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
"Disaggreaation of Services Into Building Blocks," filed on November 17,
2003, and incorporated herein by reference. = BACKGROUND OF THE
INVENTION 10Field of the Invention The present invention relates to
managed services and more particularly to disaggregatina services into
building blocks. Description of the Related Art As the value and use of
information continues to increase, individuals and 15businesses seek
additional ways to process and store information. One option available to
users is information handling systems. An information handling system
generallyEReasRES COBRIST SRR AOKF FRTIMBRICaIESiREmation
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 20requirements 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
qwckly and eff|C|entIy the information may be processed, stored, or

i e ABICE®NS in information handling systems allow for
mformatlon handling systems to be general or configured for a specific
user or sg_ﬁuflc use such as financial transaction processing, airline

reservatiofs PEfterprsatiens storagerior itobdiScBm isimiBRions. In
addipraitfosaratioi. laaﬁddmgssaﬁmsmaggkegdu@ieoa%an@éyl@ﬂ‘oﬁauﬂdmg
hargware-and SeRNArG.COMPARS NS %[O%O%Xte%% configured 1o process,

store, and communicate information and may inci ne or more

computer systems, data storage systems, and networking systems. With

the psoliferroemnpfdfammationdhandiag systems, especially within large

scale information handling system installations, an important issue relates
100 tRRId 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.
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10service 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 15services include some or all of asset deployment and

S e e e A B o
asset tracking and asset moving'services), asset maintenance services
anty HEBeloRtrenaht SaRiswgd for aansiifitagaswrride weovder Srsvides a
custormgowith@ssiabilitiiite procurendeploy;isuppotbhand sngiobge

infasmation.fandlingisysiemiischnalagias.acrossiieie.cacyclegf the

< infggl[gva}girgg Igaslgg!\lzgl% ?%?tgge]xsﬁs I&gu}gg re!:atlp to rr}:anaged services [nclude

> logistics, TRTOrMation MaRataheAt AR s SEEIEtY SRS Whil5réWding
quatrsBiRpeaEaiEs) ardafavdrdbhecusiomemmyenenaes, Kaown
managedsemice prewideanscandigsgenerally divided into two categories:
internally staffed managed service providers and out-sourced managed
25servicevprangessiclaternallyrsiabios manag et SalvICS RIANIJRNSn large
genarally have, 2 nympetofemployses with the specific job desgription of
providing service to a par¥|cu ar qﬂent. I5ut-so}fj.rce(§ managed service

10 providrs etepally L 18 thrd i ) faarotion rdlinters fonpranie seiice to
a pastidafancheriticf theeseavic piofiden S amainanagadsesvipered by

proy g@l@em@}y hﬁe‘aellﬂ}fp EQQEM@@E\/’X& g%?é'sﬁ%%ﬁ QB 1&ften

.30man qed service provider mi%ﬂ use employees fqu_%ome1 services and
sE R Bty LR SRR Yo oM e of e cyele sevces

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 retirernent 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
nclude logistics, information management and asset utilization while providing

quality service delivery and a favorable customer experience.

Krnown 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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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
5includes 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
mutipieok @ sMidesvaieynafisgrvice providers, thus maximizing the
number of service provider candidates by identifying a lowest common
denominator of tasks. The managed services system provides a
10structirectivatasupportdepdiver sitettisetob suppliensite sama anparticular
CuRamesandiaihe &x1s, %tm%@p&s&mmg &%&mbt%%e&ntsfm?&ie

fUI’]CtIOI’]a| fit or COS can ne actlvate on a per transaction basis. T

disAgyregatig' %leczlrlwfzseeév\}\?l BIRCARAR RS e r%é@aé?ﬁﬁ?éﬁr‘ﬁ%‘ﬁ%?@bles
3 seijibilssanansenpicbsisrdviders invcifeccoimdiroditizat: Suoha anagedd

SERYioRs SYHIEMAREUGES GORE &yp@r@aamﬁ@n@@;@tblec@@mqgmg ¢haotasks
an openin 0ol.0 otentlal 8y I|ers nd reducing the
corgr?g)ée&ltsﬁl% etasks%ﬁoi t %%5 8?%%?1’3 Ef F‘(%T eve F f%e S 'fRird party
seRﬂé’éd&fﬁo%&é%mﬁ%ﬁ%%?ﬁb@amﬁﬁrmé nFvedet ornfidatas Sxadantifetizod
forlove:aggregatiagpseniees prayvided rh%@éﬂ&ﬁ&@%ﬁ@éﬁi_@@opﬂ&vw er

1owhmamfé%@&pg&vgq'&9&%5@9&@9&%@%&&%{%@%92{'&%{1&«& N A SR

coIIa oration anager interfacin Oservice customer via the

seNics ESiHSI4 ﬁ‘l%geéé? EAREF RS PERGIN MR artfir e part &ehsice
prd\?i"d@?edl@m@s@ﬁwe@whaimorﬁhmrﬂmagmmg serdineg méttembogiment,

thesipvention-talatestaan appakatysmetaas frAig-aogregating. services
proyl(gjéad b a e@gerr\%gesd S?I‘VIC% rowdgab r which includes means for

