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DI SAGGREGATI ON OF SERVI CES | NTO BUI LDI NG BLOCKS 5
RELATED APPLI CATI ONS The present applicatLQn cl ai ns
priority fromU.S. Provisional Patent plication

Serial No. 60/520,738 entitled "Di saggregatlonmmm mmmm
Services Into Building Blocks," filed on Nove

2003, and incorporated herein by ref erence. *159159%
BACKGROUND OF THE | NVENTION 10 Field of the Tnventiom————
The present invention relates to managed servi
nore particularly to disaggregati ng ser vices i mmm”ut”"I”"”,”mm
bui | di ng bl ocks. Description of the ated Art

val ue and use of information contlnues to increase,
i ndi vidual s and 15 busi nesses seek additional ways to
process_and store information. One option available
to usePBAGEREGATION PESERYHAES M QHYHAIHNG BOCKS

i nformati on handli ng system generally processes,
conpi |l es, stores, and/or conmunicates information or
data for business, personal, or other purposes
thereby all owi ng users to take advantage of the val ue
of the information. Because technol ogy and information
handl i ng needs and 20 requirenents vary between

di fferent users or applications, information handling
SYBEEABEDAYPRICTIOALY regardi ng what information is

handl ed, how the information is handl ed, how nuch
information is processed, stored, or comuni cated, and

how q mheﬁ?}kc{sb‘nt aptlcaBbd ¢18i8 Phidrify EHLUISNPQYiBLHl PRediBY be

pr ni.cated. -1 The vari ations
TP ROR Rl n GaRt e Por rairo Bdivon
haauﬂwﬁghdsysm@m@mn@;me3gmnamqhm&ﬂhaan%ygmﬁeﬂefor a
speci fic user or specific use such as financi al
transaction processing, airline reservations,
enBACKGROVNDORTHEINYENTION gl obal conmuni cations. In
addi tion, information handling systens may include a
vVarieRtbytheinventdsar dwar e and sof t ware conponents that may
be configured to process, store; and conmmunicate
i nformati on and may i nclude one or nore conputer

Syst eNghe HALAR invSi0h A¥S:s $VRdna R ser®BH 2NELY 55"(1&9&rly 1o

Sy (.? ens.
1saggregating services into building blocks.
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Description of the Related Art

As the value and use of information continues to increase, individuals and
businesses seek additional ways to process and store information. One option
available to users is information handiing systems. An information handling system
generally processes, compiles, stores, and/or communicates information or data for
business, personal, or other purposes thereby allowing users to take advantage of the
value of the information. Because technology and information handling needs and
requirements vary between different users or applications, information handling
systems may also vary regarding what information is handled, how the information is
handled, how much information is processed, stored, or communicated, and how

quickly and efficiently the information may be processed, stored, or communicated.
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Wth the proliferation of information handling
systens, especially within large scale information
handl i ng systeminstallations, an inportant issue
relates to the 10 service and support of the |arge
scal e informati on handling systeminstallations (i.e.,
installations in which nore than a few i nformation
handl i ng systens are supported by a single entity.
The entity that services and supports such an

i nst al atlon s often . referr to as a nmapaged
s Pl o oon it §-685 Gt ABpRePTEoEDe: o
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experi ence service provi
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man E ervice providers. Internally staffed
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mana servi c provt S genhera use

S e @@ntﬁﬂﬁwlsﬁé’ﬁgﬁ PP sifegeniserivésce to a particul ar
client of thé service provider. Sone managed service
provi dsrn&mrmg/ seécedprdvyder provided a tls@menwitlgRNBIliG] to procure,
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i nvention, a nmana service systemwhich i dent’l fies
anfifeily poryiceaelivepian égﬁaé(orﬁB‘F FHEEMGHEPET@R®Eer i ni ng whet her
to internally service
Known managed service providers can be generally divided into two

categories: internally staffed managed service providers and out-sourced managed
25  service providers. Internally staffed managed service providers generally have a
number of employees with the specific job description of providing service to a
particular client. Out-sourced managed service providers generally use third party
service providers to provide service to a particular client of the service provider.
Some managed service providers may be a hybrid of the two general categories; i.e., a
30  managed service provider might use employees for some services and use third party

service providers for other services.
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or out-source particular service functions is

provi ded. The managed services system 5 incl udes
common and standardi zed interfaces to di saggregate
services. The nmanaged service systemreduces services

to be perfornmed into discrete, repeatable tasks that

can be assigned to or distributed anong nultiple (or a

wi de variety) of service providers, thus maxim zing

t he nunber of service provider candi dates by

[ f nmmon denom nator of tasks. The
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those skilled in the art by referencing the

In one embodiment, the invention relates to an apparatus method for dis-
aggregating services provided by a managed service provider which includes means
for providing the managed service provider with a service coliaboration manager,
means for interfacing with a service customer via the service collaboration manager,
and means for interfacing with a third party service provider via the service

collaboration manager.
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acconpanyi ng drawi ngs. The use of the sane reference
nunber throughout the 5 several figures designates a
like or simlar element. Figure 1 shows a schenatic

bl ock di agram of a system for managi ng servi ces.
Figure 2 shows a schematic bl ock di agram of the
operation of a systemfor managing services. Figure 3
shows a system bl ock di agram of an information

handl i ng system 10 which is used within and serviced
Vi ¥ + @Qﬁimgﬁﬁ&gpes. Figure 4 shows a
bI@%‘%Wl ces docunent schena.
Figures 5A, 5B and 5C, generally referred to as Figure
5, show a bl ock .diagram of a, managed. services.
document® FAE &R tlo%ﬁl%'e??e?egﬁfi“ﬁ‘fffsé?g’%%‘ﬂéfﬁ‘ﬂm%‘%‘,‘s Og’é"ﬁté’r ally
r efeatyresedd edyamisgeFingid rppatent ts Hove shilled ok adbagfadmeag thel5 a
MBRAGEI IR MGRS PRV dFhelsGl Qr%%%f%a@mmuﬁhcgg e 7

shows a bl ock diagram of a managed service$ di spatch
s cYi¥ flgures dgtignatess g oheimiarsiedet di agr am of a nmanaged
services dispatch reply schema is shown. Figures 9A

