30 JUN2004 | NFORMATI ON PROCESSI NG APPARATUS HAVI NG REPLY PRI ORI TY. AND
METHOD THEREOF BACKGROUND OF THE INVENTION 5 1. Field of th§ fnd&iNi 2004
This invention relates to an informati on processing apparatus for replying
to inquiries fromcustoners in accordance with the reply priority assigned
to each of the inquiries and nmethod thereof. Further this invention

relates to a recordi ng nmedi um r eadabl e‘%ﬁi}a conput er Eparat us and recorded

a 10 conput er pHIGPEMABIONZRQCRESEYE AHRARA TP HAYING BEREEPRIARITE Vi ng

reply priority. 2. Description aiND MEREOT THENROFN recent years, various
peopl e becone to use information termnals or personal conmputers owi ng to
t he remar kabl e devel opnent of the information 15 processing industry

field. As many peopl e beconeBAEKGHIHNS QEEERS Whrs like this, many
i nqui ri es about B‘n&dlaft}mri[slv@ﬁn&zhe per sonal conputers are done to support

centers of conput erT}P’g é,gnﬁ{m CRIRYL &, 3 Hr?gxrlﬁ?glér? %o?e‘égfn%ngé?%%t%%&eﬁ oper

per sonal conput tion, even exper
ask to these § E&gt toc EPEHFIES | fFPIBr‘H@FOW‘%beWe&RC%ﬂ?n@r Bl ke rﬂl!)lyubﬁﬁﬂty
devel opnent ohssgmplitesachysit thininttiriésenrslupptiidd tenter , Favhbr $Risvineentien t ake

care of inqui félg%s'tgﬁlrﬁgdraﬁl Iﬁla&h%ré(adg tl:lgrea %ﬁ#%ﬁ?%ﬁ%uggﬂl@feac ll'c%rdOdUCt S

such as pﬁ sonal nput er s 3 starte pri or
of replyi @ t@%&%ﬁqupﬁa@r% RSP Sdlﬁétlaﬁ%fnsatw P@cwéwwgwbﬁb
of tel ephone piip@ty. has.to be increased 25 depending on the priority for the

I nqui ry. Namepy, Dg&ggﬁm&h@m{ﬁp&xﬂstuffs Is changed in accordance with
the reply pI’IOI’Ity '

ui n upport cent Furt her t he
support center, IB&ﬁ%?”Sé’reﬁ?ﬁ Vﬁ¥’8fl ﬁ%@gjﬂg PP {9 use D’%F’BﬁE‘Pﬂ rt%‘ﬁﬂlllagi/o’é
primary repl |E¢r8(ﬂhﬁl gymiuyRys owingebofiaremankablee detedanmeptnuft the indainrd toal
know edgei1s s pcheiny apanggy fietdSuchs Gassy tl@rﬁe%oﬂfe t&l%pemw b¥rs8hsl 30

directly del |é/0§£ §Som§g1 Ser%‘a?ﬂdar gg%outﬁ&? ﬂgglpgrsgﬁ #‘f?énfg%ﬁ{ %nt s

replier (help \ he seco repI
of the inquirgte CBIFt tq ﬁ‘éPIPq?fé@IeNeé% o @omnét@u@ﬁbfets @éﬁ@@putarcab@an@rw%am by

year, and t he:rmmersrmahe@a;s@smeb@phmsprIﬂrad&mroapbmf emmmf cam@h@&
replying to agrggtélﬂ%uogér ablk %gg Qﬁusuogpg,efé&%% 5 TR0 of b}.-e*;si WS &S '“

such case Fngui T vere e secon ary Tep
wi t hout egpam‘t‘fé% Inpriend OBF‘PIH@PS?’C@&*EFPWM but the secondary replier aI so
has many hi gh techﬂjncthb supportrdeaser] euele péryicesw tdkatcart of Sngvipes Shélbh&idgor

the secondar 52l #16f (8 JuSfierk %ox el AIPHbELES such as personal computers are

started by priority with payment. In case of replying to such inquiries from the

customers by telephone, the number of telephone lines has to be increased

25  depending on the priority for the inquiry. Namely, the number of reply stuffs is

changed in accordance with the reply priority of the inquiry in the support

center. Further in the support center, in consideration of impossibility of

proper reply by a primary replier (help desk), a secondary replier having more

technical knowledge is to be prepared. In such case, contents of the inquiry are

30 directly delivered to the secondary replier after examined by the primary replier
(help desk), and the secondary replier takes care of the contents of the inguiry.

But the inquiries to the support center increase year by year, and there

are many cases where the primary replier cannot finish replying to all inquiries

timely due to excess amount of the inquiries. In such case, some inquiries are

35 also delivered to the secondary replier without examination by the primary

replier, but the secondary replier also has many high technical inquiries to reply

so that it is impossible for the secondary replier to reply to the inquiries

properly and quickly by only delivering such inquiries directly from the primary



properly and quickly by only delivering such inquiries directly fromthe

primary 1 30 JUN 2004 replier to the secondary replier w thoutg griggni
information. In other words the secondary replier does not urajD sﬁ!hﬁmﬂé

reply priority of the contents of the inquiry and accordingly, as the
result, the secondary replier does reply just in time series of the
i ncomng inquiries. The contents of the inquiry related to conplaints that

the secondary repli has to re y of ten inc]ude jnportant nd technically
Gifticult mfeRier o fie Secomdary & ﬂ%rpwllfgeuwrmgypm?p OFER3fiqne i ather SpOKdSat
if the replythossaonidary nepliari deestrat amderstend the neplly deiority sifathescontémsn dfhese

troubl es and eOfiRlullyHrl aRBFAHEL RS the TR e sELOMIRY r @i %'é%ek Hihsn

Accordingly, .1n ordér g ﬁ overco bove menti oned | enmrs | S an
obj ect of thém FLEFefit ‘?/B}?Ppﬂﬂgﬂlbq%?%ose an information pr OCESSI ng
apparatus for replhengntants mduthei imguinyorelated ttonesmplamtacthot dia secandany

repl ydp“ ori Trépli?é}dhasrrﬁi ?ﬁﬂyt@f@é@@ﬁcluﬁé‘ rlﬁr@%rrtahh lafdl RYBAIChRP (I1Pﬁé\$l?§nét%r§
recordi ng ne m.rec ut er ramipn re orm a
Comput er Capp il e Semited o i BBy REBRERT 1Bl SEE sils fh pep
carrying out IBqiirics épep fpm@c@rsmh@des\/\xn@s’cak@pn epithasei wgubles andcenmaplaéEs wi t h
a first aspedbcdrhe tivee ednigleki on, there is provided an information
processi ng apparatus for replylng to an inquiry conprising: means for
storing reply priority |nformat|on assigned to each inquiry; and means
coupled to said reply priority HHE YYEYTHERNs for replying to
each of said i nquiAycdrdm(glmsndﬂlattomeﬂfomhd abepé ynemtioned pyoblemns,dt iedn on.

