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 f1on, even exper
ask to these § E&gt toc EPEHFIES | fFPIBr‘H@FOW‘%beWe&RC%ﬂ?n@r Bl ke rﬂl!)lyubﬁﬁﬂty

devel opnent ofssgmplteeeachys thninnirtdsearsiuppthidd tente , Fastir $kisvineentien 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 persona nput er s starte pri.or
of replyi ﬁé} tg)oxg}&%t}qupﬁa@'amg IO L sdﬁgtlBFFéFéatW P’éﬂc%iﬁh%éa"‘tnﬁereﬁbfm

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 hecflﬁtc&ﬁersrﬁi'ﬂhe&m%ﬂmeb@ph&&sprIﬂfad&'lti’oﬁpbirﬁ{ emmmf cam@h@&

eplying 1o alleilhGbioRs: abk 15 !hads, i PACERS. UAL. of pLAG JquiaAeS. |1

such case nqui ri Fvere 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 techﬂin(thb suppotitrdeaser} Suclepéryicesto tdkatcart of Snduipies $hélheirgor

the secondaryiepl b i dutflrerk fol fck-NGHELES ubk ggg@issé NG IEK! YreDY
only deliveri Qg.rteg%y Priors 11?}18 pa;lrnrleezgtt n carls%ngf repelyPng to such mgquiries 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



30 JUN 2004 replier to the secondary replier without priority information.
In other words the secondary replier does not understand the pl

priority of the contents of the inquiry and accordingly, as 31@ Pﬂé”l 2004
the secondary replier does reply just in tinme series of the incom ng

I nquiries. The contents of the inquiry related to conplaints that the
secondary replier has to reply often include inportant and technically
difficult matters that cannot be replied by the prinmary replier, so that
if the replyr‘?ﬁl%ru‘if’n&el AER @ér?%lk%rsWﬂﬁ%HBt BrIOrHY | IpdIEFH o desther HeEgrdshese
t roubl es and tleospdomidatys reglaer adoes ot exnelergvaned theSkAAARY dBiy TofE hie N IEtERt N £

A dingly, ain; . i | it s :
ccordi ngly, thdirRfHS" addCacRYEIIRORE ab R &@ggﬁgﬁ?ﬁ?%t@ﬁl%} dot8 re IP H{g’ﬁ ifAn

obj ect of thgi]nﬁ)resent |ﬂvent|on to pr.opo I'on process
appar at us er%e&eiqué § BCHYYS M BEEY om cust omers i n accordance with

reply priority andThersontents ledrtdefinqiinyt tedated Hoscomplamts dhat ¢haisesondary
recor di ng_ megéifer! RROISIehly bitéh IndlBdD irloriAh Ahanet niceRy At RcIp iRty 2
conput er appafr.at us ereiin. the gonputer programi u unction for
carryi ng out ﬁéﬁcﬁawme 6?@&%%?%813%%]?%@36& ?%Sﬁ?g/?fe?l?we 5‘8@ rgoaﬁgghvm th

a first aspeé&tquitics figkdsnijaet Ploclednsr mistakgs; dhen dlesgntroplles amdt ¢ammplaints
processi ng appaimé bord Qjmﬁfﬂejaj ying to an inquiry conprising: nmeans for
storing reply priority informati on assigned to each inquiry; and neans

coupled to said reply priority_information storing means for replying to
each of said inquiry in consig YQFEEHEdM\é%IﬁI iority information.
I n accordance w t hAecadmghd iaspdattoafvetdome theesboie mentioaed probl@ng\it keah an

i nformation /Bf)j%%?.%? IR pf%ﬁ?ﬁ?mveﬁﬂﬂﬂrtb%gg%eaﬁh SABFhAliGn ?é(%(e%?g&ﬁe[gparatu

transmtting/.receiving i.nformation; a ni cation net coup] ed
Lo said el ecfPoMPYIEPCRIRBIoS KORHEIRARETNG SCHOHANSE Y HRTFRRY Priority a