-and 9BFigire Wwslmiwe e kehekhaiig ibiais diagrars ef asygen fhosameing sdric.
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20 DETAI LED DESCRI PTION Referring to Figure 1, a

schenaFigre bk 2 ddhagitRMoat didere 5t BMIpkAlion R R &dieRTor

serllrlglniaclgs 1(1)CO W thin a nmanaged services environnent is
shBWRE"EE ' SYst em for  nmnagi ng servi ces 100 enabl es

the di saggregation of service conponents within the
syst enf B 3 Fv4a g systpmsgck diegmm ofyn infomiskipmigndling system

di SRt RE@ W IARaddREQic&BiV §temdor FRIRAR SR iSs. t he system
allows for the expansion of a potential service

suppl i I rvi.ce s |ier transparenc service
suppl i g{gmlegl? ape E%&kecg%ﬁ“fr? ?f)?ao%aﬁlagegéef\’/‘?e °°§ﬂfﬂz§¥§h€~ 2

di versificatiaon. The system for managi ng services 100

i ncl udESYES ¥erd Pt e 8FPRBbIRTEOI 25 F R 2gk #bleth e 110,
a dysinoof@ermaaxgee senedec docomeragreideriodiethe 112, a plurality

of manufacturer nodules 114, a plurality of third

party $gLMi 6LardbBPdch&hyTOEYLES aslFt ) thow a block diagram of

a managed services service incident schema.
Figure 7 shows a block diagram of a managed services dispatch schema.

Figure 8 shows a block diagram of a managed services dispatch reply schema

is shown.

Figures 9A and 9B show block diagrams of service document flow.

DETAILED DESCRIPTION

Referring to Figure 1, a schematic block diagram of a system for managing
services 100 within a managed services environment is shown. The system for
managing services 100 enables the disaggregation of service components within the

system for managing services. By enabling the disaggregation into service
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a back office nodule 118. Custoners 130a, 130b, 130c
interact wwth the systemvia the service
col | aborati on manager nodul e 110. The service
col | aborati on manager nodul e 110 provi des a
conversation 10 managenent function, a nessage routing
function and a transaction |ogging function. The
service col |l aborati on manager nodul e 110 includes a
nanaged services provider to custoner (B2C) nodule
servic rovi der .to supplier (B2B)
‘a’mp"“emi?ﬂ% St o O SR L B Ve A horh
angrvice dapp bdy aseparodyl Ise vitdGppliEh@tephanp@bilityyano fervivdtagitier
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back office nodule 118 perforns a plurality of

functi r eC|f|caII k of fi ce nodul e
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an SRV tagpdetall request function as I spat ch

2510$PERHE R ep 4 O?H@“%E‘E%W&Fﬂfﬁvédeﬁ@dmpéell@@) module

I ncA2udespl@atie kotinEd@iviay SbRRE 4MRduldentkdlnoduflsadl cust oner
130 may performone or nore of a plurality of

f U n ct | Q‘Hec-'plurbllﬂ.';' girrﬂeﬁilaéeﬁ séMnr:Jg bfbvid!é}%o‘&hi&t 1q mcludf 9 }f:manmal

cust omer er orm one Oor nore
h u ﬁceF E‘%‘B‘Eﬁl&%@ Pﬁiﬁﬁﬁsﬂqgk&ﬂ“f@éule 120t vsadar eppageméngmedilon

18254, aachais sl elippbRABYANEG tand f tiGlabi@ihe k@Au@nsk. a hel p desk
function 186. Sonme custoners nmay perform none of 30 ’

t hese fT‘Hmﬁﬂal@cp Sf thl% }%‘ftp Qt!rlqye sﬁﬂ)qe tm‘)ldgle% ﬂ% 1%%9 Q%fropaniyh

service [IJI‘ ovi der er orns uncti ons
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the oGustomer. Such a. partner is considered
VeqirP8'%8ht to the customer.

The back office module 118 performs a plurality of functions. More
specifically, the back office module 118 enables access between back office modules
and the service collaboration manager module 110. The back office module provides
a service dispatch function, an SRV tag detail request function as well as dispatch

status function. The back office module 118 includes a service systems module 172.

Each customer 130 may perform one or more of a plurality of functions
internally within the customer. For example, a customer may perform one or more of
a human resources function 180, a procurement function 182, an asset management
function 184 and a help desk function 186. Some customers may perform none of

these functions internally and thus the managed service provider performs these



Accordingly, the system for managi ng services 100
enabl es a nanaged service 5 provider to mnim ze
dependency on any given supplier. Al custoner
interfaces are directly with the managed service
provider, not the third party service suppliers. The
custoner interface includes, for exanple, trouble
ticket information, service request information,
asset feed information, and billing feed information.
The man servi provider controls all custoner
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of digEp ARl melétfgtwevf mﬁq&%ﬂolqomi@vg}oamré Andgfteliectual capital.

151 NhedirohaRgRalken S imehaeng s&%@q D€ pbFidAGRELBRAMIA to
St%@tq di zed erv ces. a a rdi zed i nterfaces.
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as we as an
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system for managing services 100 provides for a systematic decomposition of service
solution elements into elements that represent strategic control and leverage points
and that are retained within the system for managing services. Other elements, such
30 as cost elements, can be reduced to commoditized components that can be procured
externally from multiple sources. The system for managing services 100 reduces

services to be performed into discrete, repeatable tasks that can be assigned to or
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services to be perforned into discrete, repeatable
tasks that can be assigned to or -6 distributed anong
multiple (or a wide variety) of services providers,

t hus maxi m zing the nunber of service provider
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pr oYl!abq)?atton madager 110 using the well defined common interface (step 2). The
25  third party labor provider 164 and the third party parts and logistics service provider
162then perform the service item indicated by the help desk service provider 166,
e.g., replacing a customer hard drive. When the third party labor provider 164 and the
third party parts and logistics service provider 162complete the installation of the new
hard drive, then the third party labor provider 164 and the third party parts and
30  logistics service provider 162communicate with the help desk service provider 166

via the service collaboration manager 110 using the well defined common interface