I'n accor dancgpjict Bfft‘hé‘f:?é)s@ﬂt ﬁﬁal%‘ﬁ%n% B oéen f*o%au&fﬂ @cesﬁng @wa{ﬂa%es an

i nf ormati on I‘OCE S n tric

transnittingf? Wﬁ 0i} ﬁ‘ﬂﬂp%t rB‘ﬁ‘ C‘%F et o IRP oprb%mé’o?ﬁﬁ ed
to said el ecmetsmd; tl@l@eoﬁ&w&er thisninyentien r@gtegatpoa rem:bodmgtm@dnum recorded

t her e-t hr oughittaacongRtyr smCRURJadableofoyd By caommpureatapgaraﬁ@g vwn&ehpr

Progie
o1 011ty ags onEgiPa beafia TR, BRcah ToCh B REH P Rektine o

sai d processi*if FBIEREMF ect ronic  device by way of said communicating
network. In accordance with a third aspect of the invention, there is

provided an inforppil@RidHceCRRE dNHrs? MIHED ofCARPINY S, there is provided an

information processing apparatus for replying to an inquiry comprising:

means for storing reply priority information assigned to each inquiry; and

means coupled to said reply priority information storing means for
replying to each of said inquiry in consideration of said reply priority
information.

In accordance with a second aspect of the invention, there is provided an
information processing system, comprising:

an electric device for transmitting/receiving information;

a communication network to be coupled to said electronic device for
communicating said information there-through; and

reply means coupled to said communication network for executing a
processing relating to said information based on reply priority assigned to said
information and for transmitting the result of said processing to said electronic
device by way of said communicating network.

In accordance with a third aspect of the invention, there is provided an
information processing system, comprising;

a communication network to be coupled to said electronic device for
communicating said information from said electronic device;
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a comuni cation network to be coupled to said electronic device for

comuni cating said information fromsaid electronic device; 2 3 0 JUN 2004
a first reply neans coupled to said network for executing a pigfesHiNo2004
relating to said informati on based on reply priority assigned to said
information and for transmtting the result of said processing to said

el ectronic device by way of said comrunicating network; and a second reply

means coupled to said first reply nmeans for ,processing sai.d i nformation
transferred from s%tif’g'St_f ¥op n?eé"gﬁ foﬁﬁgﬁstoaﬁ’dd fnﬁw?"j‘af%@'f RCCPHRE @nprocessing
processed r egelating 4o saiddinfonnsationelprispd omaneply prioritcassignedetovaiaichirfofmatiarh
aspect of then{TyeRth@Rittid'Bearebisit BF MU PescedsingRb RO JidtrdHiOa8Pict BY way

i nformation %?ﬁélﬁ%ﬂﬁ&%fﬁ%%%ﬁ%ﬁ@ﬁ%;pr' sing the steps of: storingTreply

priority infornation n inquiry assigned to each inquiry
at every time whend éaeandorepty dngangsoupladsta saidi %‘;@a;re@lmnﬁ@rm farnprocessingh of
t he inquiry isaiddafisndeioattrasiated fronr eyid Yirstrieplyi tngand mdforatargferviignhesi d
inquiry is r??%‘\;eﬁ%ﬁregﬁ'lt?&gﬂﬁqﬁg% gﬁllé g fifth aspect of the invention,

i ded an or Pecardin

there is pro I n mat |, on rdin iumrecorded wth a, program
readabl e by a conp ‘P«?F?Ordg%‘?‘?jwbt?‘obf%ﬁ%c Fgf ﬂbe {Wénté?‘ép@e’@f 1sqrgvided & epl y
priority inforethed dor processigpinfongatian having quiority @escept edntprisimptie stepsui ry
at every tinmgfwhen each of the inquiry is received; and replying to each of
said inquiry in CO%S}id rratli on. of.t tgn reﬂl(}/ ﬁri orityy. itnf ormat i.on _when said
Cnaui ry 1S 1 ecel veloinR Rl AP pAtion foom reifing 0,8h diauiry, adtigned,
there is prol® geeh BMuiny#t evagt (181 Whemswsh of Hig inadiryis fisecivednand tting a
conput er program haypiyigg tbusaehi ehtieoinqRity id @ohsitieraiiini 6N thé heplgopmotisr
program execyf@s. tie, sk sai‘afin%lﬁl;ﬂrslré&i‘%ﬂt 30 JUN 2004 priority information
ne

upon replying to the informati g éhg 0. each inforgati,on at, every
time when each of heCIORFAACRaVIRA NEDRASRESt ofhther ByPRtion there BauRvisedaie
i nf or mat i on infoonagonl eecatrdiog ndéditimerepoidediwigh anfrogrant readablechy & kemputer,

i nformation Qg@Wregrat O6if: igihgghysteggggr ding to the construction of this

i nventi on as descr $ d ove, the fepl riority information storing, neans
stores informati _ongt Ig?%fr?a 6pr10r1 mfrorrgat%tp upon replying to an inquiry asmgnecpto

each inquiry at every time when each of the inquiry is received; and

replying to each of said inquiry in consideration of the reply priority
information when said inquiry is received.