t her e- t hr ougmethed thaspofy Frathes thisuipveation related toonmnerdiagi medimet venokdédr
executing a wiflogessimger ptotirhfdin &adabl forfPbyal EQApHRS ePparati£ Pl Nerein
pricrity ass haNebc Yol 01N ARCAR (10 Eatl AR bl YcbRERI BRI, O
sai d processing to,sal ,egrec roni c device by way of Said comuRics Iﬁ%]
network. In éﬁ’dgb‘?eﬁg?hlé‘émﬂ\ﬁyth a third aspect of the invention, there is
provided an information processing system conprising; a conmmrunication

network to be coupinestdopdatrldwith GCtifsHsfed S R imé%cgprma@ 53 oV ed U
| nformation fu{f%rr?ng. 1c|)r(1:i pl%c%gstilt.lg %f):argt%\élfg? i'ep%yi:r)’lg o%rlfl}lnqulrﬁl 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 first reply means coupled to said network for executing a processing
relating to said information based on reply priority assigned to said
information and for transmitting the result of said processi gt dJN 2004
el ectronic device by way of said conmunicating network; and a second reply
means coupled to said first reply nmeans for processing said information
transferred fromsaid first reply nmeans and for transferring thus

processed result to id Eirst repl ans...In accordance with a fourth
hspect of the | nvehdiFSnePbhaians LopBlsg Gertid eREPHo T GRECpiRE dsBioRgSsing

i nf ormati on Welating tgsaidrinfgrmzdivncipsed omprepli pgotityeassigned tocshid stformatipr epl y
priority infohgdbt @nstiding el rébil8of Said Prbdt@sing Yo 3l J8&Fbnit deFiRE Byl vpsipi Iy

at every ti . i | is recelrved; and replying tdo each of
t he i nqui ry%ﬁ%@%&%@éﬁ%@%@gg?&@g’ %%EI priorit i nformati on when said
inquiry is received Se¢qndatepby dRGAS GAUP dﬁtq s¢1ﬂhﬁ1§§;§mlv WeanshEor preeeRsing,

there is progaidedfamationfteansedrrahfroacsidifing neplii meaneant dedradstdrriaghhegr am

r eadabl e by ?r&%@%&&%mitt&@éigf{%ﬁ%ﬁ%@%@” sing the steps of storing reply

priority informatiqgn upon replylng.t’o an 1nquiry assigned to L each jnquiry
at every tinme \Ahen?’éélﬁgorgfm‘ieﬁﬁt:hrfgfﬁw P@%’E@tﬂ%}éﬂ‘,"eﬁ @In’rté‘BTeyﬁsdﬁon{ega?ch of
sai d i nqui ry nathed fier precessinginformateor bavipg priovity topncépt foompatsimg theheteps ai d
inquiry is regeived. In accordance with a sixth aspect of the invention,
there is provided sggri | nfolrrrat.i on transmtti nglilrrexgi umfor transmtting, a
conput er program h&vi Iﬁ% FeRLY Sl ?130%%1}%? PROT A0 Hige 10AD RGBT ARt

progr am exec i 8ach auiya evens timerwhemgaduoBthejonnrpos yse¢iveds gnd nf or mat i on
upon replying to tiglyingaongichoof #esimgped; o coasiderdtivhosMid @6plﬁtp1¢(\fﬁfyy

ti me when ea‘fﬁ‘fo‘?ﬁxa‘ii?g Wﬁgnorsmg?@?ﬁjﬁr&%ﬂ%ﬂ and replying to each of the

information in co eraé%*cc)n tegrlorl’[ i nformation when the,

i nformati on occur st 8CCREIBICH; Wigh ¢ TR SsPertnef the inmentiom dhetgeisi yavisiedian s

i nventi on as infeswafiitre decoadiogemeditim reepided pritlo aiprggrant ozadabledy &tompnterneans

stores i nfor gaEldifRogfael Q@ﬂlﬁﬂsin%(@hé g@byoﬂri ority upon reply corresponding to

each of an inqui My {Z'rr.gén 1S YSTONEE . Wien the cuitor‘rﬁr ingui.r es t.o t(ﬂa hel p

desk, the reply et 5%1 Yé’gmf%yﬂf(%miﬂﬁ HPOR FePoniPen8 dRuSHbRE ASyigned to

consi der at i ofaef IndyEyra gverydime whep esshioftieeiingyinyie regeivadiandy .