(step 3). The help desk service provider 166 then communicates with the customer
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e.g., replacing a custoner hard drive. Wen the third
party | abor provider 164 and the third party parts
and | ogistics service provider 162conplete the
installation of the new hard drive, then the third
party | abor provider 164 and the third party parts and
30 logistics service provider 162comunicate with the
hel p desk service provider 166 via the service

col | aborati on manager 110 using the wel | defined
ComR S ... The desk service
provi gseekmctfgéﬁag?{%m s ‘n‘?)g%{ Tgine pih th &S SU 8 ES
viasotviae(stse Al ilse, thepl theakblprtiatld servicprpmdpe i 66 crbosdﬂhentm ne
N’&H%Snd‘nﬁ@o &1§§1‘s‘t€ml§&<'7}§mp el tth%%%J lyb%pprg\ﬁ&e? @64423nd ttleﬁ)ar%s

then the service provid oses

i t BfosslE Pé%‘ﬂffr?é? ﬁ’@y PronayRat l@@lgetsaﬁeetpqu @S%ér °V11*Pre third

party | abor provider 164 and the parts and | ogistics
S provi dBrfertig@tofggpredy a spapmiptyck fiagrarh ef ag dnfemtdiinrbengiag t y

p r s‘%’térﬁi 8o wkﬁchR@Js@f &ftﬂgarhgerﬁkwfa SPsterfifoP Xlﬂ gnﬂg 8469 \A% 10(}]

ram of an information handling syste
i sIS &8 Tietipprnationdaading sysieen 399 Hely eéyﬁlloeqsﬁoff 82, managi ng

s einptivo@put AT detices STHOWRL asbh@splal f2QeyBRArl Anddad) Bldl B ciated

A 300 includes a cessor , .. 1n t/ out put
(1T ehaSaty R onth ROCEIER g ha iy s REGBETIBE: o
10 nodesiees 388 duchssoftipay disk and driver apt btbersnemaryrievieas odnd vvarloas

METM: ¥ub§}ggm§ yﬁ)halﬁﬁte@oxt}@&gi \gé &Jé oprﬁ&%lﬁ.lsesaﬁg ot her
storage 10 devices 308, such as a oppy di sk aﬂd
drive and ot her evi.ces, .and various other
S ubey st BputE b dlF Tt i Penias fvem g s e
buse nsBdrentakgror grepos e‘snsoﬁmédmlmesdpﬁﬂilm ddérBputed flassify,

: Egsrtggreuggan%ir??rgll b&g% lre@tgev§)6rcigg ch1 SEOE Hl uﬁﬁzg’n{na%fetsti, detect,

15 op@?%lr@rqdbcec@n% toé““ iE¢ %é(?rfwof qu@m@s@esryelhgmm srmlata for

I EGRINYSE, scibRAAE,| BMB, 0Pthd bitpdses. FeMxhiftle, a§tn@frﬁatloq|h§r91|h§§’
mani f est , det ect, 15 record, uce, handle, or

ut PFPDE4RS2 REPRA SFRUisE af’ﬁﬁf’ﬁkawgg? Jrvies P e REver suispblegat o
f odevich mglinme y&y irsstde cshifef peefprraadet fumkionaldty, Mt bede. THE pos es

Fofnfo%ﬁ{ap hﬁdli@@yétm 85%51&0%‘??(11'3&? gclces gleras %ILEI{B %Ir?' 0

er sona net wor rce, ~or arny
204 ot e psOmelaaoqe@urceséwfteé a aﬁ@alrmqﬁesm \}mtl (APY) oz dardwhrape,

pesdtiaRRaESI loditl ROM, QRBrioth¥s tyFed df ddhvofBile mEMBry. Additional
tem may include random access

format j on.handi
| n or ma i 0 E)ﬂ‘e %g}ﬁégngg hfgéﬁww%%‘/dé@éqe REF ¥ 9B HikeVesuch

s or& o€ mnxte malwo:mmometmdon@umaathg P erar dehivéschwae e asDJanous

S of é%ﬁfow%%p@@zoev1cesg % ag a Fa&\q\c/kbﬂarr&da/ rgguseo 'z:mréiearvu}ex Ials;r‘;;]ay The

non ol at1i
information handling system may also include one or more buses operable to transmit

communications between the various hardware components.

The well defined customer interface includes a plurality of schema. These
schemas provide the definition of the content of a document. More specifically, all
documents that are sent and received by a customer and the managed service provider

30  are wrapped in a document envelope. In one embodiment, all messages sent from or
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conponents of the informati on handling system may

i nclude one or nore disk drives, one or nore network
ports for comrunicating with external devices as. well
as various input and output (I/0O devices, such as a
keyboard, a nouse, and a video display. The 25

i nformati on handling system may al so i nclude one or
nore buses operable to transmt communi cations
betmeen t he various hardware conponents. The well

%&Q%Qb&ﬁg&mg%&'l erface i ncl udes . a £Iurallt of

RS RIBEY SeHE =t HEV I dFa pe AFTY VB HYRFF Tothe
coﬁ'@@mrt Bbto! el SevemntSockktiragerSPEDS) poasaal | y, al |
docunents that are sent and received by a custoner and

t he ma M@ﬁ(ﬂlalﬂ%e ¢ WeR dETneY ih@pars QerﬁEeeer@ep REedeNnudes a
odi nent, all nessages

o TP b1 oFaE B ol B O SHOPOR PR BT D
matregedt. Moy speefcaly Glliddemess Bataentnt dhdretdiRe byl £kird party

T BRARQIY GBS ﬁasﬁgnagyoe{%r& EEH1 ey FRGK ST dacu%gp Ts)

posts. Additiona
sefyrlers: Praye F‘H@idmiqut el mersages vaeslfigohes reaclqulbwtkalthltdwax@f

