
DISAGGREGATION OF SERVICES INTO BUILDING BLOCKS 5
RELATED APPLICATIONS The present application claims
priority from U.S. Provisional Patent  Application
Serial No. 60/520,738 entitled "Disaggregation of
Services Into Building  Blocks," filed on November 17,
2003, and incorporated herein by reference.
BACKGROUND OF THE INVENTION 10 Field of the Invention
The present invention relates to managed services and
more particularly to  disaggregating services into
building blocks. Description of the Related Art As the
value and use of information continues to increase,
individuals and  15 businesses seek additional ways to
process and store information. One option  available
to users is information handling 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 20 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. -1 The variations
in information handling systems allow for information
handling  systems to be general or configured for a
specific user or specific use such as financial
transaction processing, airline reservations,
enterprise data storage, or global  communications. In
addition, information handling systems may include a
variety of 5 hardware and software components that may
be configured to process, store, and  communicate
information and may include one or more computer
systems, data  storage systems, and networking
systems. 



With the proliferation of information handling
systems, especially within large  scale information
handling system installations, an important issue
relates to the 10 service and support of the large
scale information handling system installations (i.e.,
installations in which more than a few information
handling systems are supported by  a single entity.
The entity that services and supports such an
installation is often  referred to as a managed
service provider. Managed services, or life-cycle
services  generally include deployment services and
asset services. More specifically, managed 15 services
include some or all of asset deployment and
installation services, asset  management services
(including, e.g., both asset tracking and asset moving
services),  asset maintenance services and asset
retirement services. A managed service provider
provides a customer with an ability to procure,
deploy, support and manage information handling system
technologies across the life  20 cycle of the
information handling systems. Issues relating to
managed services include logistics, information
management and asset utilization while providing
quality service delivery and a favorable customer
experience. 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. -2 SUMMARY OF
THE INVENTION In accordance with the present
invention, a managed service system which  identifies
and utilizes leverage points when determining whether
to internally service  



or out-source particular service functions is
provided. The managed services system 5 includes
common and standardized interfaces to disaggregate
services. The managed  service system reduces services
to be performed into discrete, repeatable tasks that
can be assigned to or distributed among multiple (or a
wide variety) of service  providers, thus maximizing
the number of service provider candidates by
identifying a  lowest common denominator of tasks. The
managed services system provides a 10 structure that
supports a diversified set of suppliers to serve a
particular customer and  to the extent that a best
provider (e.g., best in terms of functional fit or
cost) can be  activated on a per transaction basis.
Thus disaggregating services within a managed
services environment enables services and service
providers to be commoditized.  Such a managed services
system reduces cost by creating repeatable services
and 15 tasks and by opening up a pool of potential
suppliers and reducing the complexity of  tasks and
therefore the desired skill levels of the third party
service providers. In one embodiment, the invention
relates to a method for dis-aggregating  services
provided by a managed service provider which includes
providing the  managed service provider with a service
collaboration manager, interfacing with a 20 service
customer via the service collaboration manager, and
interfacing with a third  party service provider via
the service collaboration manager. 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 collaboration
manager, 25 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. -3
BRIEF DESCRIPTION OF THE DRAWINGS The present
invention may be better understood, and its numerous
objects,  features and advantages made apparent to
those skilled in the art by referencing the  



accompanying drawings. The use of the same reference
number throughout the 5 several figures designates a
like or similar element. Figure 1 shows a schematic
block diagram of a system for managing services.
Figure 2 shows a schematic block diagram of the
operation of a system for  managing services. Figure 3
shows a system block diagram of an information
handling system  10 which is used within and serviced
via a system for managing services. Figure 4 shows a
block diagram of a managed services document schema.
Figures 5A, 5B and 5C, generally referred to as Figure
5, show a block  diagram of a managed services
document incident schema. Figures 6A and 6B, generally
referred to as Figure 6, show a block diagram of  15 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.
20 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 -4 components, the system
allows for the expansion of a potential service
supplier pool,  service supplier transparency, service
supplier interchangeability and service supplier
diversification. The system for managing services 100
includes a service collaboration 5 manager module 110,
a customer experience manager module 112, a plurality
of  manufacturer modules 114, a plurality of third
party service supplier modules 116 and  