Accordingly, the replying aotdaehcoStgdeinquisy dancodsikestisin ofiGhe irBplyhgriority

i nquiring or btioR 3R inf'ldtiﬁ iH?&'ﬁécgi%&” ty to be set to each of the

inquiry. On this 'ilccount Tt %’reglﬁ/ éjrl or'%tﬁ/ is pr_opelilly set to the

inquiry, quick and® accordance with a sixth aspect of the invention, thefe 1s 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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proper reply is always possible to the customer who nmakes the inquiry.
Further, even if an inquiry fromthe custoner is inportant inquiry, a quick
and 15 adequate reply is done only by setting the reply prio yJith l|-
inquiry of the priority information storing nmeans. BRI EF DESCRI PTI ON OF
THE DRAW NGS | n the acconpanying drawi ngs: 20 Fig. 1 is one enbodi nent of
a system configuration of the present _invention including a communication
networ k; Fi g. PXiqritya ifapapipn hepawaerlyeesftog tihat infiymsftion @ssipnedrtospatlem
aﬁpl ied to aih&;&maglmlgt@ysﬁsemneav}mmraﬂafmrﬁﬁéma&y@iﬁmoaﬁpbrﬁi fe@[ggﬂg@ds of
t he custoner; s ;301 t war. Nt i tion.for.the he e
system and théa ag@@?éﬁ%é‘?ﬁ?llrﬁggfl?/qéfé\?gé%x%gﬂé cg&%gdjrrtld}ét&nl (faorr?aaﬁoa.‘gherf gﬁ%
flow chart sHBWW@t’GBé’F‘é%rﬁon of the help desk system and the secondary
reply systémin a sAppedingheat@®rdinand thd ¢nsbrucsion of thie 888 dihnC @ plibed

showi ng the o [ l; d reply
systemin a s%%gér’ttﬂgégélg%}?oﬁﬁgéﬁog??@fl %rﬁ:ﬁ&%&%%@ﬁ%@%&%ﬁg éI)'he
following is & EQRJV PEIRFHER HPER BRSD BFHRRRdEE togpeh PHARHIGUERY Iram @ Cugtpmer.
desirabl e and Weahthe alistoast iagiiren® @reehdp alesHl, thuterinenaospephiés thitse 35
mention in par e ey Fart thd ek ieS R G R ARGl By BeRRed B 0L 0
Fig 1is4 c&%%%r?ocfﬁcgw%gﬁglﬁﬁagﬂeaﬁ;n& ) CP%*ﬁF’;‘?ris‘ﬁ’ s oPeptcl Bsed
on a networ k sygtismgi@démbhiukkised oa thelrpplyasikorsiystodm setdd ehbh sf thevimquirgn. 3
30 JUN 2004 Tig: BekWRESrtYi® tBEWdfy igdidEitg-is IprbSer®PeCdAMY SiRiryt Bick and
configuration tcpat real}gust%vers Odolg)ie gn naul r t(T? a. help de3F (primry
replier) 11 tRFSUHGh™ T nét WOR®POFUr® eRansi &SRS aY’P8r’_ﬁ‘§%‘f§/ § 2Bt onrer
5 may be aski Hgrehert¢nen ifah pnginkfrom hiercastomerds impsufppbinquiryna @rickrand

i ndi rect | ysonafibgudtelrepon Qlonk Ghly By @¥RIRY the Ry PX¥RIRY OF thO SniBEVES Hhe

system 10 has_jmy. n onputer 7, afore-nentioned network 3, the
hel p desk syspfe%ffyé%nﬁg@ ne(rgxtgng rr'éleasnés'condary reply system9. This help

desk system 1 and the secondary reply system9 constitute a support center

39, for exanple. 10 The eBRIEFODBESCRIPTION GF NEIE ORAWINGHUt er as one

exanpl e of an el eqtrgni gco%%ya g&é?{aﬁﬁggér atus) which the custoner 5 uses.
ut er me