SCRBNR proVil&Sed 6 henR&l PRV Hsvidchg. dsf§ 191{%’;56%)(?{ rang&)?t
More specifical a

of _.a
docuW%%P“r§%g?SQ&§%§¥ﬁﬁHgﬁ%pW§celved by a third party

service provider and the nmanaged service provider are
wr appedishh 4 shaws @ ipeldiagram ofel mapeged bavion dombodinent

al kehdiRS SREEPeSRAy, iﬁe%hégéd LR&EL a/o%l‘i’mé?wdo'}r?cdd'éé d éje RARLY

serV|6) EYOVIder and the managed services provider are
&

seftg? I pEtPragt! 2'1'?“&"(5@?5’61’1?”” g 6ok Paxlead tagdd ¢ir Ehe
SOBdYBJhd tagy/@rinc{uddsTisg acpaSgaploadldd thEUQidfn@ntAr Tﬁém%a@of leoCk

managed . erv ce t envel ope
s c rrlgfm lua%s speci flflccl: Al 1Ryrop ﬁzeo ﬁ%ﬁ’é&ﬁaorg%& Wcae‘gSpatCh
do@&lmmww@a anhe Hisppech sfarusaecm@emzc[a tag 410, a
Receiverl D tag 412, an optional Error tag 414 and a
Pay| oadhd SdeflDGag AﬂTIOQnd fRapiceiRes ag4 ke dsbeh ey the

ac d.of .t he The oad of the
oL AR 8L 90 T e PR
di SppderBhiagronaingen idadifiergvhith ysatifeh thi 5usroerpf gndm&rneb@mmm,

anglg donfhins RS fiSt 1§énH§Im%Ql{etrﬁag & %@106} dj§t qpa%r ey OC?LQS

410 and the ReceiverlDtag are o1

20y yghendeeriying Orélﬁ?fefislé‘ééld?/%‘}mﬁfthe( lf«{@r 6 éspddaditto mggocuwm mda
Ccusit asehens R Adsmdadiac theedtis, the Sender|I D tag contains
an identifier which identifies the customer and the

Recei V@Ei{exlang to Figure 5, a block diagram of a managed services service incident
schema 500 is shown. The managed services incident schema 500 is one example of
an implementation of the service incident portion 420. The managed services service
incident schema substantially conforms to the Distributed Management Task Force
(DMTF) Service Incident specification as defined by the Distributed Management
Task Force, Inc. of Portland, OR. The service incident schema is used to instantiate a
Service Incident. The instantiated Service Incident is an object that describes a
complete service incident. The activity tags within a service request portion of the

Service Incident object describe various events that occur for a service incident.



tag contains an identifier identifying the nmanaged
service provider. |If an error occurs 20 when receiving
or processing a docunent, the Error tag is added to
t he docunent and the docunent is returned to the
sender. Referring to Figure 5, a block diagram of a
managed services service incident schema 500 is
shown. The managed services incident schena 500 i s one
exanpl e of an [ npl emant ation of the service incident
porti 01010r420 1? aged servi ces service 25 incident
schema St SB,?C}{H? Yaf F?’a SHSEPIFES £B°E sidpnt sghpparipPsets forth
Mearagesnending M BerFoelo@den( EMDE WhiSR inéluae alPRS] AtRIFs tag 510,
S f d I\/anagemsnt
Tg\gﬁéh Fd('g%?téés%ﬁ%%hqurwcg]ﬁg?éﬁy?tdlg%i%yﬁs atcl?nerv curI nci dent
S eryigeRgauseten g I Asrhighidrsatiees ghe ogenivdtiomandposabeivm th he
51 nabaddriwab @dheﬁ@ﬁﬁéét@ﬁthé {éﬁﬁlczgermdeﬂltsam §Qiu§éi’¥ovtd@ﬁ£ 514,
de cribes, a eoénB\%ete servi ctefr i ncident. The act|V|ty

w 1ch d.e%chlbeﬁt ?t{_ggs an %%)g OBdlixetrp@ﬁges]serYlpﬁé)r@e}ier who
Seus bandl@g IteGhdident and b MSCSerd@Bequel €ag\5a6, wAiLE d@ViRRE Ge t hat

OCIQHJ'lerrr R th@sé\qge 1hc(f(?en écgrﬁ{r% to the B%HE pec%Eag nggal |

manag servi ces ervic I NCI
f ofP"t lﬁoblean Eeﬁpwwp%smprﬁg ThEMSeSepvicslicitlent thgry0?2 4lmgndh@izs a

10 \A/rmmsamp;)h lt%fgif{xff’ot %o%ﬁﬁwﬁgﬂgg%%satgsqgfogﬂa%m an\ﬁ'ﬂ{egégolgtﬁﬁiq I bes

b‘fem gﬁ servi.ce, in édent and possi b Ispatch 1Is to
ocpéﬁ PRE I€dpdide téfiR’ Rl e aP]ﬁ’d‘h‘BI’Qreq%ﬁl%’Hs descri bes
t hdS dnqyan typasioommndormﬁrnm f20.0rM$ hgfornatiugieGoB L Who

pridS Lo BPh EE M M 8P B8 bR Sacinsono. e
orYadMALD tbjws53andlcgesr‘sf@rherfthmltehes AN & Tn SEIVY, i20E

15 Pr el 81 didMR reduSsthandl i ng the incident and a
MS_Servi ceRequest tag 516, which describes the pr obl em

for th i.nci to the

speci f ﬁlcagfa%dnt% %‘S%s s Q?orté the(Iﬁg CSCB}CSE?& f %g(gl ”ll,flhidsﬁ’]a

St Myl of t3e eﬁﬁ@nwsl\@@rsm061e¢llmcﬂldMISLSdr‘a@Irﬁfdamt @l SO includes
| n&ﬁteﬂﬁ’c@$yp@ tag]eQmP R%n&gkllo% Q’HICB ?egs f()xlapt?'xu?P 1ce mélgent a

ag regates i nformati on an he reso
gﬁﬂamfrﬁ‘é eleRPRF{(RoESho B Hfé?h sefs éorthWéhn@p$t4ws Oif r&w gerice
20 pI in¢iddnt, & Bevefitytpaltasht, ¥ aStE f(?thME sl:\‘%ﬂb}"orf bhe Ee)‘@& iR2ddnt, &
nr.or t (e
ve T Tenfeff gt (R nbt Dol e il BB ganaronsfe
N@Tqmmwhrplyw fer30e dofieent m@agmahsﬂﬂan 58@ i ndi cat es
whgt rS%fvxcEﬁ@idén@ E&g 84 a1§0§ncﬁlﬁes aQ&E@els el%tdée%] tag %Vghxc add, 15

change or di spose request
provides a unique identifier for the incident assigned by the requester, a

25 ProviderCaselD tag 542, which provides a unique identifier for the incident assigned
by the provider, a RequesterID tag 544, which provides a unique identifier of the
requester organization, a providerID tag 546, which provides a unique identifier of the
provider organization, a Comment tag 548, which provides additional general
information about the incident, a CreateDate tag, 550, which provider a date the

30 service incident was created, and a CloseDate tag 552, which provides a date the

service incident was closed.
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In addition to the tags set forth, the

M5 _Servicelncident tag 502 includes a plurality of
tag elements. More specifically, the