Sysiem requces ¢ creating repeatable se 1ce a
 Provi ing t e manag ed service provider with a Service Colass #iBh

m alﬁgijépd by openmg up a pool of potential suppliers and reducing the complex1ty 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 providef 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,
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25means 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. 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 5several
figﬁfﬁﬁpgﬁg‘gﬁ@%ﬁ)ﬁ{}(&%gm%;gﬁ%gt Figure | shows a schematic
block diagram of a system for ervices. Figure 2 shows a
schematic block diagram of the operation of a system for managing
ServicesThe presedTigidRiShShaWs BaysiemRlock diagramehandpiarmation
nandling syl NIED 5 sed WIRiR andaeiviaed via a sustemer
managing services. Iglgure shows a biock lagram of-a managééll
sefieEIBEE AN ISEhERsase of tmgireseBASBIamEes thrayekmially referred
to asdrgiwe S dskigmites bltickodiagianalef@managed services document
incident schema. Figures 6A and 6B, generally referred to as
Figure 6Fghew ablcckdiagiamoflbamanagedsariicassendce-ingident
schema. Figure 7 shows a block diagram of a managed services dispatch
schema FiguwrdFighse S shiowsta hloek diagramief @managedssenices
dispateh renly;sghema is shown Figures 9A and 9B show block diagrams
of service document flow. 20 DETAILED DESCRIPTION

Figure 3 shows a system block diagram of an information handling system

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

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

1s 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

systerm for managing services. By enabling the disaggregation into service
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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 disaggrcgation into service components, the system allows for the
expansion of a potential service supplier pool, service supplier
transparency, service supplier interchangeability and service supplier
diversification JN&sysIem. fof nanaging services 100 includes a sen ce
collaboration manager module 110, a customer experience rﬁgnaﬁer
mOERIES PP 14" Sitftft Y rifare R QuteEr it i tarpuratioy omied
parlyssefitersupplier modules 116 and a hack office module 118.
Customers 130a, 130b, 130c interact with the system via the service
collaboratienymanagenamagleriites Modansedce eollabaiaiontmanager
sMagled 1R proviees a,.comversation. 10, managsment binglion, @ Jpessage

routin% function ﬁ‘l%gltran action logging function. The service
r

AR P gt 20" BEES S s gLl Seadnissd Bravider

coliaboration ma
to ebatbriér( B bt Ulasi® s ikmadd Sérvitesrovider soisupier
(B2B)senacidedvhaan applicatigm.connectivity module 144 and a

database module 146. The plurality of managed services provider

modulesTil4dnaudaiaiRancial-iaservices mode:do0, @Ratis & logistics
omage, 1ag: fsndor managementmadue d 3. A eehnice ~upRort
mo%ur]e 15élana a manufacturing o uﬁe Jen Céoﬁlﬁlgﬁﬁ}% OF T
part)esEIice b pIAse PBaRSEEB I s et tirdnpraggdXerriserneo 16 er
(whichstepre &S sty p@ efithisgepastyi s pisejeadRinsh Ay BRS &l

logistics, MRdUIE. 82 RN RAKY-'ARPLNedMIE 164 And ahird party help
desk 20module 166. The back office module 118 performs a plurality

of functions el shaifically.dbe-back allise fipdule KR Enanies apcess

between back office modules and the service collaboration manager

P modligst 994 Rd Vat RBHiGFTHtRIR Idee § Ldrreaamspare R edmetion,
an BRV tafndetaiimequestifianétienl asnaelfasidigpatdiic25status function.
The back office module 118 includes a service systems module 172.
Each customérdli80 iy perforavicnayariimatedolea (pkutaliiyeof Hidgiions

internall; Withindhe e tomar . 5l REMRIe, ALUSImEL MayRerform gne

or more gfm%guﬁlm%g reso rc%slfe%nctiog ?.810,4a procurement %mctlon 182,
an a&set management Hinkton T84 & Ref YRS AUNEN 3 A 88  Some
20cugtefierdthay perform none of 30these functions internally and thus the

managed service provider performs these
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
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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 5provider 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

mfglrrmag}gg erV|c? req T%ﬁéltnforlmatlontass t feed mformatlonf and
billing Tead IhISHAERBI THE HARRgSd E8IicE B SV E Bt BRI one

cusiarsoistratisivns befdirmitionisenme S whrarmtko erabiéeladding or
replaciag:suppliessidata for authorizing customer and supplier invoices
and data to resolve invoice disputes. For example, this information might
include cusiamenassetiier {Bﬁﬂ@xﬁhg@ygsf@m&{s qontastdnfermatiane vice