The el ectronic device (co t nt1oned here has a _function to
connect t&°the net vioBk 1318 gpe [egthofimaert ph acefiteRt cCiiauRatitne op theskressadt em 1
for the inqui mpentiontihduding 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.



conputer 7, in addition to a basic software such as an OS (Operating

System) 15 an application software such as an e-nail softvvareampalggm%

and receive electronic mails, for exanple. The customer 5 is

makes an inquiry about indistinct natter regarding the operation of his
apparatus to the support center 39. O course there are a plurality of

custoners 5 each having possibility for making 20 inquiry to the support
center 39. The cont Eh¢ Belgforkisesteryll iy Figl Afiopnaesioonple REtheewnfigaretidrhdiat

i nportance ar e £es@act i5Védes £ FAQUBNto AN hEYCakLCHSIRIBY replier2R thRRighep! | es
shoul d not be dope.in LLne, sequence 1(gf t he ccurrtenceﬁof tg% L.nqui ri gs.
The network 3 FRy beah IALarnati i FREFERE? SPSRMPAN RS R0 2518, to 3he

Net wor k), for heltadptle 11 HirecHgt #lop kev@rpy eantercer éedirestlyose thidelephene dioput er
7, the hel p deskmplstem 1 and the secondary reply system 9 through a

predeterm ned transgissi Li e r k | s requi.red only to be able
to comunicat e datsgara%oa%gp% gfge‘.[ Pgﬁ’?%rﬂdéé’\\l/é?ecnés su%%n%i)seégﬁ%tﬁngr%)mﬁut%fhel p
desk syst em HoApEReiIred ashnars 3 s hele deslepystemdnandipyferabbs e seepmdary

communi cat i onre@9 syyeheR | Thid helpaveald ateni Nagtiehd RboEleh roblyesyshah vwor K

3. The help d rated by the primary replier
Chel p_dosk] 1TatiE é‘ﬁé}fr‘?ﬁ&tgpg@%li&faﬁﬁﬁe Stomer 5 The hel

i
0 e rnquir the custonmer 5. The hel p desk
system 1 % a syst em% BT FPIPHERTt hdS cuPLHER! SORRYLTTak® S0 Hxammdeiof yaby
E-mai |  (El ecelecimbuicndeide, (droapmeacatyy) evhich thei cusheher desdessyFhersldetronic
addition to t H@vi@(cgﬁﬁ)'u@elcﬁ mBnfhdIVRES IRIOP ﬁ?r{’@tifoﬁrtotcfﬂﬂé%@q% 9 A0k 3

receiving the E-mail, dat abase sof r rogram and a, saof tware praogram
havi ng a funcf‘%&?f‘#cﬁndaF%ﬁPW% tf’oa{ehég\fi%ng‘iﬁe‘r PPt '?fﬂ’é the dREWEY Sraphe
instal | ed. | ncarhpeterJs&n attgionstof 4 hasie spitogramdiass ag AHEOpamting @ystan)
replying t® the dpplidation BBKwaRE sute 4 #n Q- 209k the Gatabase.stdier e