M5_Servicel ncident tag 502 includes a ServiceType tag
el ement (not shown), which sets forth the type of
service incident, a CurrentStatus tag el ement (not
shown), which sets forth a current status of the
service 20 incident, a Severity tag el enent, whi ch
sets forth th severlt of the service inci dent

Priori e‘t“&%“’z’l‘%‘fﬁ?ni blogiiiagrim P Sapase ﬁ”ﬂcﬁ%d‘iﬂa%?‘ihf"g)a of
t hiestiowe i Thhe ntapaged sErvaersBspittiosehésa00 &l cpereminple whdnch set s

Fn Et}lgntggﬁ ldﬁﬁpgerv%la ?ngglttlofl hANSHE fnla.r%geéi sglbl%es dispatch

ervi cel nci dent tag SO I nclu
Reﬁbﬁé@ts@rs@a@éﬂv Eynfoags “341@ Disgpibusdd Maspgswiertd gskd orea (lgMer)

5 | dguplidelth&dent sPécifichn MEl flBEMed S TiLARRFhtdAYHRE 66 EHIHRIHET |
a 25 ProviderCasel D tag 542, which provides a uni que

| SEREIPPIISFR e A P 3 ARG e estgheaagst ST ieRar
a freqdeesTieritsintiag rdndeb; is whotgdre.pr ovi des a uni que
identifier of the requester organization, a

provi degd @sptaégsoﬁé&u 600 1GHes RNBY 'Ui’s%&ct?ta@é’lﬁz%?ch Iucéﬁfatg fier
ovl der or anl zatjon, Comment tag

of the
PR AR SRactetD o 6 Lo saP oo gre e B about
10t heoriuﬂmad&:[gtél 0 enclCliee if@mation fora@entifymQ the\dRpLEdh rfuesri Tier a

dat e rViGge.ine reated, and.a
O kot o PTAL AR RS BB LB BRI E . |
i ndibmeht lexalsfooh@lsremcludeié)urmeevstqnmgerttiﬁerlﬁrcgwp@bﬁghe a

b %Mw mn@ Qe MR RRVEH s S LY, lg o) pgtoﬁﬁéatsﬁ& =G smae
i s_shown. The managed servi ces di spatch schemn IS

on&ageXiithis Belpded yithin the Serxicelae £18i68h Q“Iﬁ’é)%"et?&/@]ée

15di SPREG MmifRehidnABoudRds rebie: toanagpscser vi ces di spatch
schema substantially conforns to the Distributed

Managengp alspzaﬁ kchEm &8 n(aPMLEFapténa%? rin\auﬁeea BBl

speC|f|ca 1 oNn. he nanage servi ces IS at rﬂgggh
60ehow8) ‘M@@un%sﬂes igfompation Eeardpnihe tason fop the ﬁw&ﬁtrmﬁ% Hﬁd

S UBigpalich@cHding padt ey als€6p4ieTdly Rb g A agad: &%ﬁ/iﬂ \ﬂﬁéh

T t t t
e A R AT e B
20\/\,h irddrmptinp|mag s lude thGoniae tdgDatha atsetgs Gdl0gs otheRegUEst Dat a
t a%emat%%f%atgnm et or agre@ilﬁlae asw ‘?ytp; %3995@1 tazg LRata:

tag 610 1 ncludes information for 1d
di §piat BEbErelhe st makehibe asppd gieddd s tmaasest inggf Mlzeﬁsﬁbq vitfesty
| NhPtheBkd: @nll thbarlaflte pdriofl ¥f thdaskdie requestor of the

Referring to Figure 7, a block diagram of a managed services dispatch reply
25  schema 700 is shown. The dispatch reply schema 700 includes a MS_DisptachReply
tag 702 which includes a TransactionType tag 710, a SenderID tag 712, a
MessageControlNumber tag 714, and an. ErrorMessage tag 716. The TransactionType
tag 710 identifies whether to forward a dispatch request or to cancel the dispatch
request. The SenderID tag 712 provides a customer identifier. The

30  MessageControlNumber tag 714 provides a customer a unique identifier for the
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di spatch. This information includes a unique system
identifier provided by the nmanufacturer of the system
for which the service is to be perforned such as a
Service Tag which is included within the ServiceTag
tag 620. The OrderData tag 614 15 includes

i nformati on about parts relating to the dispatch. The
di spatch schema 600 nmay al so optionally include a
Probl emtag (not shown) whi ch includes information
re ar di reason_for the dispatch re uest The
di"spat cﬂ‘%§8ﬂ 538068 AP A BthSBac‘ﬁ%&ﬁ%ﬂ‘frgf’r L T
Asseis.t ag (not shown) which includes information
regardi ng the asset for which the dispatch is

r equesR §eringBiFHul®, 4 bR Bt amyage&%}vs@sedlyagh sSehyi ce
ta of the asset as well as ot her asset

aBPGisfhonn Thirearast PFEHCS dispRichstas sehempa $R9risused b he
5 aStBeﬁlanhg&:ﬂ Sgrvitdd ProRIsEad pltoalg¢ orighig asssaif a dB@itdhatbquid wher ,

L Aade reTafiea 1o/ Be B SRPAG RS erene DO TRES st e ant y
peVlp dustapkchBthias ras&@twhlﬂelﬂMPS niartsectifi Type teg 910, aP Bilubkr

d'@@él@"&n%cr@nﬁ@%m&ﬁﬁyé1‘4%&%&1&@% keply 25
schema hown. The di spatch reply schema 700

| %F%@@“&Olwmrﬁﬁé%ﬁﬁé?ﬂesm edg0 wd2 Niwanas i dles a

10 Tr IﬂEbS@@ tal QTUTHAIRr inadeé h@SMBssDRahe30, R TRAYedshds 1a@832 and a
eCo trgol Nunber tag 714, and anError Message tag

71 s act | onType tag 710 identifies whether
to formard a di spatch request or to cancel the

di spat &b Transgrtienlyype trp 81 0gdsatBesvhethadhe rrnsagsion i aglispatgh
C URREMF a dad@Ndikphick fequebherhd 98%&%%@@@n&eﬁ@$é¥m%ag%@9