In accordance with a sixth aspect of the invention, there is provided an
information transmitting medium for transmitting a computer program having
function to reply to information, the computer program executes the steps
of: storing
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to reply priority upon reply corresponding to each of an inquiry froma
custoner. \Wen the custoner inquires to the help desk, the reply neans
replies to the inquiry fromthe custoner in consi derati on 08 gthNpZQ[]lr
priority assigned to the 10 inquiry. Accordingly, the reply to the custoner
i s done based on not in the inquiring order but based on the reply
priority to be set to each of the inquiry. On this account if the reply
priority is prSpsipy afermagon hepamgaprlne dai the andromtinge estigped; tios eatlmay's
possi bl e to thefetsitionet ewhy fikkeshdnich g thd hfornkatidh@rdone VAt ﬂefpl}aﬂg to

I nqui ry from ¢ @ﬁl%‘[‘%ﬁg {o%ﬁaﬁtlbﬂ%ﬁ’ b Pelja@%ﬁlorfyt abr]%{'%tﬁ 1n?0rma.% O§,l ‘ggcﬁjﬁ%e

reply is done g{g}g e reply pri nqui'r
priority infor Tn@ﬁméltoé?‘}rﬁg means. BRI EF DESCRI PTION OF THE DRAWNGS I n

the acconpanyi ng drAwdondisigly?@cdording to ithe ongtaixbiod iofells i8¥erRionyst (ﬂﬁhrlbed
configuration jaf,f Qﬁﬁ ]%Wgﬂ}orltg @gﬁ%h%n DG #édfaggngsﬁ?g@%% ?r?a o%nrer[l Wor K;
(0] to

Fig. 2 is a gene uratiqQn
a hel p desk sﬁgf%rﬂv Péloé’éwﬁ%F%P ¥é?}F§/SP§9§{D§rFP§ﬁ8h af %Wlé’r P at‘-‘h‘é omer
customer; 25 Men 8hé sustosef tinguiecscanthieghelatdesh, flor rdpie helng 1@pBks sy sliem

and the secomly ] t’heséﬁ%hﬁﬂéf A BrSMBRAId, GAREGEp) rgrgom% dsSi ﬂe& Lo
chart sho erat I,on de ystem and % g ary repel y
system i n ‘E‘Bﬁf d%cﬁ?rglﬂnglﬁnﬁ‘eﬁe ly 50 |t]§e &u?)tPB’(,eésl§| ec}??ﬁﬁ PR oW HE t he

oper ati on of umralltvelgpard@skut meéymttémrap]d' mieityeodredsatyto reph yf thesingniryn a
support centepn Eiﬁ§%l:é°ﬂt%'tﬁ§ rJIh'E &%ﬁ?%@oﬂ%@éﬁ%‘éﬁ@nﬁ%yf ehicﬁvax{ag s

one of suitable enbodi nven si fable and
techni cal resPFIReEi BRaY aﬂFeSlﬁaé’tQ’e%oss%’:'J ®h SEBT)tSm(?F gﬁf’smag?f A% SRERER i s
not linmted t urtheseeveont agmmmlrsoﬁfoslothle@mgtoasertlhememrtgnhmquarmqmcbrandu n

particul anst Oaﬁé(ﬂldte trBh 1y ik MeRBlonBN b Retthey £ 1M REiodity GEEER dydihef fhd S @

construction repl system constituted based on a network
system 10 i nc?Ilgﬁ?Pé 'ﬁm?% dgtgﬁngys %M 1 of this invention. 3 30 JUN 2004

The network system 10 in F|g | is one exanple of the configuration that a
custoner 5 does an inqui I BRIG FADBSCRIBEHEN(QF THEE PRAPINGS) 11 through a

network 3, for exa @&% Alalg &y a custoner 5 nmay be asking to the
hel p desk 11 di rec;?y at sﬁ% %] cent or indirectly on the_tel ephone,
for 5 exaqlrpl e 1s one em odunent o a system configuration of the present

invention including a communication network;

Fig. 2 is a general hardware configuration of a computer system applied
to a help desk system, a secondary reply system and a computer of the
customer;

25 Fig. 8 is a software configuration for the help desk system and the
secondary reply system in a support center;

Fig. 4 is a flow chart showing operation of the help desk system and the
secondary reply system in a support center; and

Fig. 5 is a processing concept showing the operation of the help desk

30 system and the secondary reply system in a support center.

DESCRIPTION OF THE PREFERRED EMBODIEMENTS
The following is one of suitable embodiments of this invention, and
many desirable and technical restrictions are stated, but the scope of this
35 invention is not limited to these configuration so long as there is not a mention
in particular to limit this invention in the following discussion.
Fig. 11s a construction of an information reply system constituted based
on a network system 10 including a help desk system 1 of this invention.



For exanple, the network system 10 has nore than one conputer 7,

af ore-nenti oned network 3, the help desk system 1 and preferahl
secondary reply system 9. This hel p desk system 1l and the seSoﬂoquNrm%/

system9 constitute a support center 39, for exanple. 10 The each conputer
7 is a personal conputer as one exanple of an electronic device (or
apparatus) which the customer 5 uses. The electronic device (conputer 7)
nenti oned here has &h¢ nefatdrbsysterc bhireEig. f ds oieesenmo oktld: coafighedsn Gad t o

ngntect t;) t he Jflﬁalt@néﬁi'at(d&e}éséxerﬁh itPto tah BellpN@tkr Qf)truﬁ@ryt fﬂ%)hef’)om)‘i!ﬁﬁfugﬁ aln
addition to a of tware suc in

appl i cation 53? F‘g\/\%(ri{egs%c ﬁxgrsnp dﬁé’llt?m&gﬁ ?]\(Xk%)gu 8n%e?§5 élr?'ry aﬁ%‘l?%é‘éltb‘é
el ectroni ¢ maielp degdy 1d,dirgstly. atThesupnsrtosmters of éndirgnslysom thb delepkese, afor

i nqui ry abeut ekzﬂﬂpﬁii nct matter regarding the oper ation of his apparat us

to the support cent Our ere ar ura of cust

each havi ng possi blllslt afmoPlZcfg lﬁ e éig%tk Sgemyl%t ga J%%%rcfnec%)ﬁpeur e’?,gs The
contents of t# r?ﬁ’%ﬁﬂti’%e({ll‘f‘#ﬂ?%@l@ﬁ hefe Q@S{SS)St%FﬁdI @%preffﬁrr@ﬁhr@aﬁ@@dane
respectively déflfesyetein On EWey MelpudésknBrstém 1 and thbeset@ar@Seslyosststerdod be

done in tine sSAMBNGE, Q‘Bﬁ°@‘?°&%%§%f§’ﬁ?qﬁfeca| inquiries. The network 3

may be an_| nternet tranet Area 25 Network), for
exanpl e. e netV\/t)r']IlheSei1 CORRBET e 16 o PSFONEh SAVBRERT CRIPIE eixammple (i eathel p

desk system leknttonkedstmodasypareplsy wlyish efiteScushomergh asespr BHe tebdotionee
transm ssi on jifee (c-gﬁﬁ)u@@ﬁ %Enﬁoﬁéﬁi E&%Lﬂz{segfmlt%nttg cgﬁ‘n@c? lt@#u? netwark 3
conmuni cat e da i a%mad_& el ectronic &6 ces s%ﬁ; as co , ﬁ (11

desk system " 4 Eu ComRest yior sl feloyde @tm&na ?éP%%Yda[t“at &
conmmuni cat i oncor@putey i emﬁdéltmlnsm abvasik abftwarmsmheasjanfOS (@perating Bysedrpr k