CUSIOMRT Sehvise: St dnfarm: Caf 0N, 30d US| Egrmihb'“'”%'nfomgat'OQrJhe

managed service provider directly bene its from investments m nolog

de\‘}iéF&E)Yﬁ@P?tt%ﬁ“Wﬁ%WeﬁdﬁF@é‘ﬁﬂ%ﬂf TONBRIBHAMY theisysteptidsr The
mansiging serice 5:d0Gprovidespi, scaldbleisoldfiondienabiecdthquest

mapagadsendce sUPRKgh-IR Rlan fet follaw- R DYSINGSS O M, Ry %&?tomer

Additignally, the system or managing services 100 enables workflow
W

maRAGEReHt By Tor°5 %rﬁbﬁ%mﬁfé\ﬁ%ﬁﬁ‘énﬁ&ﬁ%@ffﬁ“&ﬁg%?é’fémﬁ?%da@f fied
wo?k%%ﬂ%@mgmémmdmﬁ daménmitworopbjectssithat canlie

fulfiledcbyzidimiduat servigeopkouigers. 207 besysiem [o6HMaRaggn:
serg&gz& %QQO%rowd es er>?bIe and commodltlz d fulflllment of services

§r aSSe ormagion, customer CO rma 100, customer, service
through virtual integration of interc angea & service components

achiEVBL Vi EPEIP e aE RS BfIrattpid ok b Zee date Fraties provider
Exdmpledofintdrechangeablescompanentsdnelvgecanasselidiscovesital.

serx&@umw%qy%nmw l@&&@ﬁ@@m@'ft%ip%%{é&g%%ogf&\{é%fu(%@m the
service epljlowder c:?u d 25be US'[O i ﬁ% gomte as well as an asset

disCHVeTy FOOTHSE 1S LSS SR GHINRGTAY SRR A& RO S By

dedidséiart Hatisiia Spradefinettinkefadeemhlessysidlvrformaraging
serces a;@&méow@ke&;f@@am&arma&@té%@&ﬂ@&itmmﬁﬁf&i&@s sQltian
cementziinelemeR i EpeReni AARaC oML verage

poin.ts and that are re alne |n t e syst m or managing services.

S e e e SR R SRS o
fulfillment of selwces 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
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 costelements, 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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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 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. 5diversified set of
SUBE %rs tom%grve z?rtr{gluée})\r, ae Q\E/llrces C strovng%r Ta hlg xtent that a best
provi SIS B LSO RS ) C5n"BE BEHVARYE on
a ﬁ%?r%ﬁﬁ@&tft%ﬁl%ﬁﬁgwﬂ%cﬂ@@f@ﬁﬁ bbdv’@éé%@@ﬁs?ém@aﬁon to the
poiishMthere: e ke STREQYIte Somayhbarselecied Ma o egitiese
exﬁl’é}ﬂcﬂgg %H%E‘lafr‘s%%%@ \!&%Q}Jﬁﬁu‘?%t&x@é{u‘% aling repsatable services

and tasks and by reducing the complexity of tasks, 10thus enabling a

largE oG O URRnLT S (ishiere Wﬁi&ﬁl%&‘f&‘ﬁé\‘}@%ﬁ? réQifetf SKifP R el
to conmpletéethectasksin ternRefdrririgtel Bigude @) amdhematicblockper

diagramef ene QK@@H&%M@@B{%@H%@&&% %%@Q&fﬁ%ﬁ% Qfgesvice
providers W|th|be a e)é em for managing rV|ce IS shown

SpBAHCATY WREAS customer 130 es.rés AECeSitb A haTD ff’g Sk
furkeRs P56 WA E EsRstEn %F%ﬁ%@gi?@%@%ﬁé@f&@@“t@ Pé:%kﬁe a
custaaeibissueithepouisiopoend3Cuppniaciaithe saniee:-collabpiationill

marEl%Q%%%@lé@@ﬂ?eYXﬁJL defined interface (step 1). The service

collaboration manager 110 then in turn communicates with a service

provider which, Is PERYIAInG, Eem%ﬁ) gfe%g(({%rg‘r%%o& 166.via anather well

defined common interface. service provider 166

204pfaRPaSkhe %@ﬁ@%ﬁ%@ﬁ%ﬁetﬁ@e&f%ﬁé WihE fess determRRrEter
examyites thabthe blustomeifinedgiamewdnane dBivaciordtstadormatean

handling SYsterk withil BE Q@!&@ﬁ%% g&%&%&\ékdl Jcc@f%s%% ME‘@&@E@S
with a th rd Esart %2282 é)rowd r 164 an thlrd artX n% and Io 1S,tlcs

1ssue e C actst € SeIvViIce tlo ma 01\16
Service prow er Vla e service Co a ora 10N Ma ger using the

wellcfiatihagEsairion! pﬂt&m@@@ﬁlﬁﬁ’w 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
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
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
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



25third Nits/ 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
v'avmesseew;geec&?;kagtz{%tlog manask i YANRME el aelined common
interface (step 3 service provi 66 then communicates
witli e ?ﬂb‘i"he%f iﬂa‘&ﬁé‘i@?%é@bﬁb‘ﬁ?@tf&*ﬁﬁﬁéﬁ%@‘éfefdlﬁé@m|ne
whethepdhénisgubchasdeenssesolue thisteptd adbisepttien theahelpegesk

