipateratitiainn program may be supplied to the user of the computer system 2200

encoded on a data storage medium such as a CD/DVD-ROM or flash memory
carrier and read utilising a corresponding data storage medium drive of a data
storage device 2230. The application program may also be supplied to the user of
the computer system 2200 via a network such as the Internet, LAN, or WAN. The
10  application program is read and controlled in its execution by the processor 2218.
Intermediate storage of program data may be accomplished using RAM 2220.

In an embodiment, a computer program product is provided, embodied in a
computer-readable storage medium 2230, comprising instructions executable by a
15 computer processor 2218 to perform the method 200 for managing customer

feedback survey responses as described hereinbefore.

It will be appreciated by a person skilled in the art that numerous variations and/or
modifications may be made to the present disclosure as shown in the specific

20 embodiments without departing from the spirit or scope of the disclosure as broadly
described. The present embodiments are, therefore, to be considered in all respects to
be illustrative and not restrictive.



5 5.The method according to any one of claims 2 to 4, wherein the predetermined survey interval is a
final survey interval of the feedback survey. 6. The method according to claim 5, wherein the plurality
of stages of the service comprises aninitial stage of the service, an implementation stage of the
10service, and a final stage of the service, the final stage of the service being associated with the final
survey interval of the feedback survey. 7. The method according to claim 6, wherein the initial stage of
the service relates to a pre-sales period for securigg a sale of an item of goods and/or services 15 to
the customer, the implementation stage relates to an execution period for fulfilling the sale, and the
final stage %@(@#o a completion period after the sale has been fulfilled. 8. The method according to
any one of claims 4 to 7, further comprising 20categorising the feedback received for each feedback

survey initigted byathesasMiss- Edehty tiedaiabasgiaseordingip L SIAlS: T hefmethod

according to claim 8, wherein the status comprises one of a pending status, a terminated status, a first
complete A" Pa second complete
5 receiving, from a service provider, a request to initiate a feedback survey with

a customer in relation to a service provided by the service provider, the feedback
survey comprises a plurality of survey intervals, each survey interval being
associated with a respective one of a plurality of stages of the service; and

receiving a feedback to the feedback survey from the customer, the feedback

10 comprises responses received for the plurality of survey intervals,

wherein the method is configured to be in a lock state for preventing a new
feedback survey for another service provided by the service provider from being
initiated based on a state of the feedback survey.

5 2. The method according to claim 1, further comprising:
prompting an action input from the service provider in reply to the response
made by the customer for a predetermined survey interval for the service; and
accepting the response received for the predetermined survey interval in a
database or initiating an investigation process to investigate the response received
20  for the predetermined survey interval based on the action input received from the
service provider,
wherein the method is configured to be in the lock state when said action
input for the service provider is outstanding.

25 3. The method according to claim 2, wherein the method is configured to return
fo an open state from the lock state, the open state being capable of accepting a
new feedback survey for another service by the service provider, when the action
input from the service provider for the predetermined survey interval for the service
is received.

30
4, The method according to claim 2 or 3, wherein the action input comprises an
accept action for accepting the response made by the customer for the
predetermined survey interval or an investigate action for investigating the response

made by the customer for the predetermined survey interval, and wherein the



25 status, the pending status for indicating that the feedback survey is pending, the terminated status
for indicating that the feedback survey has been terminated before completion, the first complete
status for indicating that the feedback survey has been completed with the accept action, and the
second complete status for indicating that the feedback survey has been completed with the address
action. 30 10. The method according to claim 9, further comprising generating, upon request, a first
type of feedback report of the service provider, thadirst type of feedback report is based on a
predetermiped, number aof the feedback received for the service provider having the first complete
status. 43 ??[?quaﬁrg MRSthoe acorifiy 't CRIATBE2HM AR (e mEte)pari ieredbssk feBtit comprises
only the re§s6aek acteivednst the prevdetiaatitme drogeasy mtériataimeangst the resfionsesuteceived at

the pluralitysfesidy eyt grvalsifeieashioservice provided Sby the service provider. 12. The method
according to claim 9, further comprising generating, upon request, a second type of feedback report of

the service provider, the second type of feedback report comprises all of the responses received at the
plurality of 8urvey @inteplags forcsastingriite gmoviciee lof theasesvice providenhdim hihenethod

according toredetntnetidaing hiterkd ERBECAMRNSINgIakingbessender QER)@?.” to a company or
an association, wherein the method is configured to terminate any feedback survey that is pending

except for pending 15 feedback survey having said action input outstanding or when the
predetermified suiVes nedredl fsicerdiseriice!piovitiedinreite bervibe itgvidfesthgssheénhaitiated which

are maintaigticel 4o BAGHMANSBIEY 61 HBMRBHREIRACK BIHRHISRROIES: BE Hstem
ZOCOWHS'Q&VE%, and a final stage of the service, the final stage of the service being

associated with the final survey interval of the feedback survey.