3. The help dgs @p%ﬁ%&ﬁéﬂ |soft§1a§e GOBP Wesn QPRAAL LG wAFe 1B RAAIR! ¥nd @Qée&&‘er
(hel p desk) 1 t he IriCIUI ry fromthe customer 5. The hel p desk

system1 is aeecw?mcn%ayﬂ goﬁl?(aflg" ¥he custoner 5 who nmkes the i nquiry by
E-mail (El ectroni él‘h?aNSﬁomﬁbrﬁ &x anptreon [wha miakesedp ineeky speteindistinot

addition to thetRp rbgsidenhe Qne'i-ﬁﬁbﬁ\@f msoamgarramsf @rthter@@wttdehﬂg snd of
recel VI ng t h %0%!‘@ IJLG?I'G %.I'E‘, %%l%bgl Osfo%sg\amel r?mag%QOSSIQ]@l% OI‘ Igggp%r am

having a func U|r
i nst al | ed20 | ningMTy %é}ee Sm@rf» §@ﬂ€e\x/a$% &@gﬁ%h@wﬁ@q H@Wnélﬁlfqmlaftmn
replying to tRequestjuand thy impettadee 4redrébpdbiivedPAéffdrbat datadigsaisthd B €

program as ab&i’cﬁtﬁf%ﬂlﬁg%o@c{ nHP'BQQioﬂE 1ﬁ"t‘fﬂeas%gu&&@°df%8doc&ﬁ%§§e Sfottﬁe

menti oned | ater tware program
Inquiries.

The network 3 may be an Internet, an Intranet or a LAN (Local Area
25  Network), for example. The network 3 is connected to more than one computer
7, the help desk system 1 and the secondary reply system 9 through a
predetermined transmission line. The network 3 is required only to be able to
communicate data among electronic devices such as computers 7, the help desk
system 1 and the secondary reply system 9, and a wireless data communication

30 system is also available in stead of such wired network 3.
The help desk system 1 is a computer operated by the primary replier
(help desk) 11 to reply to the inquiry from the customer 5. The help desk
system 1 1s a system to reply to the customer 5 who makes the inquiry by E-mail
(Electronic mail), for example. In this help desk system 1, in addition to the
35 basic OS, a software program for transmitting and receiving the E-mail, a
database software program and a software program having a function for
replying to the inquiry from the customer 5 are installed. In this case, the
software program having the function for replying to the inquiry may include



function for replying to the inquiry is a software programfor controlling
an operation of the help desk system 1, for exanple. The heIELngnégyzﬂﬁgl
1 5replies to a nornmal inquiry fromthe custonmer 5 and when t f
the inquiry is technically difficult for solution at the help desk system
1, a notice for such difficult inquiry is transferred to the secondary
replier 13 of the secondar reply system9. In this case, the notice is

reported to tHee seéhg aripf{“@gpumrogaaan 9 PROYeWMadwned oy manegingysush ahe
hel p desk 11. appaatadi ngilys theheserandacy 14Rrr e€phé ebftddre dRoFRR YaPIRCEEE! Y

and quickly tg the, ﬂg%é\%lﬁé ‘BI Cu‘? ety ?ﬁrsoitv*# ﬁS%&ng%glpgoﬁ’grol?ﬁgtar{ he

revised reply priorit nt.ron
reply priorit rraﬁ‘PBr%‘i}Heo]helpsdqshc?yﬁEFé’a I, for weample. cd'heohdla deskoprtamtlo t he
secondary ¥ epltépdiest8 a horpaldintinog ffontithe casthentBand vitea ﬂh@quioblém dhehd epl y

priority nentj 1@%&%&1&1_#5(1 ﬁ%ﬁﬁ%ggg&gpﬁgﬁ? Iy, d H%B'dre}ék 's%tgﬁlnflt II’?CQ}.CE for

requested from eter u base

assigned to e @%ﬁ@wuweiﬁamrﬁgﬁréﬂﬁ%% sgeqnslsry r?i%lkférmd%f e %ﬁwn ary |
priority. A rrApdy fpstemed.t i Imgthisheaser g yotpriioregorted ® thesiegnaeldry oejlive Isel p
desk (primar YWEtﬁpi‘év@é&i ﬂe})ly p@for WL}?@ hEl@ed&@nifntﬁcc@%dm&i}etﬂeng&] ﬁ%efyr om

D or 1ty 1o PUFRT A GAn TP ORGPt ARt BHE ' e FURNBEPosbe GRFOperdas ghed

to respectivea@;glstimewiﬂltlba@edsedmemlh@rmmwtance of the contents of the
Ingwt Ly, the nu;rberA YartiBQdk " hRStdrOof %};@f&ﬁ%&%@rmlﬂw kNe ngﬁlyre;pﬂla yet,
an e necessi ui.ck response.o e._i.nqui e ary
reply system ?r\él%losnlssqa%u?ﬁ%tl ng ° Do t'r‘?gb infor g‘ dz‘é fﬁnélf*%ﬁ"éﬁ

t he secondar yirragslitier tq@le tomteris of shacimanayy prlrg,plwsxom ngentioned ddid i ason to
a basic SIB‘tV\@rngr&dCho agechn ik¥uir@linf@asdtion Feqissed® ok thd PreMtbih@qand
receiving t he fcﬂgéll aé@ﬁr&} %gtcu&?%ﬁeouirdt%r ¥s O@%'dytosxgéheipustoﬁ? Sy %nged