ServieR RIANINeY 166 6)a3es e e GOHesRRNGING I8,k cistomer issue.
The third party labor provider 164 and the parts and logistics provider 162

smay or nay.net Rerthgsam @i,;ty&dbg@ﬂxlpg%%gn infoRGIRITNG 0, Figure

3 a S%St m block dia ram of an information handling system 300 which is

i SR AR VI BUSTSRT ¥ *’rﬂ%@&bfﬁ‘gf%ﬂé’ra\%’@é§%ﬁﬁswo
shemhe\w’héf infofenation haridiagysystéft Boddeciudesaoprdéessor 302,

iNpuHioWtR: (1/@)44%&@@3%%@@@@@ digplayard keyheargd asedse,
and aggﬁ)mated con Iers an vo!gn em 8{<de06 S ch as a hard disk

dl’l\(;%n and ot né)ﬁlgt%?ggeemf devices sugﬁ as arﬁve o hﬁ and drive
10 andesitsr ety adormsisiiadssuabther @%@%@@W@% 40! wpious
interconnegtechyid ) onelosrooteciseso3d @. more bokprirposes of this
disclosure, an information handling system may include any
instrumenRtatityposcagotegateofuinsifumental ties.opealleto compuie,
C'aé%}%9&&&%%%@Qggyga{ﬁgﬁ%ﬁu&%mﬁ\@s 965%9@{% SWIER. Sterg,

display, manifest, detect, 15record, reproduce, handle, or utilize any form

of |?Fﬁ)cﬁsﬁatﬁa(5’r°‘fn ﬁf@ﬂ?@vén’&?é“%’lg PAEFSF BRSO ReRTrSC B other
ISpurpegésciFotiexdmmdle, antififormaiion fianilingisysieetipaye e dta for

per&@ﬁ@é@@mﬂm&r@@mtwmt@@g&sd@\Ap@a%ﬁnyn%@&&%@Qk@dﬁ%\/ice

and ma var in size 51 performa ce, functignality, an dhgrlce
F/ e a persoha her a net <st0ra evice, Or 40y 0 suita)
information han ing syste may include raniom access memaory AM)

onélftyfczeﬁ@i@r@/ ﬁ@b@%ﬁ@?é@@ﬂ?é@@%&%%@é@ﬁﬂé@éﬁ@és?@ unit
(CRAf)ronthanchwe e oy saftwarencontroh g a.R6 Meand/oothesmtyges of

rononyglagile me! ggxuﬁg%@ﬂg'a%gmgpm&&%@g the e%mﬁﬂ%vbd@mhng

system may include one or more disk drives, one or more network pOftS

for oMU Wit Sk ar AT &‘B?ﬁ&%’?s RN G AR ptisier!
outpuet@)devicesiosnetoasakaylpard, reemousée; andanvideirdisplay .

The2Sjpfernationhandling systemmay alsexieslkde one QrpLe RUSes
oper%\?tlgnt otra&ﬁ%t} 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



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 30are wrapped in a document envelope. In one
embodiment, all messages sent from or received by the customer and the
managed services provider are sent via HyperText Transport Protocol
over eSweegi rethse%g:lS et | I&ax%rtglelTLs Qgsts.. Addjtionally, the well de-fined
third party Service provider intertace included & piirafity St Schdifa “Fhese
schERTALIIOREY ther desitintitisef aeceghtdnt isfsé 5document. More
specifically, all documents that are sent and received by a. third party
service previterianhd e hisfiagdbiserviceprivider are nedppadcindas a
dogumienbenyeloperinone-embeadimnent, @lmrssages.sepitfsom or
srecgiyedbyhethitd party a%x&%&&%ﬁ@&@@%é@@ managed sgrvices

provider are sent via Hypertext Transport Protocol over Secure ocke
Laf8r {REEy POErd BrBtEs SHOWPE Bl R s G 8t 20hTaRated
seruice® ¢ dowmemtediretopel lseivernes. Mofespecificaly bthecmanaged
Zigv}cés g@taumlglgt AQ%&H%%M%&Q?'&PS%&%% @Fglv?{iﬁ% tag
n gptio rror ta ayload tag . The Payload tag
41%?2%’1%0%’?%5“5% uoacﬁ%g&’y oeéﬁ%dfr t%@od)éi:ument. The payload of the
10documer}l inplﬂd sa sglrvilg .incide?t portion 420, a dispatch portion 422,
a dispatche15reply Fotioh 2% 4ha' 4 BB aIERTSPOMEN 42897 The
Settdertadiaronspidicey RecemertDstag 44 Qoarmans é80todddetity théerID
senger anckeeseivay abthe decyment4P ta\gvmrfh@ @%@ﬁ@@{aga?dsﬂﬁe
do n nderlD t ontains an identifier which identifies the
cugt%;ruﬁ%edrtig%%? t%h%%lgfqtk/ee?%gafgayc%ntgﬁ% gclglmll eﬁi%ﬁ%ﬁﬁ rAi(ﬁ%g(tar\ e
matPAYBE SBIHALE prstiiei tidsh BRFoP ot ursPoRiEhBfT iR &iiridlispatch
15proegssing @ #otundentisthetsrios tagisadéled to the document and the
document is returned to the sender. Referring to Figure 5, a block
diagram dlesmandiged servicksStrdserinaidentsehemabQonisshewn.

The.anaged serviges INGident sehema. 005,008 EXAMRIE Qf N

im%lery_entz;}tion otf the s,ervitce incident partion 420, The managed services
SerIBe D BiREIEEI B ARG b SR EhiBE SIS torh et iatritgeagr D
Malhageraen e gsktifiorééentifying the managed service provider. Ifan 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.



