Title: | NFORVATI ON SERVI CE FOR MDDMMWENTS Abstract: A web

page provides users with a nunber of options for accessing help information
over the internet relating to t he bzs @}‘1‘ g top software. The options

i nclude help by e-mail, via an inter %1 ssion, via voice-over-1P,
via a conv rchi

L2, 2, o BB RLSRRES | 5 Rl LG SRR BB AL e
appropriate to their particular probl em

by cllcklng on the |con mhlch

/;?f?v—_'\,\
repr esentég)t\{noeldrimmeg f,m qt Q)Q anggm _L"'%"'iiﬁ"\ request is passed to an
intelligent” Trou md al'l ’u‘",“- get requests in the same way and

routes the request to the m)st appropperson to deal with the

part i cul ar r(@ﬂ‘i.ﬁ%at.oﬁﬁ%ﬁﬂmﬁ%n Pakdl edet erm ned SQ‘O) @terh44foR% Publication Number

16 August 2001 (16.08.2001) PCT WO 01/59562 A3
(51) International Patent Classification’: GOG6F 9/44 (81) Designated States (national): AE, AG. AL, AM, AT, AU,
AZ,BA, BB, BG,BR, BY.CA, CH.CN, CR, CU.CZ, DE,

PCT/GBO1/00397 DK. DM. DZ, EE. ES. F1.GB.GD, GE, GH, GM. HR. HU.

ID, IL, IN. IS, JP. KE. KG, KP. KR, KZ. LC, LK, LR, LS.
) . LT. LU, LV, MA, MD, MG, MK. MN, MW, MX, NO. NZ.
(22) International Filing Date: 31 January 2001 (31.01.2001) PL. PT. RO. RU. SD. SE. SG. SI. SK.SL. TJ. TM. TR, TT.
TZ, UA, UG, US, UZ, VN. YU, ZA, ZW.

(21) International Application Number:

(25) Filing Language: English
(84) Designated States (regional): ARIPO patent (GH, GM,
(26) Publication Language: Cnglish KE. LS. MW, MZ, SD. SL. SZ. TZ. UG. ZW), Eurasian
patent (AM, AZ, BY, KG.KZ. MD, RU. TJ, TM), European
(30) Priority Data: patent (AT, BE. CH, CY. DE. DK, ES. F1. FR, GB. GR, I,
0002875.3 8 February 2000 (08.02.2000) GB IT. LU, MC, NL, PT. SE. TR), OAPI patcnt (BF. BJ, CF,

CG. Cl,CM, GA.GN.GW, ML, MR, NE. SN. TD, TG).

(71) Applicant (for all designated States except US): HELP-
MAGIC.COM LTD [GB/GB]: Brookfield House, Green ~ Published:
Lane. Ivinghoe, Leigton Buzzard, Bedfordshire LU7 9ES —  With international search report
(GB).
(88) Date of publication of the international search report:
'(72) Inventors; and 27 December 2001

‘(75) Inventors/Applicants (for US only): MEARS, John,
l William [GB/GB]: 65 Station Road. Bow Brickhill, Buck-  For two-letier codes and other abbreviations, refer 1o the "Guid-
inghamshire MK 17 9JU (GB). PATTERSON, Richard, ance Notes on Codes and Abbreviations” appearing at the begin-
| John [GB/GB]; 18 Burleigh Picce, Linden Village, Buck-  ning of each regular issue of the PCT Gazelie.
ingham MK18 7BB (GB).

(74) Agent: VENNER, SHIPLEY & CO; 20 Little Britain, [

Lo ECIA DM (G EASAMAAR

*162162*

UMM R

*ACTION*

(54) Tite: INFORMATION SERVICE FOR PROVIDING HELP CONTENTS

(57) Abstract: A web page provides users with a number of options for accessing help information over the internet relating to
the use of desktop sofiware. The options include help by e-mail, via an internet chat session, via voice-over-IP. via a conventional
telephone line and through searching a knowledge database. Users can choose the type of help they feel will be most appropriate to
their particular problem by clicking on the icon which represents their preferred option. The user request is passed to an intelligent
a router which treats all internet requests in the same way and routes the request to the most appropriate person 10 deal with the
particular request, based on a predetermined set of rules.

01/59562 A3