in order to SO ve an ore
difficult to SSPRRINERE HeB %rﬁrﬂy%yen HeTREH a“e%tkle qr Set%%@@e"ﬁalarmmrgm i er
13 30 recogniizessighedtigbhd hepskebigamyry e@lliersykt dfor@xtple, tthecentahss of

inquiries t hatthe 1ﬁﬁ1§n9?§o'n? Ec s@oﬁx@Pk%x‘QXX%ﬁﬁmﬁﬁJﬁéﬁ%ﬁ &éskvi tl[ﬁlest nglhce of

t he E-nmai | P sterH ess . 1o say
that suc hZOnot‘i Bt oo BiFrErRgd, op Bs eraﬁgfn qf. ﬁle oustamgr (RrigEity

di agr am showi a’sglgmé temaapﬁcavefcuatohmrom/éxaeed 35 thensipprencent gie tdraehial gf desk
system 1 in Fﬂh@ 1n31mr§e€}§é1ﬁﬁm§)gxe opg{q?ﬂﬁ@é td tﬁ@garﬁcﬁ@aﬁﬁmﬂf}aﬂaﬁ fegmea' yﬁﬁSt em

9 are al nost t sane (ga uctlo s.as . that of the help dés
system 1, so a( e%giatﬁ'l A PO SPOR L ﬁb‘ﬂﬂ%ﬁ? and the secondary
reply syst em9 ar el‘bm,tﬁb@dseawddmllseplyheyﬂﬁeﬂnw de sksyste éhatl iy wobking on a

25  computer operated by the secondary replier 13. In this secondary reply system

9, in addition to a basic software such as an OS, at least a software for

transmitting and receiving the E-mail is working. The secondary reply system

9 is arranged in order to solve and to reply to the contents of the inquiry that

are difficult to solve and to reply by the help desk 11. The secondary replier 13

' 80 recognizes through the secondary reply system 9 that there are inquiries that

are not able to reply by the help desk 11 via the notice of the E-mail from the

help desk system 1. Of course, it is needless to say that such notice may be
done by oral or other way. ‘

Fig. 2 is a block diagram showing one example of a hardware

35 construction of the help desk system 1 in Fig. 1. Because the computer 7 and

the secondary reply system 9 are almost the same hardware constructions as

that of the help desk system 1, so that the explanation of the computer 7 and the

secondary reply system 9 are omitted and only the help desk system 1 is
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the hel p desk system 1l and the secondary reply system9 in t 9?4
di scussion. For exanple, the help desk system 1l has a control sectlon

a display section 23, an input section 25, a storage section 29 and an IF
(I'nter-Face) section 31. 5 The control section 21 is connected to the

di splay section 23, the input section 25, the st orage section 29 and the
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t akes predet emEnieg asegirkingadreant thecontiol eettiohitts adstsonertking wiea df sactodf
registered i ”EM%B{& %éﬁt)foﬂe'af Ped g@&k&” h?é%ﬁlsw mnm%cﬁ@&%v‘in&ﬂ&eé ypport
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exampl o, 35 THEEH vp@%gil foo Selpafed Spyobbdr £ BROGTY PHERERD B G,

and replies @orepla priprityy sbtine seatiome 3¥epd yraply osdobipna$os tamde op adhetee,

for exanpbg. #h@nbRitter/receiver section 33. In the priority information table 15, a priority
information relating to the customer priority assigned to each of registered
customer and reply priority upon replying to the inquiry done by the customer 5
who takes predetermined registration are stored. The customer § who is not
registered in the priority information table 15 can not receive the support

30 service. The reply priority setting section 37 can set the reply priorities to
every inquiries based on the customer priority, and the priority information 15a
including the reply priorities is stored the priority information table 15. In
this case, the priority setting section 37 may set the reply priority to each of the
contents of the inquiry, for example.

35 The reply section 35 works by operation of the help desk 11, and replies
to the inguiry based on the reply priority as stated above, for example. To be
more concrete, the reply section 35 searches corresponding examples stored in
the inquiry information managing section 17 (to be explained later) based on



nore concrete, the reply section 35 searches correspondi ng exanpl es stored

in the inquiry information managi ng section 17 (to be expl agrﬁdgwm4
based on 6 30 JUN 2004 the contents of the inquiry as a searCh" key.

data transmtter/receiver section 33 includes the E-mail software, for
exanpl e, executes comuni cati ons between the inquiring customer 5 and
transmts thus_obtained reply to the custonmer 5. The network system 10 5

i ncl udi ng t he thergntaetoide tnawiny 452 semieh §av.ed as nmenti oned above, and
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inquiry step SLl SUCha 1BQULK LLOM ANE. QUSEOTRL, BIRY, DR IGRS, Y. q
t el ephone or di rec_ltnl y. atoa reception 'desk® of e support center 39’ ﬂ h the
hel p desk syseRarrtingt instrstigndiss difficuliethathes elnstron dawice obecomes hiduiry
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'g. % Lhe &r mareysrep 1er)sleiaiu% tgsthegl%ﬁculty of the inquiry. The customer 5 asks to
the help desk 11 by the E-mail, for example, at an inquiry step ST1. Such
25 inquiry from the customer 5 may be done by telephone or directly at a reception
desk of the support center 39.
In the help desk system 1, the help desk 11 searches the customer of the
inquiry in the priority information table 15, and judges if the customer 5 is a
registered customer in the priority information table 15 at a confirmation step
30 ST2. And if the customer is the registered customer, the registration of the
customer 5 is conﬁrmed and if it is not, the customer § is noticed that he or she
is not a registered customer and ask to register by taking a predetermined
registration procedure. As shown in Fig. 4, the help desk 11 searches the
inquiry information 17a stored in the inquiry information management section
35 17 with the contents of the inquiry from the customer 5 as a search key, and
further the help desk 11 registers such contents of the inquiry from the
customer 5 in the inquiry information 17a at search & adding step ST3. The

inquiry information management section 17 may consist of an intranet bulletin



inquiry information 17a stored in the inquiry informtion managenent
section 35 17 with the contents of the inquiry fromthe custon% (b HINe2004
search key, and further the help desk 11 registers such contents of the
inquiry fromthe custoner 5 in the inquiry information 17a at search &
adding step ST3. The inquiry information nmanagenent section 17 may
consist of an intranet bulletin 7 3 0 JUN 2004 board working in the
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25  calculation rule. As shown in Fig.4, each customer has own customer priority
point as stored in the priority information 15a. Suppose the customer is "A"
and " B" in Figs. 4 & 5 and both customers A and B ask the same contents of the
inquiry, for example. In this case the reply priority to the contents of this
inquiry is calculated as 0+1=1. In addition, the reply priority becomes 1+1=2 if,

30 for example, if those customer are "B" and " C*. Further in the case where the
same content of the inquiry are transmitted by customers "B", " C" and "D", and
received by the primary replier 11, the calculated reply priority becomes 4 by
the calculation 1+1+2=4.  Accordingly among three examples, the last case has
the highest reply priority and should be replied at first among three cases.