(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 30Service Incident
object describe various events that occur for a service incident. More
specifically, the managed services service incident schema 500 sets :forth
a corres 0@9'”% rv;%aerlnu sa@%}%&gg 502 whic 41 |{1cludes a PRS
Address tag 5 ﬁﬂgh deSeBes Where The SelicdiseigaAc A 5 xSty
d|mﬁﬁw@%r@ééﬁn,sawagsﬁéfméﬁéwb@ét@pwg@aﬂmf@wéaeﬁ bes
thevorgatigatienand personcirondthebeystemenvwhetssthe aubject of the

se@ﬁ@%&%&%@?ﬁ%@rwmﬂ&\a%r @Qoﬁg"aﬁizmga&ea%gb eSiNg.

organlzatlons and person from the manage Service provider wno IS

haﬁ‘ifﬁ?ﬁﬁefﬁ@?ﬁﬁ%g FEPAT5HCA RS S HREEIRU LT 87 B8 R8st ribes
thevproblererifos threosanietomrcidemnts A coordingtoathe RMIFpspetifieation,

PRSustandsifonRiehlen Bﬁgom@&ﬁéaﬁm@ }ikheMBaseemicgincident
ta 5%? al?o Cslgrgle(lg 1%C:1L eat IE cor th{g P E:Shfic\ﬁpc) IIQIQS stands
I

aggregates in ormatlon an e reso ion é service

in %ﬁ%@%%ﬁ@@ﬁl&ﬁﬁf@ﬂéﬁfﬂ&rﬁhiwmé@ﬁq@swamlmqmmdwe
1052@113 S uGamment dypenp2djh MEdnfesmationyped24 radviSok reblem

pgm‘%?e% HMRPIYGEI RS 3ef s%ﬂglgtd\ﬂﬁlul%f%/%%%&%t%%s .The

IMACD type 530 indicates whether E:-&uest Is an‘installation,

mow R BRRAAYE VP eiSPUBR TREGSE * MY oAl (5t tals set
fortiS theo8: (@erficeindiléntitagyd02 1R ehddeda lnalityyof 1aQ Elements.

Morgs spesificaly theiMR.eeMicalneident iagio02 nciides marrvigeType

1stag, Iemenglgnospesrgown) which sets forth the type of service incident, a
Curre Statue a element (not shown), which sets forth a current status

o e seeRagnEEn, A sy demey L oge e

severlty O? ?he service Iin
pridtpeY Héaeraesnts: M&ﬁ@%@ﬁﬁé@%ﬁ%ﬂﬁﬁ%h?&?%ﬁ f67 thdudes
docusnent Mpnagemest tfﬁnﬁﬁ@ﬂ@ﬁviﬁ@s&fﬁor&&ﬂéi@@m6@&5@&&:@@1&@'50

Inc@gﬁaﬁﬁqyge%%@a%ttag%owm%@tﬁorm%%ﬁnaen ﬂ%@gi%%{cfeor

the incident assi the requester, a 2 ProwderCase

20 hiBABPOVIGEs %Fﬁ% &éf?a%tnﬁﬁgh f&?stf?étﬁﬁ%?a&wasa&féarwetH@ldent a
prokigety & iRegurestehidgdddrtiviich proyideseanoidigy e idtentifiemaighe

reqaaa&%{ w}gamgt@&imh@desem%&agg%ﬁmmmm@fpmgs a unique

LAl YIS S BRI R ERMMERL B2 4 Whieh Provides
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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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. 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
Managegu?nt Tas Fglré: gn% 5rServ ice. Iagglggggr§9eccllflcatlgn TE}%
managed Servi &5 spa ma 600 is Use ya SErVIce pi provider to
ins;tahﬁateTéﬁ@@%ﬁgﬁﬁuﬁeavai@sgmeﬁ%ﬁ@@@ﬁ Y thecnsarayes detvices
pravigdenciheingtaptiatec regueshistan objethe mankhel dispadchigahama
600.1acludes.a % isealch. 30 SRz MAIRARGlARRE CopielRalA A0

10, a RequestData tag 612 and an OrderData ta

10?36%&%5’5&6&&%&%106 ﬂ%lJd’éé“ﬁ?f’c%ﬁ‘?]é“i‘i&‘r‘iefo‘iiﬁag?ﬁ|w‘fﬁﬁﬁﬁ8odf’s‘bg§?&¥
reguestcdiveviRe; quastDiéta tad BhRiinclisdgshinforrsatidr fomideatifyingsthe

requaster. afithesdispatehdhisdnfaimation includes a unique system
identifier provided by the manufacturer of the system for which die service

is to be pﬂé%&%%&&%%@@ =a0vice Tag M@%@gﬁdy%@mﬁms@@
Serwee %g 0. he @) erDag);lL agﬁ?lf% ludes Motmatlon about
iS

paﬁgnlie? & HISPATER Fres ‘ema 650 may also

10 op@@nﬁﬂ%ﬁ@m@ %W@@ﬁemﬂa@am@f@lhéwnﬁywa@ﬁ fireriespfeirmation
reg&r@jmdh@tﬁgasg mémﬁ&helﬂﬁmtﬁhféequﬁs’yﬂm@dbspad@h schema 600

al?9, opfionally Ine H%%lé&‘efésé%&égy nat ﬁ'&%%@)ﬁ’%’@%@d‘%'%@es

mforrﬁatlon regarding the asset for which the d Ispatch is requésted. This

20iAHHIEEHER Fhiky TR R RACETG 558 %%@é%%% PH8 SHEe
asSegidentificatiodehformatiofecsvictT as tane20r Thoe¢tthe aeseity,ipe, the