714 rovdsacstorrer a ifie

P nGee o B P R BT e e T 4k
15 nasrehanfe mmbearforamartt ihel whsirdplaged. ghe Queueldptctag $1.6 xﬂeﬁm theng

t 04 el G fifte meaon*glngﬁkquggtmgggt&f it M&@@e@sﬁ{m

dISpa ch status ™ schemn I's shown. manage
s e P \fiPeqyislesh %‘ﬁa‘t’?fhm@t‘%‘f‘ﬂ@ﬁ%féﬁféhﬁe‘sl% The %&@&Dtsgg 828 t he

MepRued t&eﬁydn&eﬁimarf@wime MebsRgdtigB2b HRluBR GRS §¥3hrsd at us of
a dis atchTr g@g 3 Ocus oner. The manag,[eﬁgl:1
serUPEEEcy i 10p Y frsaet e f30 RRNEHa S8 SRer Biaes' ™S Vs

20D SREMEGIEStaiSdbproddes 8 0@nsattios historyohessdgsar@. The REJMessage

Trﬁg%?@’n‘;vﬁ’%ﬁ’&’l ﬁ‘geje%ilr%sga% Eé;!\'unber tag 812, an

erN a QueueDate tag 816, a

Referring to Figures 9A and 9B, block diagrams of service document flow are
shown. More specifically, the system for managing services 100 provides a proxy
between customers 130 and third party service providers 116 for all service incident

25 documents. All messages are sent to the managed services provider and then

redirected to the intended recipient via individual service incident documents.

For example, referring to Figure 9A, a customer 130 sends a service incident
document to the managed services provider 100. The managed services provider 100
then determines to which third party service provider 116 to forward the document
30  based upon the contents of the service incident. The managed services provider 100

then forwards the document to the appropriate third party service provider 116. Also
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MessageCont rol Nunber tag 818, a Senderl D tag 820 and a
Message tag 822. The 10 Message tag 822 further

i ncl udes a PSMessage tag 830, a TRNMessage tag 832 and
a REJMessage tag 834. The Transacti onType tag 810
identifies whether the transaction is a dispatch
request or a cancel dispatch request. The PSNunber tag
812 identifies the managed services provider dispatch
nunber. The ExchangeOrder Nunber tag 814 indicates an

15, exchange nunber for a part that was replaced. The
QUBLRBER'S THIG P S 15Ut ¢ Pirdrarty prvicepievddes htp seadseervige ¢ he
or ingdenedocunegis @S the fnaiageli SPRECIovidEh eThRBAGECRALJOprNudE er
ta [ OV cuUst oner . uni identifier for the
r e&bme}?,1 gf e% t#ﬁglc}é%%grg?rl tE)H)tr v‘%(ﬁ“é% 6°°m6%1gvel'gd’g’§“fi AR &fst omer
i d&?&ﬁﬂ@&eqeﬁﬁg th s Shereannged s@vicks prowiderdess fawerdothe t hr ee

su&gﬁ%a{g%.apgl;?ﬁiagg\@mg@_tag 830 provides a status
nessage area. The 20 TRNMessage tag 832 provides a

transagmepﬁmhightorg nmessage area. The REJMessage tag

834 prUvrdeslg—'H"%'patch rej ect nessage area. Referring

to Figures 9A and 9B, block diagranms of service

docunehte FIERVIFRION SHsiiadapigs foetap deiavaptages prentiohes as

E yséeRovhes inﬂ&&ﬁ@iefb%lé SN i(tjh’é@ﬁe_selqgiavdﬁﬁ&vﬂag 8&n BepthAXY

et ween, cust r and tnir r. servi ce

pr é)e\s/(irﬁ%dr asn%ﬂ‘%%e%d:byéff?mécg Fo\ﬂagléul?rﬁgi%ﬁ‘é%fms of dhedyERiitBnt s.

Al fuchheEeage do aot angemtimitaion dretheiaveages asien gioh disnitpton s teler

ang itBen rEAIEELE Al BeodsREGNIR s EEELP LA Y b3

i ndi 1.\/i dual sler Vi ce fa%)gtl’ den? Sg%rc u?rglgcthégaﬁ%ﬁrg F l?eé%tglgrﬁﬁ?de,

r efRMAIPHY " fmpPg fineionas WHl asers toohese ortiderily elrithd imthser vi ce

| Nerkh@fitarts. A0E HEPRIN sh@ddsbiBeBMBARENS HE YlafipRs Bl Y8

100. %I;e : rrao?gged services . provi der 100 then

def S FHFREE WHPE A PHPYR Par ty service provider 116

to forward the docunent 30 based upon the contents of

t he seF¢iegEmindieabore:disied pmpraiests seshuge enyarsmydilehehat

1 gﬁbrfofnh@ﬂaiﬁ @KMRATHS ot ere %@Méﬂlj—%guésk@gl&r@iﬂ nap %Qf@é doAfte

thir arty servi pr.ovi der SO - or

exélartrcg1 I (Ee%,o{hF %?%ﬁu}algtﬁé?ef'oﬁffis age gdules, maybe sipred.op @ machiney ¢ e

pr cedatle or chinpuienatibls eprageorediumsochts A tisk divd TB0dtage dedicéshe

mapaged«SehLYLAES L der naged .servi.ces .

pr ovi g)e?t det erm lgécglyets gled\?\i? fd;:gEC%g‘:’Jl@ térggngbed{Hgntfocg rwar & Phe

do@embsrieaepesic §oppyisisse dard gige, ¢ keticaldRS Ber asiCPeReYe orstlvr

t agy, -for-&'hﬁqplwQ%Ebe%%iéé'u%%r@fogﬂg ek aleRe R dwVas AR hhe
accordance with an embodiment of the invention may also include a semiconductor-
based memory, which may be permanently, removably or remotely coupled to a
microprocessor/memory system. Thus, the modules may be stored within a computer
system memory to configure the computer system to perform the functions of the
module. Other new and various types of computer-readable storage media may be
used to store the modules discussed herein. Additionally, those skilled in the art will
recognize that the separation of functionality into modules is for illustrative purposes.
Alternative embodiments may merge the functionality of multiple modules into a

single module or may impose an alternate decomposition of functionality of modules.