7. The method according to claim 6, wherein the initial stage of the service
relates to a pre-sales period for securing a sale of an item of goods and/or services

15 to the customer, the implementation stage relates to an execution period for fulfilling
the sale, and the final stage relates to a completion period after the sale has been
fulfilled.

8. The method according to any one of claims 4 to 7, further comprising
20  categorising the feedback received for each feedback survey initiated by the service
provider in the database according to its status.

g. The method according to claim 8, wherein the status comprises one of a
pending status, a terminated status, a first complete status and a second complete
25 status, the pending status for Endicaﬁng that the feedback survey is pending, the
terminated status for indicating that the feedback survey has been terminated before
completion, the first complete status for indicating that the feedback survey has
been compieted with the accept action, and the second complete status for
indicating that the feedback survey has been completed with the address action.
30
10.  The method according to claim 9, further comprising generating, upon
request, a first type of feedback report of the service provider, the first type of
feedback report is based on a predetermined number of the feedback received for
the service provider having the first complete status.



a feedback survey initialization module for receiving, from a service provider, a request to initiate a
feedback survey with a customer in relation to a service provided by the service provider, the feedback
survey comprises a plurality of survey intervals, each survey interval being associated with a
respective one of a plurality 250f stages of the service; a feedback receiving module for receiving
a feedback to the feedback survey from the customer, the feedback comprises responses received for
the plurality of survey intervals; and a database maslule for storing the feedback received from the
customer, 30 wherein the feedback survey initialization module is configured to be in a lock state for
preventing a new feedback survey for another service provided by the service provider from being
initiated badéd onTastarthsidiasseetibadk siaivey 0,18hamein shetdinstalyoer dinigedisiaintdpbrfurther

comprisingeofdprisesaihigaien dapakie feopiunpiinganarioninudt SpurihaeaniceRIdder in reply
to the resp nésgegn%%ge%Y the.cugtg gL f&[j a ﬁ)tred]etermlnec{ Z&%{% interval for the service, wherein the

action module Is opera éeﬁ)ea’gcep hé respo SE Fecene rp?%ﬁ%t%?%'iﬁ%gr&‘ﬂ interval in

the dafaba8¥ M®aaMieR MRAgean investigation process to investigate the response received for the
predetermined survey interval based on the action input received from the service provider, and
wherein the feedback suryey.initialization module is, cqnfigured to be in the lock state when said action
input for thzis'ervﬂqé\epr%\ﬁ%cﬁlgré isagﬁ?srérr]\%ir%a §85q6§T%%A§?§tecﬁn§ %%‘Pcﬁna%eé%fﬂgié{%ﬂerein the
feedback sifi¥essinRisReanevavalfesdhaskiignestobtietsenviccarrapeer staessrorndienock state, the

open statefesiigcapahie doagsepsinaindandessharies vy iy analBepisrarigabyihppervice
proviqgr, V\m%}vtgg %ction- input from the sgrvic&grovider for the

F each service provided by service proviger.

13.  The method according to any one of claims 9 to 12, further comprising linking
the service provider to a company or an association, wherein the method is
configured to terminate any feedback survey that is pending except for pending

15 feedback survey having said action input outstanding or when the predetermined
suf;/ey interval for the service provided by the service provider has been initiated
which are maintained.

14. A system for managing customer feedback survey responses, the system
20 comprising:

a feedback survey initialization module for receiving, from a service provider,
a request to initiate a feedback survey with a customer in relation to a service
provided by the service provider, the feedback survey comprises a plurality of survey
intervals, each survey interval being associated with a respective one of a plurality

25  of stages of the service;

a feedback receiving module for receiving a feedback to the feedback survey
from the customer, the feedback comprises responses received for the plurality of
survey intervals; and

a database module for storing the feedback received from the customer,

30 wherein the feedback survey initialization module is configured to be in a lock
state for preventing a new feedback survey for another service provided by the
service provider from being initiated based on a state of the feedback survey.

15.  The system according to claim 14, further comprising:



15predetermined survey interval for the service is received. 17. The system according to claim 15 or
16, wherein the action input comprises an accept action for accepting the response made by the
customer for the predetermined survey interval or an investigate action for investigating the response
20 made by the customer for the predetermined survey interval, and wherein the feedback received is
stored in the database module when the action input received is the accept action, and the
investigation process is initiated when the action iggut received is the investigate action. 2518.The
system according to any one of claims 15 to 17, wherein the predetermined survey interval is a final
survey interval of file3ESIb TSGR PIIPAHE S AR RAIREJBRHh T 98 Rt eaishnRiRvideRdplurality of
stages of tHeplyseriieeresmnpsisesasie inftitilestagofahtoserviedptariple mantationestageof the
30service, gl Mnal stage of the service, the final stage of the service being associated with the final
survey interval of the feedback SUNS"’Y‘B 45 to the customer, the implementation stage relates to an

execution period P RRNIATRECIENAAYSHE ARSI QiR draraentE's LetRBIsOFERENSE Ser the sale
has been filf#letkGaarmed pstvry dtieoveiny thearytares o hatainhs d7indi2@, furthesstigamising a

categorising_rm%gleofmv@@t@a@éisﬂmr&féﬁggl}aegwseqweeﬁ#éobr%%%@emf#@a%My‘%éfﬂUé@ed by the
service pro%’%js%%'géqﬁedé‘éﬁ‘gﬁ ?r?pgf Feocrei{/r!a% tf?c;‘tt% tsi;[gtggr'vice provider, and
~ wherein the feedback survey initialization module is configured to be in the
lock state when said action input for the service provider is outstanding.
10
16.  The system according to claim 15, wherein the feedback survey initialization
module is configured to return to an open state from the lock state, the open state
being capable of accepting a new feedback survey for anocther service by the
service provider, when the action input from the service provider for the

15 predetermined survey interval for the service is received.