35 In a second example of the priority calculation rule, the reply priority is
changed in accordance with each priority assigned to each of the inquiry
information from a general customer or a specified customer and the order of
the same contents of the inquiry done to the support center 39.
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replier 13 i sthgspatents of the inquiry and the reply priority thereof) at a notlce step 5T4 1
the notice is necessary. The notice is done or is not done in the following
26 manner.
(1) The notice to the secondary replier 13 is necessary.
* When a new inquiry for the secondary replier 13 is done.
* When the customer 5 of higher priority asked the same ingquiry
which 1s not replied yet.
30 (2) The notice to the secondary replier 13 is not necessary.
*  When the reply priority for the inquiry does not change greatly as
a result that customer 5 having low customer priority newly does an
inquiry to the same inquiry already registered but not replied yet.
When the above described new inguiry is done, the help desk 11 writes
35 on the intranet bulletin board about the inquiry from the customer 5 and
notifies to the secondary replier 13 the calculated reply priority of the inquiry.
The secondary replier 13 who is informed the inquiry from the help desk 11
confirms the inquiry and prepares a reply to the inquiry at a confirmation &



* When the customer 5 of higher priority asked the same inquiry which is

not replied yet. 30 (2) The notice to the secondary replier Eal@n!lﬂw 2004
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done quickly and adequately. Of course the reply section 35 checks whether
the customer 5 of the inquiry is a registered customer in the priority

25 information table 15, and the reply is done only to the registered customer.

Further according to above described embodiment of the present
invention, the reply section 35 acquires the solution method stored in the
priority information table 15 when there occurs an inquiry from an arbitrary
customer. Then replies to the customer using thus acquired solution method.

30 Accordingly the any registered customer 5 can receive the proper reply that is
appropriate as well for the inquiry.

In addition, according to the above described embodiment of the present
invention, if the reply section 35 judges that a solution method for the inquiry
from the customer is not stored in the priority information table 15, the reply

35 priority of the inquiry from the customer 5§ is changed and thus revised reply
priority is notified to the secondary reply system 9 with the contents of the
inquiry by way of the reply section 35 and the data transmitter/receiver section
33 controlled by the reply section 35. Accordingly the secondary reply system 9

10
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contents of t herioyitsgto eachlepstwayerds; ande Iréep:jyli?(;ectl on 35 and :f_he dat%:;tr
transmtter/receiver)seggf d3sk st kol Led. by ke &%%R@& T
Accordi ngly thec se o%d%.ﬁﬁg%l%gggﬁﬁg} 0 1050 ?uﬁf% 6¥Orcgn re_pjfn _qa’l o y
wi th appropri at€°0rdEr “art €t° n PLge SyPhReYs P &p1RE SBFICLHIUST- t he
custoner 5. Accor di Hgcendingly the éebndeskrayeteni dnof the) prébentsuppdidn @entely 89
can reply {® t{IR ingGiH fonk M NEMEH S @Iy 2nd RpWobRQWily| NCreasing the
nunber of the help %esEhll b% 315|]g’rr31(|enﬁ cugtonfr%ﬁgr}/éor!t to e g:h ctustomar
5; and 2) The help desk &y¥f S cHyenpeRris; fat L pPi b1 RRPIpRRE as
inquiry in acesrdercde ahbth tFer ewarbple, dhe thedp cleskoliersg@adpi grpetftes sihwe
inquiry. Accomgufigl i_)!ifOrhfchQioﬁei'Ih desin AY IS theOhqtie iﬁﬁ&&%@hl@%{ﬁ{%ﬁ&% sn
reply to 10 t i r custoner_ 5. quic and appr.0 .
tho vay. thi s Feanrss 4 KARECT SYhARTIn P, bl BB AR SRR T b
above.  Forlo%xaitgRiarit Hetrituitpd fesdma or pR githerauptagester alrethis trse thahelprdesk
i nformation 17%ystmeumibgtregulanlyt digtritneithy hiely GldTeY ireflect® AgERRry Fabl ON
17 as a hel p fihhﬁirg',% Aot QW dgd fglll ﬁie Iﬁquﬁg‘éﬁdQ§Qﬁ§1§}b§g Ppﬁ{epsagzﬂel ﬁgew be 15
regularly distribu %gﬁto some or of “the customers, In thi's ca he
hel p desk system 1T1REFPEGaMAR FYcRirs the RiRrdyRdhnBIRRbeY pifimes fosthestme t he
history of t hginqilhﬂuhaybeseﬂad:tiedntormret}:djdgarfooitytfhzgséag}qhidsmgaﬂfb hélg fMenter of
imes for The eacibrebith TS ihRpres |%@L‘K@t“%é%%%'e%ﬁ%ﬁ%fﬁ‘bl Sodear cn
i mes for e sa i [ ] C
usi ng the hel ﬁoﬁﬁﬁj@%né.ﬂ%r?ét?ﬁ aﬁﬁ’ﬁ'é VR e&?’n"iﬁ;ﬂl}m’ﬁi‘:ﬁ? HeyaretEed as
a reference to coor §hmaregrpusheviog infuirpfreplyefunotionss Hasditmdeatovk engtaba
alignment in GéaRdGh SLRFEM AGon recording medium such as a flexible magnetic disc, a