For example, a software module for calling sub-modules may be decomposed so that
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5 docunent to the appropriate custonmer 130. O her
Enbodi nents The present invention is well adapted to
attain the advantages nentioned as well as others

i nherent therein. Wile the present invention has been
depi cted, described, and is defined by reference to
particul ar enbodi nents of the invention, 10 such
references do not inply a limtation on the invention,
and no such Iinitation is to be inferred The

I nvce ' al% modu’le pe fa r?n ts ﬁ]inﬁc/%a e%[psélssgse crogp ol%lrgna @etr rsu
wirthdduleccur to those ordinarily skllled |n the
pertinent arts. The depicted and descri bed enbodi nents

are exegﬂaéqe&u@ Nhy/inveRiich idih@nded & bea¥IRY LY MEthOdpir: BR1
SCO ventl o

n
2 5o o el e oMt ks A Glep T BT s
that performcertain tasks. The software nodul es
di scussed herein may include script, batch, or other
executable files. The software nodul es may be stored
on a nmachi ne- readabl e or conputer-readabl e storage
medi um such as a di sk drive. Storage devices used for
storing software nodul es in accordance with an
enbodi nent of the invention 20 nay be magnetic fl oppy
di sks, hard disks, or optical discs such as CD ROVs or
CD- Rs, for exanple. A storage device used for storing
firmvare or hardware nodules in accordance wth an
enbodi nent of the invention nay al so include a
sem conduct or- based nenory, which may be pernanently,
renmovably or renotely coupled to a
m croprocessor/ menory system Thus, the nodul es may be
stored within a conputer 25 system nenory to configure
the conputer systemto performthe functions of the
nodul e. Ot her new and vari ous types of
conmput er -readabl e storage nedia may be used to store
t he nodul es di scussed herein. Additionally, those
skilled in the art will recognize that the separation
of functionality into nodules is for illustrative
purposes. Alternative enbodi nents may nerge the
functionality of nmultiple nodules into a 30 single
nodul e or may i npose an alternate deconposition of
functionality of nodules. For exanple, a software
nmodul e for calling sub-nodul es may be deconposed so
that -13

as
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each sub-nodul e perfornms its function and passes
control directly to another sub- nodul e. Consequently,
the invention is intended to be limted only by the
spirit and scope of the appended clains, giving ful
cogni zance to equivalents in all respects. -14 WHAT
IS CLAIMED IS: 1. A nethod for dis-aggregating
services provided by a nanaged service provider
conprising: providing the managed service provider
with a service collaboration manager; interfacing

Wi AT BRCVAREEB Ust omer via the service col | aboration
manager; interfacing with a third party service
provi dgr vi

e method Farar ray i arelasAvpR g oR nBRAEk el
seP Ve comtsier is via a well defined interface. 3.

The I’retpl‘tﬂdiufgftheﬁha’:lhm dervibr@lider with@sehide @61faB&rh it nydnidar; a

service_custo nclud routin S es. to and from
Uhe serUITEETE AP BisgHce Hrome s e Hte GRapraphirgiec:

wher ei nnterfaqmg with ethird parfygemmict brogidér viartigh spraict yoligigratios e
provider is yi.a.a well defined interface. 5. The
method of claim 1 wherein: the interfacing with a
third party service provider includes routing nessages
to and.fr ofiretomehotl bf dadmparteseirser vi ce provider. 6. The
met hod tﬁ)J mtgxl %gé’rblt]eec{ustgr?lgm{ Yig !1 B4 deﬁgeqlilr?th{flag
services to e pertormed 1nto discrete repea Bl e
tasks. 7. The nmethod of claim®6 further conprising:
assi gning t Nie mitedotdamrepesainabl e tasks among mul tiple
S fg@&@&&ﬂgkﬁm 2 shvied Do BTN ObuGl el &s (LG REE

the service customer.

4. The method of claim 1 wherein:
the interfacing with a third party service provider is via a well defined

interface.

5. The method of claim 1 wherein:
the interfacing with a third party service provider includes routing messagesto - -

and from the third party service provider.

6. The method of claim 1 further comprising:

reducing services to be performed into discrete repeatable tasks.

7. The method of claim 6 further comprising:

assigning the discrete repeatable tasks among multiple service providers.

8. The method of claim 6 further comprising:
supporting a diversified set of service suppliers to service a particular
customer by identifying repeatable services and tasks within the

managed service provider.
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supporting a diversified set of service suppliers to
service a particular custoner by identifying
repeat abl e services and tasks within the nanaged
service provider. -15 9. The nmethod of claim®6

wherei n: the dis-aggregating enables a determ ning of
whether to performa particular task within the
managed service provider or to performthe particul ar
task via the third party service provider. 10. The
nmet hod of claim6 wherein: the discrete repeatable
tasks corr especti.ve service objects. 11.
The rre?'hod%%? ‘g%ﬂ‘i% %mf PRSEE conpri sing: assi gni ng
third padisygsaningeeats odeterernigngon waethdr ansafotnd Oparfiakt s,
the transa I ' I SCrele
repeat abl eq%sgs mmtlf{‘eszn %gsﬁgl? &%e grtf) r&?&% 2&(%‘?%
the interf a®kwgﬂthﬁ®ﬁdmah‘é5§@ﬁwf@védeéust oner includes a
plurality of parallel workstreans. 13. The nethod of
claim ] V\he[rhggqemoé(n%am%%ggﬁl ng with the third party
service provi [ nc udes a plurality of parallel

wor kst thediverete fpeatapledasieorreorsito teprertive teriige ethests:

conpri si ng: coordinating mork across nultiple third
party rvigce 0 the service collaboration
rmnage?ie Iﬂg{ho ; Cﬁal ?:rlcgm%sﬁ' wherein: the

coor di natgpmgﬂwépwyasenv@ssrowmrt oA teansaetiopibasis, the drapsddion
includes  GQEMALGBAdiRGo We ilcrbDRpRtdledlskd Y of third
party service provi ders via a pFura lity of parallel
wor kstreans. 16. The nmethod of claim 14 wherein: the
coor di Aat i rnthewsthkd afniais $ wiredeini pl e third party service

provid q}(csinti:r‘f’acggw the service customer includes a plurality of parallel

workstreams.

13. The method of claim 1 wherein:
the interfacing with the third party service provider inciudes a plurality of

parallel workstreams.

14,  The method of claim 1 further-comprising:
coordinating work across multiple third pa.fty service providers via the service

collaboration manager.

15.  The method of claim 14 wherein:
the coordinating work across multiple service providers includes
communicating with the plurality of third party service providers via a

plurality of parallel workstreams.