a back office module 118. Customers 130a, 130b, 130c
interact with the system via  the service
collaboration manager module 110. The service
collaboration manager module 110 provides a
conversation 10 management function, a message routing
function and a transaction logging function.  The
service collaboration manager module 110 includes a
managed services provider  to customer (B2C) module
140 a managed services provider to supplier (B2B)
module  142, an application connectivity module 144
and a database module 146. The plurality of managed
services provider modules 114 include a financial  15
services module 150, a parts & logistics module 152, a
vendor management module  154, a technical support
module 156 and a manufacturing module 158. The
plurality of third party service supplier modules 116
include a third party  X module 160 (which represents
any type of third party service), a third party parts
&  logistics module 162, a third party labor module
164 and a third party help desk 20 module 166. 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
25 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 30
these functions internally and thus the managed
service provider performs these  -5 functions for the
customer. Additionally, a partner of the customer may
perform one  or more of these functions on behalf of
the customer. Such a. partner is considered
equivalent to the customer. 



Accordingly, the system for managing services 100
enables a managed service  5 provider to minimize
dependency on any given supplier. All customer
interfaces are  directly with the managed service
provider, not the third party service suppliers. The
customer interface includes, for example, trouble
ticket information, service request  information,
asset feed information, and billing feed information.
The managed  service provider controls all customer
information; this information includes data to 10
enable adding or replacing suppliers, data for
authorizing customer and supplier  invoices and data
to resolve invoice disputes. For example, this
information might  include customer asset information,
customer contract information, customer service
history information and customer billing information.
The managed service provider  directly benefits from
investments in technology development and intellectual
capital. 15 Additionally, the system for managing
services 100 provides a scalable solution to  enable
the managed service supplier to plan for follow-up
business from a customer.  Additionally, the system
for managing services 100 enables workflow management
by, for example, providing pointers to discrete,
pre-defined work instructions reduced  to fundamental
work objects, that can be fulfilled by individual
service providers. 20 The system for managing services
100 provides a flexible and commoditized  fulfillment
of services through virtual integration of
interchangeable service  components achieved via
standardized services and standardized interfaces.
Examples of interchangeable components include an
asset discovery service that  could be fulfilled by
any qualified services provider (e.g., the service
provider could 25 be customer appointed) as well as an
asset discovery tool that is used in fulfilling the
service and that provides any desired asset data via a
predefined interface. The  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  -6 distributed among
multiple (or a wide variety) of services providers,
thus maximizing  the number of service provider
candidates by providing a lowest common  denominator
of tasks. The system for managing services 100
provides a structure  (including financial structure,
work definition structure, etc.) that supports a 5
diversified set of suppliers to serve a particular
services customer. To the extent that a  best provider
(e.g., best in terms of functional fit and cost) can
be activated on a per  transaction basis, the system
provides the disaggregation to the point where
services  providers may be selected via a commodities
exchange. Such a system reduces costs  by creating
repeatable services and tasks and by reducing the
complexity of tasks, 10 thus enabling a large pool of
potential suppliers which would have any required
skill  level to complete the tasks. Referring to
Figure 2, a schematic block diagram of one example of
the  operation of the disaggregation of service
providers within a system for managing  services is
shown. More specifically, when a customer 130 desires
access to a help 15 desk function 166 within the
system for managing services 100 to resolve a customer
issue, the customer 130 contacts the service
collaboration manager 110 via a well  defined
interface (step 1). The service collaboration manager
110 then in turn  communicates with a service provider
which is providing the help desk function 166  via
another well defined common interface. The help desk
service provider 166 20 analyzes the issue raised by
the customer and may determine, for example, that the
customer needs a new hard drive for its information
handling system. The help desk service provider 166
communicates with a third party labor  provider 164
and a third party parts and logistics service provider
162via the service  collaboration manager 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  -7
via the service collaboration manager to determine
whether the issue has been  resolved (step 4). If so,
then the help desk service provider 166 closes the
item  corresponding to the customer issue. The third
party labor provider 164 and the parts and logistics
provider 162 may or may not be the same third party
provider. 5 Referring to Figure 3, a system block
diagram of an information handling  system 300 which
is used within and serviced via a system for managing
services 100  is shown. The information handling
system 300 includes a processor 302,  input/output
(I/O) devices 304, such as a display, a keyboard, a
mouse, and associated  controllers, a non-volatile
memory 306 such as a hard disk drive, and other
storage 10 devices 308, such as a floppy disk and
drive and other memory devices, and various  other
subsystems 310, all interconnected via one or more
buses 312. For purposes of this disclosure, an
information handling system may include  any
instrumentality or aggregate of instrumentalities
operable to compute, classify,  process, transmit,
receive, retrieve, originate, switch, store, display,
manifest, detect, 15 record, reproduce, handle, or
utilize any form of information, intelligence, or data
for  business, scientific, control, or other purposes.
For example, an information handling  system may be a
personal computer, a network storage device, or any
other suitable  device and may vary in size, shape,
performance, functionality, and price. The
information handling system may include random access
memory (RAM), one or 20 more processing resources such
as a central processing unit (CPU) or hardware or
software control logic, ROM, and/or other types of
nonvolatile memory. Additional  