CD (Compact Disc : trademark) or a DVD (Digital Versatile Disc). In addition,

25  the above mentioned program may be recorded in an information recording
medium installed in a computer as an electronic appliance connected to a
transmission medium (either cable or wireless) as a network, and the program

is downloaded to a computer as an electronic appliance of the customer through
the network.
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The programhaving inquiry reply function as descri bed above maybe stored
in an information recordi ng nedi um such as a flexible magnetic disc, a CD
(Conpact Disc : trademark) or a DVD (Digital Versatile Disc)d ﬂnJ&MZm@@
25 the above nentioned program nay be recorded in an information recordl ng
mediuminstalled in a conputer as an el ectronic appliance .connected to a
transm ssion nmedium (either cable or wirel ess) as a network, and the
program is d8Viatdadegmedis conputer as an el ectronic appliance of the
customer through the Aetineiihatibd SNAAO4pp s ifsr ¢batyiRAtd Sn Inqud¥y

i nformation PLAS lsigiin g apparatus for replying to an inquiry conprising:
nmeans for storlng reply fgriori.ty information assigned to each inquiry; 5
r

and means coupl ed tBCaH @r sEBIYE BNy mriopity ihbr paticorassigmeig enshrisqtioy;
replying t® eaghh of said inquiry in consideration of said reply priority

information. 2. An j r i r Q¢ Rals) S lained in ddaimil,
further 10 conpri sn:1 ér%n% grr%taprl]é?éguspﬁcg&% 1%_ g]gllglg%{ g%]?%m%‘r%?(ﬁ)r%?r)}ng nl;fl%?’lhsa?cfron
storing means*¥Peringskt t9oaly PR praBIY i tcensidprationgof rsaid perly audpitivon.
3. An infor nainfempiocessi ng apparatus as clainmed in aim1l, further

conprising: 15 neans Gq | i .0r I p and
new i nquiries together Q%ko?%a;tﬁ)gf@‘ogeosﬁﬁ% %Jﬁsgg%égg%gzlé%%eﬁééﬁlﬁgﬁilr @ﬁh}fr An
i nfor mat i bh pioGeR¥EPEg apparatus as claimed in Claim3, further

conprising: neans amgplsecbupbeds &b daidkpbply ppiiarityt ynibrhatiomtstoding togd dzg foreans

for 20 commupitGak by HRiosAY %o Eﬁﬁli}ﬂpﬁ‘@{’ %%?ece?ﬂgn.second reply neans,
wherei n when sai d i,nquyir. stored bu a

inquiry is not st 8r e ilﬁfoé%iag“lorﬁg’gggeéﬁ’&gﬁ@ﬁ/af%&ﬁ}apglaz%ﬁ}i’lﬂgﬂﬁ’jﬁgasf?"rl}E?é
reply prioritepofrorsiegie inquiry is revised to be higher value and thus
revised reply pri okidansicsuplé® td AATESHIROMESSBE dtos BN LAY WTBERSies
together wt '}oté‘t ing '{h\é'rs% @? i rgfornéaiil on processing ;ysFem conpri si ng:
an el ectronic device rof tlra%% I{ﬁ‘i r‘faflf é g?%}il(ﬁldryl’ nf or mat i on,;
4. An information processing apparatus as claimed in Claim 3, further
comprising: '
means coupled to said reply priority information storing means for
20 communicating to said replying means, and
second reply means, wherein
when said inquiry is already stored but the solution for said inquiry is
not stored in said past and new inquiry storing means, the reply priority for the
Inquiry is revised to be higher value and thus revised reply priority is
25  transferred to said second reply means together with the inquiry.
5. An information processing system, comprising:
an electronic device for transmitting/receiving information;
a communication network to be coupled to said electronic device for
communicating said information there-through; and
30 reply means coupled to said communication network for executing a
processing relating to said information based on reply priority assigned to said
information and for transmitting the result of said processing to said electronic
device by way of said communicating network. _
6. An information processing system as claimed in Claim 5, further
35 comprising: |
means coupled to said reply means for setting priority upon replying to a
received information. '
7. An information processing system as claimed in Claim 5, further
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a comuni cation network to be coupled to said electronic device for

comuni cating said information there-through; and 30 reply (b to
sai d communi cation network for executing a processing rel am@shﬁjwbﬁ II'

i nformati on based on reply priority assigned to said information and for
transmtting the result of said processing to said electronic device by
way of said communicating network. 6. An information processing system as
clainmed in C &mPEIS1Rgirt her 35 conprising: means coupled to said reply

means for setting peahb byuglpdt EARIEPHUnEHor ERERIVG M tidHs T Bl &geig%%l AN

i nformation prggessing systemas clained in Gaimb5, further 12 3

2004 conprising:  neans coupled to said reply nmeans for storing solutions
for the received i&fofhranfasmaten mecessing meteoreprlotmediimClaips the fuetber

cl ai ned i n5C abmpbisidgirt her 5 conprising: neans coupled to said reply
means for conmuni caj.i b drepl yi neaps, . wherein.when t.he solution
for said informati g]%e?lgs_ tﬁ%‘%ﬁ% gor 8%& I)r%p[]allrl RS FU BRI VRN & AP ing
reply priorit 9% VRe'sixf or mation is revised and thus revised 10 reply
priority is supplieehew tfiaisdldtﬁm YOrr@a_ﬁﬂlinfc'OQmaﬁﬂnii@fx_ﬁitrmbﬂe/@ninpéﬁﬁww
system conpr : I.C: [ L L1 nglr vl ng .
hormat i an S ramarag RE D oicRY 1. theckhARGH S b I Offiped
devi ce for¥ cOHMYRTIOELY AYSRRled tasBIdRePIOReA b m sai d el ectroni c device; 15
a first reply nmeans9.cupirdarhati@aptheasinvpsistdmy coaaiihg:ng a processi ng

retating to said i npaBkb R dBIRE Yodlah SRINLDELANILY 1 ASHhENGH (O sald

information and for transmtting the result o a processi'ng .tg said
el ectronic device Hy RN g‘e%’ﬁi ﬁ%ﬁP%@E§épvﬁ?ﬁ<ﬁ<;e?%€ﬁ@nac dewrshdos epl y
means coupl edcemmgmichting sstid idfpiyatieafonf grid pleogeskideygice20 sai d i nf ormati on

transferreg from saj drdd lre?ly iRBhY cFBABS t8RGid MtwlotRASN Slchfify ol PdSessing
processed res]lcjélgt.t 0.sai I nf or.mati O iingrocesm ng