program as abglv n%@trﬁé)lpsgg%for nagi ng such as appointed tables to be
€°S0 r

[2
menti oned | at eF‘.:tr eé(aﬁfp G(jr am having the function for replying to

the inquiry is a sdibeweirstopendr smaf prrsenvhomiikeg am ingpey sbiooh indistihet hel p
desk syslg em Lnatter r@@@ﬂ&lgetéhe'r&%raﬁbﬂ ogﬁ%(aﬁyai'ﬁﬁm %f&teL%bbﬁ&eh%r%morW|
I nquiry rom C no . €. DRI em . e L--DGLUL T | S;..
tochni bl |y diorrTe IO « RS M BRI LA b0 Bosdili) B beBrcing ¢ o,
such di ff?-‘i ul RAHYUEY $he suppahspabaredf -t olheheonferisnefate mapiive (inf@msttiqnhe
secongar y reRequesy)siintikir bnpbitadcd ase respberivedy idefferk st hepeérgraﬁstdgnéms,
secondary re t r Ve g r

PAd £ Eheli’:%pdié&rs thg&y hﬁfﬂe cﬁ% inPihQTd F§G%¥ 4% h)%ln?rrgﬁ%uclﬂi'%ey ‘o

Accordingly the seco y replier can reB reci sely an
the inquiry f¥8H e custoner 5 in accordance with the revised reply”

priority. A particlbarnatebtle8 mhy theisn [mbeendt] an Insrambtibr ahieA Nefbloyalphtear i ty

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



information is included in the notice to be inforned to the secondary
replier 13 in addition to the contents of the inquiry. The r AOO}
mentioned here is 15 assigned to each inquiry information req%g{éﬂngmm
the predeterm ned custoner 5 based on a custoner priority assigned to each
custonmer 5 and determnes a reply order or reply priority. Arule for
setting this repld%/1 priorit is assigned to the help desk (primary replier)
11. For exanpke dpkebasentodifiare oprogtdie 291@0PYS Mansiened cfo unapaging SSusheas
gxarri ned 3y t bppdietql dedks 1d bat mlentidhed then 20hé Reftvapd Yrogra@l iHayires the
eterm ned, i i deratq r [ ned.t
respective cug%Igcﬁfea_?l @@ rgglggrgb gén t%‘%:sz]ﬂn%(;)? an%og{v%aggté{égrca%?]? éﬁf (g&(li?lﬁng He*
inquiry, the ARRBEPRAA theghtlpideskisystam lhdpx examale- | ddei kslp rsskrwstared yet
and the ne&essifliesdb sangnakingespdhee the cub@nedduiny wHiaxthe grableseepiar y
reply system @ i SrAisS$Y, I%r"tﬁ ' L,Rg- r by

t he secondary r(ig_lpgglér %{3{&5&[ 1 E}dﬁggg‘gﬁgg??agg?){lhelé?seggg?&gg ll%prgogg%'?%on to
a basic sof t it FrlGnaryas trapsiareetsto tesseengare rerier 18104 fherpecopagyand
recei vi ng t herdgyraydteinsS. wdmkihigycasththesetordaryparepl tp By seemdady replirrianged
in order to sqiwerafcd ApiERkb:id hehLBLeMk 9 tAGoIaaYi .
difficult_to soi.vre énd tgf%pl g gﬁgh%tl,a?ﬂh prﬁ desk. 11. 'Iqt{ge gi}%gkh%g%ng%&ei er
13 30" rechini SRYe AEsaprerkaels neldyo Eha iy Foimthe REF@Ter D in

i nqui ri es thatccortamcagttiathieerevised epbly yjorithe hel p desk 11 via the notice of

the E-mail fromthe hetibudesk st 8M this %ﬁ&%@% thatl ShoeRYESSisSysay
er. \Wa

t hat such notige be . done.b ral..or, ot .. FLg. 2 i,s a bloc

di agr am showi ?r?gorg%lr%%enxgﬁﬂgléﬂﬁ “ﬁ“ﬁ%flawrI}é’%%f(ggf?étﬁpﬁ’gi%ﬁongﬁnf ﬁ"ephr?élliﬁ desk
system 1 i n Fngdditiopse theseontents 06 Hpruinauiy. afbe reme psioritn deanyioned hersisst em
9 a[ e allmzrst deredmeo h@arcflwa;ﬁc?;i@}eri&%"drﬁﬁattio@me@sestédﬂaiozﬂf tl?}d’lﬁ)rb@ét@rrﬂﬁﬁelﬂ
system 1, SO a I QN - C n seco ar