components of the information handling system may
include one or more disk drives,  one or more network
ports for communicating with external devices as. well
as various  input and output (I/O) devices, such as a
keyboard, a mouse, and a video display. The 25
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  -8 received by the customer and the
managed services provider are sent via HyperText
Transport Protocol over Secure Socket Layer (HTTs)
posts. Additionally, the well defined third party
service provider interface includes a  plurality of
schema. These schemas provide the definition of the
content of a 5 document. More specifically, all
documents that are sent and received by a third party
service provider and the managed service provider are
wrapped in a document  envelope. In one embodiment,
all messages sent from or received by the third party
service provider and the managed services provider are
sent via HyperText Transport  Protocol over Secure
Socket Layer (HTTs) posts. 10 Figure 4 shows a block
diagram of a managed services document envelope
schema. More specifically, the managed services
document 400 includes a SenderlD  tag 410, a
ReceiverlD tag 412, an optional Error tag 414 and a
Payload tag 416. The  Payload tag 416 includes the
actual payload of the document. The payload of the
document includes a service incident portion 420, a
dispatch portion 422, a dispatch 15 reply portion 424,
and a dispatch status portion 426. The SenderlD tag
410 and the ReceiverlD tag 412 are used to identify
the  sender and receiver of the document 400. When a
customer sends documents, the  SenderID tag contains
an identifier which identifies the customer and the
ReceiverID  



tag contains an identifier identifying the managed
service provider. If an error occurs 20 when receiving
or processing a document, the Error tag is added to
the document and  the document 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 schema 500 is one
example of  an implementation of the service incident
portion 420. The managed services service 25 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 30
Service Incident object describe various events that
occur for a service incident.  -9 More specifically,
the managed services service incident schema 500 sets
forth  a corresponding MS_Servicelncident tag 502
which includes a PRS_Address tag 510,  which describes
where the service incident and possibly dispatch is to
occur, a PRS_ServiceRequester tag 512, which describes
the organization and person from the  5 customer who
is the subject of the service incident, a
PRS_ServiceProvider tag 514,  which describes the
organizations and person from the managed service
provider who  is handling the incident and a
MS_ServiceRequest tag 516, which describes the problem
for the service incident. (According to the DMTF
specification, PRS stands  for Problem Resolution
Standard.) The MS_Servicelncident tag 502 also
includes a  10 PRS Solution tag (not shown), which
aggregates information and the resolution for a
problem, The service incident is then split into a
plurality of request types: a MS_Inquiry type 520, a
MS_Comment type 522, a MS Information type 524, a
MS_Problem type 526, a MS_Project type 528 and a
MS_IMACD type 530. The  MS_IMACD type 530 indicates
whether the request is an installation, move, add,  15
change or dispose request. 