system as cl al fied F 1 ﬁigiiﬁoé%t%§%é¥%%€g$pay éfgl&lﬁl BfiERct g Ormaliyut er
devi ce. 11. ARn{ A9roineasmodiiing Greerssiligofssadd precassing 40 waldl elact@ric Megice biyer ei n
way of said communicating network; and
a second reply means coupled to said first reply means for processing
20  said information transferred from said first reply means and for transferring
thus processed result to said first reply means.
10. An information processing system as claimed in Claim 9, wherein
said electronic device is a computer device.
11. An information processing system as claimed in Claim 9, wherein
25 said electronic device is a telephone device.
12.An information processing system as claimed in Claim 9, wherein
when said information is already received but is remained unsolved, the
reply priority for the information is revised to be higher value at said first reply
means.
30 13. Method for processing information having priority concept
corprising the steps of: .
storing reply priority information upon replying to an inquiry assigned
to each inguiry at every time when each of said inquiry is received; and
replying to each of said inquiry in consideration of said reply priority
35 information when said inquiry is received.
14. Method for processing information as claimed in Claim 13, further
comprising the step of:
setting said reply priority information upon replying to an inquiry by
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25 said electronic device is a tel ephone device. 12-An information

processing systemas clained in aim9, wherein when said infaq
al ready received but is remained unsolved, the reply priori t% :ﬂﬂheao[ﬁi

information is revised to be higher value at said first reply neans.

13. Method for processing information having priority concept conpr|5|ng
the steps of: storing reply priority information upon replying to an
inquiry assigned to each inquiry at every tinme when each of said inquiry
is received; and rppbyityngettingenednsof said inquiry in consideration of said

reply priority 35 ipf OM&hb{i"}ox‘r’]‘ﬁﬁJ& wlﬂtﬂﬂ%ﬁé’:} h§c{]a?§1§!i‘{ﬁ‘tlﬁ4n 14e o Of

processi ng |nf0rma.t|onhas C conpri'si-ng the step
of : setting 58‘?181”?1%‘58); DHFBPEty i nformation upon replying to an inquiry by
13 30 JUN 2004 pri ostotipngsehttiongnethads forkslvivg inpdry imra sloiies storigg means;

information as clai f@%ﬁ‘mh@ hd A laf‘torlft @l mf&%hoﬁ'v?ﬂeﬁﬁﬁ sh@RorPfor the

t | ut t t
evi 1 ng-he. HBBFARRGS fl?ﬁstpsﬁ P ﬁcFiﬂF ARSI ERERAY ABdsol uti onf or t he
information is not ¢owmadidating4p daidoeplyingymeans, whgreisans; and communi cati ng

to said replying ”Es"dié re\b‘ﬁ@ﬂ%ﬁlysﬁf@nfye\/d S@ShIIRPtY s#dl RpliMg BesisPR 84 tO
said replying Cﬁﬁﬁ’&i ; %} aj,d  cormuni cdtion step 16. An information
recordi ng medi Wt h a program readabl e by a conputer, said

program conpri si ng khe Agx dpsorgiationorpenydingpl pedinioriecgrdeds ovifiata oprogpamn
replying to areadableibyya mp@uee@mdﬁﬁog&ﬁh cofighuisirg thk siypeloy: tine when each of

said inquiry is recsetéyﬁg rF@i@rgpnér?@ %Tél%%a{t%%ﬁ%}l Pefﬁﬂilﬁh% a(ﬁjllcﬁﬂéjﬁ%y a@sulgned

consi der ati on of
recei ved. 17. 'pRag PH:Htait SHCIWéEBPH‘f ‘??ﬁ ﬁiuélsmﬁ‘i"é)’ HeFCrYed #dn 16, said

program further conepiyngdotdach stfespidbinguimt in ognssderatio pif sajal teply tpyiority
i nf or mati on upﬁ@rﬁgﬁbﬂmﬁntsgl@ﬁqhﬁgqé Fabeled, priori ty setting neans. 18. An

i nformati on recordi cla d p her
conprising the st epf)ig EKABH infordation recor(ghng mec?um as claimed in"Clatnd sa&i

program further comprising the step of:

setting said reply priority information upon replying to an inquiry by
priority setting means.

18. An information recording medium as claimed in Claim 16, said
program further comprising the step of:

storing priority information upon replying to an inquiry assigned to
each inquiry at every time when each of said inquiry is received; and

replying to each of said inquiry in consideration of said reply priority
information when said inquiry is received.

19. An information transmitting medium for transmitting a computer
program having function to reply to an information, said computer program
executes the steps of:

storing reply priority information upon replying to an inquiry assigned
to each inquiry at every time when each of said inquiry is received; and

replying to each of said inquiry in consideration of said reply priority
information when said inquiry is received.
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storing priority information upon replying to an inquiry asmggoﬂ e@
inquiry at every tine when each of said inquiry is received, JE’N ‘t

to each of said inqui ry in consideration of said reply priority

i nformati on when r Anlnforrratlontransmttlng
medi um for transim it H%"%ggé‘o%%b?'é? E?ﬁgggﬁ%@g EH&%‘%RL’EOP%‘MT% an
i nformation, said conputer tgéam executes t s of, storing reply

priority information upon repI AGRES (&ETI‘H@]QISQL %Eled to each inquiry
at every time when Aathc@inas;mdpﬂoaévsmyapmaageﬂoyedplyafgdto ixﬁﬁﬁ@iﬁf}gﬁbm gach

of said inquir ons rati sa Qr en
said inquiry i éséog%:egl ve &% (% ?l\‘fﬁ]g'{l\%ﬁp&l %@%ﬁs@dﬁl@ 5&%&%&[‘6@3 WHN@)EQEPLY
PRI ORI TY ANDiMETRHEE T HEREERNARFPRICTS (e TRty P $he CRUREY fAm; thecrstmesTis

pr ocessi ng sappahatnscdopdai@plith Abe k€plAPrioRdy bEsighedrm @ch@ﬁsﬁ@mmmyn The

accor dance w tl'Q?lgtﬂ’r?&Jitgv @he?e&i:&ﬁ%é‘ﬂ?% 3&‘8951;&518{ 5;18519}? an&e;lEH of the rHl&lEl t I on

processing appa cus

in accordance a\mitthetrmea,t%pym&ersfe?}teymgggygﬂ@alqeé wiselveds the |an| ry. The
reply priority is determ ned based on customer priority, contents of the
inquiry and tgwyJs epeat ed nunber of the inquiry remained unsolved. Fig. 4
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