152SSRLAG, ﬁﬁﬁxﬁ%a&%ﬂ@éa@&'%%ﬁg%@t@%&@@ke the asset model, the
asset line of business, the warranty of the asset and the warranty period

of the assgf, f; &g&%ﬁ'&geﬁga%wwa@o hirck diagram. o anagedservices
dlspatch reply 25 schema 700 is shown. The dls%aatgh rep ZHC ema 700

inciliggs) aYV ) gﬁ%@ﬁ%ﬁ@%éﬁ%@f%ﬁéﬁ%% B8 Y TTEALEBShTY Se
tagditach SendelDaga e 2pioMés seeContkoiN tmber tegp F14hiahd an
Errgrivessagsda:gn/ b dihedld ansactiQmkyRe: dispatch is requested. This

20  information may include the service tag of the asset as well as other asset

wn

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 kschema 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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tag 710 identifies whether to forward a dispatch request or to cancel the
dispatch request. The SenderID tag 712 provides a customer identifier.
The 30MessageControlINumber tag 714 provides a customer a unique
identifier or the 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 5the managed
services prowgr%g (o} rowdeﬁn%oin stﬁtus of a. d|s atc %%uest to a

cuStBIEr RS Ea S VRS BiS St A aKa 4 sc ema gotifictudes a

MScPistaptchStatus tag 802 which includes a TransactionType tag 810, a

PSNumber tag 812, an ExchangeOrderNumber tag 814, a QueueDate tag

816, a Medgsage ©dngrotNuntesk ige 8180 Serided Briagy 8Iaptsttus

M%@ﬁ&ﬂ@Sﬁ@Qs&R&mM&&M@%S@@%&@Qd&E%&U&Méﬂ%@%@o&ﬁ&ﬂl@%age

taqh830 aT NMessagqi% 3 g 832 nd a REJMes§agdeS agh 3 4 st toThe
e

Trancsactlal n frgcteg ! Atifies whether aheS transaction 1S a d|56atch

refyeerst & %ﬁ@%%ﬁ&t&ﬁ%éfﬁ&éﬁ@ﬁésp%mﬁﬂ%éw%mz identifies
thevrRanagedhS envices Jofovider idispatchlnusatienThhetag 810, a PSNumber

ExghangeQederNumbariag. 814 indicates anphrexghange munber for a
part that was re}ﬁlaced The QueueDate ta: 816 |dent|f|es the date and

tlm%leéf%eg?ﬂ‘t@ PV (R8st b P AR SHER PPRE RS SERRH IRt MBET tag
1081 ¥prergides AT hstomeruddguBStertifie o the ?@@Maﬁ@ﬁéhd@m
tagr20ipreidgssthe customer identifier. The Message tag 822 includes
one of three submessages. The FSMessage tag 830 provides a status
messagexﬁse@anm%&l@%blm%ag@ﬁa@s&&%mqma&?&ﬁaﬂ&a@&i@gh@ﬂstory
message area. The REJMessag roVvi iS h reject
i e it S U e
ser@ﬂefecmaméhﬁwla?é%me%?@%@éﬁééﬂv% @%%‘%éﬁ%‘i@s an
15managingesamieekrl:0Ruprmtidesrepprory heteetDausterher sid3diante

third, party &6 \é@t%el%‘?é’ idle Eéqﬁréls%ﬁ’ LRI SEIVIGE IRGILRRLARNTALS, Al

messages are sent to the mana}ge services provider and then redirected
to tRE ifEaRed P pIENALC BT s R A i dRn BIEUMBERZY  For
examplessraferritgito BegtferPAe dewstortneP2L30csantdsna Sehvice incident
documentdedhemmenages ser/icesrudesd00-dha.managad services
2 O"I?/V\{Jégr% ssaéyl SCJ‘ZJ' ter{)m eseg ttrgnvq\g’c] 1%@1 H?SI{ %gg a§§ g\r/ége roﬁgﬁc:sl's]éget
tag 834 provides a d1spatch 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 contenfs 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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30based 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 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_ServiceReqgeustor tag). The managed services provider then
forwards the 5document to the appropriate customer 130. Other
EmBodRlieserg Bttt nianksis e aepted 16 shdinemise
advantagdscmentiondd asnaei ssvotirensiitheréht thereinl SWhile thevider
presenhinvaptionhas beendrpiciads deserbed. andds dglined.by
refiRnce fo particular.emiodiments of tne.Inventian, 10such eferences
do notﬂmpfy aﬁmtatlo e invention, and no selrjc Tlimitation 1$ to be
|nfé1ﬂ‘é16“311*’r¥%ti’r?\i’é’ﬁfﬂﬁﬁgi§ 6‘&%?)‘1@169 considerable modification, alteration,
and equwalents in form and function, as will occur to those ordinarily
skilled in-2R&!pe &%t&. The depicted and described embodiments arc
examples only, and are not exhaustive of the scope of the invention.
15For ex&ipplescihergiiooe igisdiake g mbditentsdnelsd esoitwdre
modlelles shatsperéannicestaintasks. Phe-sofiwaremedidgseissussed
herginfmay elvdssRErAl- baldl. o e exacuApie lies, T e spftware
modules may be stored on a machine- reaéa e or computer- readable
Ostoradd TREarH S BN RS iKY en Sorage o virroueeh iaiotinge
softwarterrib dilles yandocdr damble vithnsideersibodiditent of theritivention 20
may;bemaonetiaflepnydisks.haid disks, pQrtigal disesflch @s