17.  The system according to claim 15 or 16, wherein the action input comprises

an accept action for accepting the response made by the customer for the

predetermined survey interval or an investigate action for investigating the response

20 made by the customer for the predetermined survey interval, and wherein the

| feedback received is stored in the database module when the action input received

is the accept action, and the investigation process is initiated when the action input
received is the investigate action.

25 18, The system according to any one of claims 15 to 17, wherein the

predetermined survey interval is a final survey interval of the feedback survey.

19. The system according to claim 18, wherein the plurality of stages of the
service comprises an initial stage of the service, an implementation stage of the

30 service, and a final stage of the service, the final stage of the service being
associated with the final survey interval of the feedback survey.

20.  The system according to claim 19, wherein the initial stage of the service

relates to a pre-sales period for securing a sale of an item of goods and/or services



22. The system according to claim 22, wherein the status comprises one of a 10 pending status, a
terminated status, a first complete status and a second complete status, the pending status for
indicating that the feedback survey is pending, the terminated status for indicating that the feedback
survey has been terminated before completion, the first complete status for indicating that the
feedback survey has been completed with the accept action, and the second complete status for
15indicating that the feedback survey has been camgpleted with the address action. 23. The system

according t%%aeim 2% furthﬁ%cowgrisin a first feedback report generating module for generating,

upon request, a fire ?/nﬂ ot RFUBBR T HRE LERIER 1 BUIFEP MO RRBHOSS Rl BlBR CK report is

based on atpfetiite @it deedinalsibee obleieddack eovaiteidfopdtiodeafidceher eulddrdsabing the first
complete stalfaged24. The system according to claim 23, wherein the first type of feedback report
comprises only the response received for the predetermined survey interval 25amongst the responses
received for the plurality of survey intervals for each service provided by the service provider. 25. The
systen? accttding thecRiAtep? aertndingdmprisirnga oéatrichseddbackOrejpotigenaratistnmadule for

generating cHRRiSHdeHiod HECRNIIRE BdRgIRRCke3aUanOTRIINESFEYIce proYidep Jhe second

type of fe?%ﬁ?\?ek rie%ortt g m%gises all of the responses received for the plu_tality of survey inter\_/als for
each service provided Eyoﬁ¥e RSB RSP B S ARASSREHP SRDIGiAY TR ISy one of claims 23
to 25, further comprising a linking module for linking the service provider to a company or an
associatiorgavhereittegstanthastissagiisusshioderminss-cnsfeedbaci siveythatis pgnding except
for pe{bdln%g%%qrpg cs:lfa%srv g%eﬁ?n%@e?'s?a%stlog fir t”éc?rh‘é é%:—\r,] %Itg ugra‘ﬁé‘ eansecond complete

status, the pending status for indicating that the feedback survey is pending, the

terminated status for indicating that the feedback survey has been terminated before

completion, the first complete status for indicating that the feedback survey has

been completed with the accept action, and the second complete status for

15 indicating that the feedback survey has been compieted with the address action.

23.  The system according to claim 22, further comprising a first feedback report
generating module for generating, upon request, a first type of feedback report of
the service provider, the first type of feedback report is based on a predetermined

20 number of feedback received for the service provider having the first complete
status.

24.  The system according to claim 23, wherein the first type of feedback report
comprises only the response received for the predetermined survey interval
25 amongst the responses received for the plurality of survey intervals for each service

provided by the service provider.

25, The system according to claim 22, further comprising a second feedback
report generating module for generating, upon request, a second type of feedback
30  report of the service provider, the second type of feedback report comprises all of
the responses received for the plurality of survey intervals for each service provided

by the service provider.



5the predetermined survey interval for the service provided by the service provider has been initiated
which are maintained. 27. A computer program product, embodied in a non-transitory
computer-readable storage medium, comprising instructions executable by a computing 10processor
to perform the method of any one of claims 1 to 13.
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26. The system according fo any one of claims 23 to 25, further comprising a
linking module for linking the service provider to a company or an association,
wherein the method is configured to terminate any feedback survey that is pending
except for pending feedback survey having said action input outstanding or when
5 the predetermined survey interval for the service provided by the service provider

has been initiated which are maintained.

27. A computer program product, embodied in a non-transitory computer-
readable storage medium, comprising instructions executable by a computing

10 processor to perform the method of any one of claims 1 to 13.