In addition to the tags set forth, the
MS_ServiceIncident tag 502 includes a  plurality of
tag elements. More specifically, the
MS_ServiceIncident tag 502 includes  a ServiceType tag
element (not shown), which sets forth the type of
service incident, a  CurrentStatus tag element (not
shown), which sets forth a current status of the
service 20 incident, a Severity tag element, which
sets forth the severity of the service incident, a
Priority tag element, which sets forth the priority of
the incident, a Transaction tag  element, which sets
for the document management transaction. The
MS_Servicelncident tag 502 also includes a
RequesterCaseID tag 540, which  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 RequesterlD 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. -10 Referring to Figure 6, a
block diagram of a managed services dispatch schema
is shown. The managed services dispatch schema 600 is
one example of an  implementation of the service
dispatch portion 422. The managed services dispatch
schema substantially conforms to the Distributed
Management Task Force (DMTF) 5 Service Incident
specification. The managed services dispatch schema
600 is used by  a service provider to instantiate and
submit a dispatch request to the managed services
provider. The instantiated request is an object. The
dispatch schema 600 includes a MS_Dispatch tag 602
which includes a  ControlData tag 610, a RequestData
tag 612 and an OrderData tag 614. The 10 ControlData
tag 610 includes information for identifying the
dispatch request. The  RequestData tag 612 includes
information for identifying the requestor of the  



dispatch. This information includes a unique system
identifier provided by the  manufacturer of the system
for which the service is to be performed such as a
Service Tag which is included within the ServiceTag
tag 620. The OrderData tag 614  15 includes
information about parts relating to the dispatch. The
dispatch schema 600 may also optionally include a
Problem tag (not  shown) which includes information
regarding the reason for the dispatch request. The
dispatch schema 600 may also optionally include an
Asset tag (not shown) which  includes information
regarding the asset for which the dispatch is
requested. This 20 information may include the service
tag of the asset as well as other asset
identification information such as one or more of the
asset type, the asset tag, the asset  serial number,
the asset make, the asset model, the asset line of
business, the warranty  of the asset and the warranty
period of the asset. 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 anErrorMessage 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
-11 request. The ErrorMessage tag 716 provides the
name of an error field if an error  occurs. Referring
to Figure 8, a block diagram of a managed services
dispatch status  schema 800 is shown. The managed
services dispatch status schema 800 is used by  5 the
managed services provider to provide ongoing status of
a dispatch request to a  customer. The managed
services dispatch status schema 800 includes a MS
DistaptchStatus tag 802 which includes a
TransactionType tag 810, a PSNumber  tag 812, an
ExchangeOrderNumber tag 814, a QueueDate tag 816, a  



MessageControlNumber tag 818, a SenderlD tag 820 and a
Message tag 822. The 10 Message tag 822 further
includes a PSMessage tag 830, a TRNMessage tag 832 and
a  REJMessage tag 834. The TransactionType tag 810
identifies whether the transaction is a dispatch
request or a cancel dispatch request. The PSNumber tag
812 identifies the managed  services provider dispatch
number. The ExchangeOrderNumber tag 814 indicates an
15 exchange number for a part that was replaced. The
QueueDate tag 816 identifies the  date and time of the
original request for dispatch. The MesageControlNumber
tag  818 provides a customer unique identifier for the
request. The SenderID tag 820  provides the customer
identifier. The Message tag 822 includes one of three
submessages. The PSMessage tag 830 provides a status
message area. The 20 TRNMessage tag 832 provides a
transaction history message area. The REJMessage  tag
834 provides a dispatch reject message area. 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  -12 for
example, referring to Figure 9B, a third party service
provider 116 sends service  incident documents to the
managed services provider. The managed services
provider  determines to which customer to forward the
document (e.g., based upon the  PRS_ServiceRegeustor
tag). The managed services provider then forwards the 