CD-ROMs or C Iﬁs for example A storage device used for storing
iR AP S O Rard ArR S A s S AL P AR B Rife SAPB oAt B the
|nvé<PFtFéfhaPﬁ%1‘jf af%eumw@ fswmsitonductor- based memory, which may
be permanently, removably or remotely coupled to a

PmicroproéessemmerionpeystsssSEhasbtidenmodutésioraivhec stodedswithin
a cmm%r&%sy&@nnmmwayetﬁda@m&gm&@sgt@h@%pﬁﬁr&m@m&

Perform e fun & Qﬁsb? dulgwggher el vg&ogj pes ?nc
computer-readable storage media may be useéntg store the modt

disEtideia %é?grﬁutﬂdafﬂa%aﬁw%@édgmw Asth el exiviet rdieengh @eélmat
thewseparationoidimationatitysintecmaddes/is farilusiiative PEIe6eSon

zﬁlt%wyycgmango may merge the functiooality f pulinle megyles

into_a 30single mo r may impose an alternate decomposition of

e device
fun |bnaf”t( (ﬁlef‘h é dsu?é¥ 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
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For example, a software module for calling sub-modules may be
decomposed so that 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. MCS1A,P 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
cuStBhTer M P SRR E STPEB B AN R ETAGER! rsHAGE Wit third
partydé&rvice provider via the service collaboration manager; and
reducing services to be perfotined into discrete, repeatable tasks that can
be assigheddoortidistkbutediemrongndltipbe servitenproyitiessirthereby
maxipizing.aspnaberohservics RIovider sapdidaterbyddentifyipga
lowest common denominator of tasks. 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.

-14-



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 i gLLP
routing messages to and from the third party service provider. 6. The

method of claim 1 further comprising: assigning the discrete repeatable

tasks amon multbif e service providers. 7. The method of claim 1 further
c@ﬂﬁglﬁ LAIMEDRJS; p supporting a diversified set of service
suppliers to service a particular customer by identifying repeatable

services and tasks within the managed service provider. 8. The method of
claim 1 Wwhereif! memﬂ%?&ﬁééﬁé?@%ﬁﬁ§éﬁ%?§§ prowsimiagngnaged service
whethes topeifeinga particular task within the managed service provider

or to perform the particular task via the thjrd party service provider.. 9. The
method 3P SRR 1 HEPRIRe 5 A1SE R L H AL ERUIS EalRBiianananacer
respectivecsaovigevoithectsrvi@. cihemethadief alaimaclcirthercRmprising:;
assigningtép'rd. ag}t\y eryice providers.on a transaction basis, the

S5 olrtreasggﬁ% GG TR LTS Fo et TS ARk SO laboration

transaction Basis ¢
manager; and

reducing services to be performed into discrete, repeatable tasks that can be
assigned to or distributed among multiple service providers, thereby maximizing a

number of service provider candidates by identifying a lowest common denominator of

tasks.

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:

assigning the discrete repeatable tasks among multiple service providers.

7. The method of claim [ further comprising:
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11. The method of claim | wherein: the interfacing with the service

customer includes a plurality of parallel workstreams. 12. The method of

claim 1 wherein: the interfacing with the third party service provider MCSLLP
includes a plurality of parallel workstream s. 13. The method of claim 1

further comprising: coordinating work across multiple third party service

providers via the service collaboration manager. 14,The method of claim

13 whereirertingthe it dRmhtiie WS SE D8 HREHIBIS BERs CPPHOvitEr§ustomer
BQQM%ﬁRW&@@gewimfh%dptugﬁﬁtwmimm PRty ServigeipEQridatsr.

via a plurality of parallel workstreams. 15. The method of claim 13
wherein: the coordinating work across multiple third party service

providgrs is baged,upeQ arthischparyhsesvice provider determinator. 16.
The method of claim 15 wherein: the third Ear% )?}erviceg)%ovider Gieular task
detenripafbi-EREas i f9a81S e 61 EBNAES BoVIlErEdSPEeRyide! particuiar tas

ervice
Rigvidel-asagianhiclocatipnyisericeopsanider skilpselcsarvicd piovidethird party
technician availability, service provider ranking, service provider quality

AU Bt preference. 17. An apparatus for dis-aggregating

services provided by a managed service provider comprising: means

for providing the managed service provider with a service collaboration
manag%r;The I’?ﬁg%o?oquﬁf%%%gwnh a service customer via the service

collabaratigpomanagesiable tasks correspond to respective service objects.