16. The method of claim 14 wherein:
the coordinating work across multiple third party service providers is based

upon a third party service provider determinator.
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upon a third party service provider determ nator. -16
17. The nmethod of claim 16 wherein: the third party
service provider determ nator includes at |east one of
service provider cost, service provider geographic

| ocation, service provider skill set, service

provi der technician availability, service provider
ranki ng, service provider quality and customer
preference. 18. An apparatus nethod for

di s-aggregati ng services provided by a managed
service praqvider caonprising: neans for providing the
managet!’ sng? E‘%t{’?fir‘g\r;gﬁ%w YWet9 a service col | aboration
manageth¢ thirvg angy sk®tce pioviderfdaeinmisptomitciudes &8 REY bie®f SakGde0 MET
via the seryj |l aboration manager; means for

i nterfaci nam\IX/}Cdtg rh(:%%’ T g e a i g?:cém?)nr SO Egervra

t he servi cekill g seryivo pravidetechmsiargamilabil@y, schriee mpyider at us
of claim _1%11%43@!5%[& Itobi@erlqﬁ'il@yr Inﬂ%hs@tgne%xteﬂreﬁces ervice
custonmer is via a meFI defined interface. 20. The
apparatus of claim 18 wherein: the neans for

i nt er f 8¢ ndnepranatss reedirod ife discastgrong servieh prdededibgans f or
I ObHinh 26 ser NBSHHEES cdhrRAE from the service custoner

21. e apparatus of claim 18 wherein: the neans for

i nt er f REAAET RioVHing therpapepepeertise reatider wih pyesiidedeliabpratiop g
a well defnapgdr;i nterface. 22. The apparatus of claim
18 wherei n; neans for interfacing with a third

th
party. BEP0 T ISRENE BB SIS SRR 1 S cqlBRtR

nmessages t oaamgn;fromthe third party service provider.

23. Th : : - ' . i Sing:
roans PonRRAGREHENE W Bl Lk BELGRIRE Sh R0
di screte r&pthpatingnanageks .

19.  The apparatus of claim 18 wherein:

the interfacing with a service custorner is via a well defined interface.

20.  The apparatus of claim 18 wherein:
the means for interfacing with a service customer includes means for routing

messages to and from the service customer.

21. The apparatus of claim 18 wherein:
the means for interfacing with a third party service provider is via a well

defined interface.

22.  The apparatus of claim 18 wherein:
the means for interfacing with a third party service provider includes means

for routing messages to and from the third party service provider.

23. The apparatus of claim 18 further comprising:

means for reducing services to be performed into discrete repeatable tasks.
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-17 24. The apparatus of claim 23 further conprising:
nmeans for assigning the discrete repeatabl e tasks
anong nmultiple service providers. 25.. The apparatus
of claim 23 further conprising: neans for supporting a
di versified set of service suppliers to service a
particul ar custoner by identifying repeatable services
and tasks within the managed service provider. 26.
The apparatus of claim 23 wherein: the neans for

di s-aggregati ng enabl es a determ ning of whether to
perf or gagtargm ar .t thin the managed service
provi def or tIPperi ori ﬁ‘%eéf?rf‘pé’ﬁ]ln%r task via the

t hird peans @I_S%mn&:@e fircoard igpeatabR TasksEnengpptplatensceof
claim 23 whekeed: the discrete repeatable tasks
-correspond to respective service objects. 28. The
apparatus of claim 23 further conprising: neans for
assi gning (The amarpiasdzf)claismwﬁactberpomﬂsdgrs on a

trans j t

corr coponarnapy e it SIEHARERL Bsea g
The appar atpﬁfélc‘é#r CW%‘FH‘M‘S“\%@F%"PW“%M@%&M tafskgy within

i nterfaci Nghewhdnhoeli Bevigegrtidee custonmer includes a
plurality of parallel workstreans. 30. The apparatus
of claim 18 wherein: the neans for interfacing with
the th#¢d pa&eeRpag@s oficken gt whireler i ncludes a plurality

of parak hﬁﬁns\f&rdhﬁsa"gérggaﬁﬁg en@c;les aﬂ@@rxﬁﬂgﬁfa&hgﬁer% pe%oﬂh m 18
ans for coordinating work across

further co

nmultiple t E%na‘ﬁﬁé%% )an‘é‘rﬂ% REagRd STV IR aVIder & to pejEorm the
servi ce colpagibd#raisk ot theathiadyeirty serli® @dvided he appar at us
of claim 31 wherein:

27. The apparatus of claim 23 wherein:

the discrete repeatable tasks correspond to respective service objects.

28.  The apparatus of claim 23 further comprising:
means for assigning third party service providers on a transaction basis, the

transaction basis corresponding to the discrete repeatable tasks.

29. The apparatus of claim 18 wherein:
the means for interfacing with the service customer includes a plurality of

parallel workstreams.

30. The apparatus of claim 18 wherein:
the means for interfacing with the third party service provider includes a

plurality of parallel workstreams.

31. The apparatus of claim 18 further comprising:
means for coordinating work across multiple third party service providers via

the service collaboration manager.
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the means for coordinating work across multiple
service providers includes neans for communicating
with the plurality of third party service providers
via a plurality of parallel workstreans. 33. The
apparatus of claim 31 wherein: the nmeans for

coordi nating work across nultiple third party serV|ce
providers is based upon a third party service

provi der determ nator. 34. The apparatus of claim 33
wherein: the third party service provider determ nator
i ncludes at | east one of service provider cost,

servi cE2pr oViedBI A G5 T AP viesEat | on, service provi der

skill &EetmeaﬁsﬁbedoGﬁm@ﬂix@WdﬂEichs@ﬁﬂlﬂbl@be@ﬂce@f@jﬂe@}ldlﬁ&é’ ,

service prOV|de ranki n rvice praovi.der quality
and cust orre? abxsr{eo F copmunica gf@ the ?uraltyofthlrdpa.rty service

providers via a plurality of parallel workstreams.

33, The apparatus of claim 31 wherein:
the means for coordinating work across multiple third party service providers

is based upon a third party service provider determinator.

34.  The apparatus of claim 33 wherein:

the third party service provider determinator includes at least one of service
provider cost, service provider geographic location, service provider
skill set, service provider technician availability, service provider

ranking, service provider quality and customer preference.
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