5 document to the appropriate customer 130.  Other
Embodiments The present invention is well adapted to
attain the advantages mentioned as  well as others
inherent therein. While the present invention has been
depicted,  described, and is defined by reference to
particular embodiments of the invention, 10 such
references do not imply a limitation on the invention,
and no such limitation is to  be inferred. The
invention is capable of considerable modification,
alteration, and  equivalents in form and function, as
will occur to those ordinarily skilled in the
pertinent arts. The depicted and described embodiments
are examples only, and are  not exhaustive of the
scope of the invention. 15 For example, the
above-discussed embodiments include software modules
that  perform certain tasks. The software modules
discussed herein may include script,  batch, or other
executable files. The software modules may be stored
on a machine- readable or computer-readable storage
medium such as a disk drive. Storage devices  used for
storing software modules in accordance with an
embodiment of the invention 20 may be magnetic floppy
disks, hard disks, or optical discs such as CD-ROMs or
CD- Rs, for example. A storage device used for storing
firmware or hardware modules in  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 25 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 30 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  -13 



each sub-module performs its function and passes
control directly to another sub- module. Consequently,
the invention is intended to be limited only by the
spirit and  scope of the appended claims, giving full
cognizance to equivalents in all respects.  -14 WHAT
IS CLAIMED IS: 1. A method for dis-aggregating
services provided by a managed service  provider
comprising: providing the managed service provider
with a service collaboration manager;  interfacing
with a service customer via the service collaboration
manager;  interfacing with a third party service
provider via the service collaboration  manager. 2.
The method of claim 1 wherein: the interfacing with a
service customer is via a well defined interface.  3.
The method of claim 1 wherein: the interfacing with a
service customer includes routing messages to and from
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 messages
to  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. -15 9. The method of claim 6
wherein: the dis-aggregating enables a determining of
whether to perform a particular  task within the
managed service provider or to perform the particular
task via the third party service provider. 10. The
method of claim 6 wherein: the discrete repeatable
tasks correspond to respective service objects.  11.
The method of claim 6 further comprising: assigning
third party service providers on a transaction basis,
the transaction  basis corresponding to the discrete
repeatable tasks. 12. The method of claim 1 wherein:
the interfacing with the service customer includes a
plurality of parallel  workstreams. 13. The method of
claim 1 wherein: the interfacing with the third party
service provider includes a plurality of  parallel
workstreams. 14. The method of claim 1 further
comprising: coordinating work across multiple third
party 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. -16
17. The method of claim 16 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. 18. An apparatus method for
dis-aggregating services provided by a  managed
service provider comprising: means for providing the
managed service provider with a service collaboration
manager; means for interfacing with a service customer
via the service collaboration  manager; means for
interfacing with a third party service provider via
the service  collaboration manager. 19. The apparatus
of claim 18 wherein: the interfacing with a service
customer 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.  



-17 24. The apparatus of claim 23 further comprising:
means for assigning the discrete repeatable tasks
among multiple service  providers. 25.. The apparatus
of claim 23 further comprising: means for supporting a
diversified set of service suppliers to service a
particular customer by identifying repeatable services
and tasks within  the managed service provider. 26.
The apparatus of claim 23 wherein: the means for
dis-aggregating enables a determining of whether to
perform a  particular task within the managed service
provider or to perform the  particular task via the
third party service provider. 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. -18 32. The apparatus
of claim 31 wherein: 



the means for coordinating work across multiple
service providers includes  means for communicating
with the plurality of third party 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. -19 