10.  The method of claim 1 further comprising:
assigning third party service providers on a transaction basis, the transaction

basis corresponding to the discrete repeatable tasks.

11.  The method of claim 1 wherein:
the interfacing with the service customer includes a plurality of parallel

workstreams.

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

parallel workstreams.

13. The method of claim 1 further comprising:

coordinating work across multiple third party service providers via the service

collaboration manager.
14. The method of claim 13 wherein:

the coordinating work across multiple service providers includes communicating

with the plurality of third party service providers via a plurality of parallel workstreams.
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means for interfacing with a third party service provider via the service
collaboration manager; and means for reducing services to he
performed into discrete, repeatable tasks that can be assigned to or
distributed among multiple service providers, thereby maximizing a
number ofservice provider candidates by identifying a lowest common
denominator of tasks. 18,The apparatus of claim 17 wherein: the

interfadifg with's B&ied udtdmer i¥ Vel defined interface. 19.The
apparatusebeiaintidd whereiloss mthepreaans forinteiacingrwithcassendsl upon
customer includes means for routing messages to and from the service
RUESHRATLY S8V PRSI AAGE SR 17 wherein: the means fin-

interfacing with a third party service provider is via a well defined interface.

21. The apparatus of claim.17 wherein: . the means for interfacing with

a third party s i&eﬁ}%%%}e ﬁﬁ@l&ée ?}%fggﬁs for routing messages to and
from thedhirddpaityy Service provigterde22migoapperalesaol elsiond bf service
further com r‘isin%: m&ans for a})}?g%?gg the discrete re Cieat b\f tasks .
BIRONG it SERAER ATV RIER 22 & SPp AFALS &f Chai 17 fuitther ™' C
pRIVRKSiaghniciameansutdli sypporitog@diversifiethgeiof Rerpiceiguppligisy and
to service a particular customer by identifying repeatable services and
ESINHRIS %nﬁ?anaged service provider. 24. The apparatus of claim 17
wherein:

MCSLLP

17.  Anapparatus 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; and

means for reducing services to be performed into discrete, repeatable tasks that
can be assigned to or distributed among multiple service providers, thereby maximizing
a number of service provider candidates by identifying a lowest common denominator

of tasks.

18.  The apparatus of claim 17 wherein:

the interfacing with a service customer is via a well defined interface.
19. The apparatus of claim 17 wherein:

the means for interfacing with a service customer includes means for routing

messages to and from the service customer.
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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. 25. The ~ MCSLLP
apparatus of claim 17 wherein: the discrete repeatable tasks correspond

to respective service objects. 26,The apparatus of claim 17 further

comprising: means for assigning third party service providers on a
transa@fon badis theEHEAEGHHBALISESHFE ponding to the discrete

fepeat@té%@ﬁlﬁ&?ﬁé}%%%&%& ofi L dehhEseirvIME 19 WialaRvell defined

the means for interfacing with the service customer includes a plurality of
@é‘?ﬁﬁé?werkstreams. 28. The apparatus of claim 17 wherein: the
means for interfacing with the third party service provider includes a
pluralité of parallel workstreams. 29. The apparatus of claim 17 further

compriding: I DAREREHYF Qb6HMatihg NETacross multiple third party

servicerauagl soiatberashvicdeallaheratinn seanagerodller igludes means for
apparatus of claim 29 wherein: the means for coprdinating work

ERHARE TSRS SR RRE VBVl iR AR SRS R8P S mmunicating with
the plurality of third party service providers via a plurality of parallel
workstreams. 31. The apparat S.ofqi im 29 wherein: ~ We means for
coordirating WOkREFGa ?Tﬂﬁﬁ Hi ?ng}?f/%oerﬁﬁg Broviders is based
upon arhires Fartyssenice peavidesdetponitaéansks among multiple service

providers.

23.  The apparatus of claim 17 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.

24.  The apparatus of claim 17 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.

25.  The apparatus of claim 17 wherein:

the discrete repeatable tasks correspond to respective service objects.
26.  The apparatus of claim 17 further comprising:
means for assigning third party service providers on a transaction basis, the

transaction basis corresponding to the discrete repeatable tasks.

27.  The apparatus of claim 17 wherein:
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32. The apparatus ofclaim 31 wherein: the third party service provider
detenninator includes at least one of service provider cost, service MCSLLP
provider geographic location, service provider skill set, service provider o
technician availability, service provider ranking, service provider quality

and customer preference.

the means for interfacing with the service customer includes a plurality of

parallel workstreams.

28. The apparatus of claim 17 wherein:
the means for interfacing with the third party service provider includes a

plurality of parallel workstreams.

29.  The apparatus of claim 17 further comprising:
means for coordinating work across multiple third party service providers via the

service collaboration manager.

30. The apparatus of claim 29 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.

31.  The apparatus of claim 29 wherein:
the means for coordinating work across multiple third party service providers is

based upon a third party service provider determinator.

32. The apparatus of claim 31 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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