Tiol v syt om Gemmbl, BBGANEL BlkiBhol 1S GRIPRIEnoh BT Saltl ueBBRE AN
2004 expl ai nedPtaENBIGE A TepheYEAt 8t FRRY BRIQREY-e forule feseetiingbisarrly priciityhel p
desk systemik aasignedeéo siecheigaleyk (@finyrs ygilian) 91.i rFdrhaah@ld, ahe d@atents of

di scussion. Rep in§¥@YRin tAd6udiEhEr H835K e%ﬁ{rgeﬁ‘b]y 3% GO IPétZ]ngg,Lﬂ(?%g.nzlli:

(It o - Fofih) isctanlh PricTly hdoteamineh BoBiTHHF240R Sl GLtPaet GrREY
di spl ay sect ianig28d tohesperpre cuswetdrdn H25e¢d bheths timpagmnse of tlonc@Bentscoft he
| F (I nterfaceheSagidrNidlnuf®eP L bigifliYs to TEpEANIA ind@GL O RplibdGLydes a
CPU (Central Prpgcessing.Unit), .for exanple —.and the contfol section 21
controls the adjrdls)‘gﬂe C%%ét[yioéﬁ Pk 1e5RoRSFREh e IYBH 25, the storage section
29 and the |F sect Nent,3thet spchrdagmruepbt exbteme? a¢ . syFhran thatlis plosking @eet i on
23 is a l3gnuidnfprust &lertedtyodheGecth e rdfiak NedeTRayis SseNaryticpB) SdsterhOr
exanpl e. The d nput ;380 0N 22BadiP WolidRTe Ach L LIBEO L CRLE L D stware 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



devi ce such as a keyboard or a nouse or sonething |like that. The storage
section 29 is a magnetic recording disc device such as hard d| Pp ﬁ
a l|arge scale recording apparatus and stores data for the above ment| one
15 database. In this case, the storage section 29 may be infornmation
recording nediumsuch as an optical disc or a magneto-optical disc other
than above. In addition, for exanple, the storage section 29 may contain a

sem conduct or expeRd 28 onATERTaTa RS Rmme of Sheseotorater dn the beky dask
wor ki ng area @fsteach 0fd tHehsecahdme rephi spted @ és nhetfmli/cevmgaﬁsmlonThEm} F

section 31 i ”%kéﬂﬂ@fe %hgﬂﬁieﬁf&é'%r%ﬁ{e% ﬁrﬁa"écaeio‘}ﬁ!é&i seét%n Ei(az{TE glay@%&g%a

function to conne

syst em confi g&PdPPB‘hS@FﬂﬁwzﬁgaéWéa@(%ﬁ?ﬁpé 8fanfir?é1 Weﬂﬁtea£1@> WrEeRAlL in Fig.
1. The hel p desk syBhetorktrdlagctioplil as cdyndctddotontiiei displhplabetidkb23, therigphy

priority setting;sesdign sé)?ag@%ercﬁPL&QSa%ﬁtﬂ@ QF?(ﬁlt@m Haiéh 3P rei)rl)ecthgl a

transmtter/r el v eCtJOI'] I’I’TB.'[IO

priority inf &'ﬁé’PPHH FeAtiep ?‘Fgmcclﬂ“{g’ﬁé“ ggg@é‘ %rﬂ rgfquﬁlyg;ggy lfl‘erde’fadn@éch of
regi stered cuastighercosirdl seefiby 23rdontrotsythepbisplagpegtionged, she meputrepatioy 28pne
Eﬁst gﬁe (r:ust ONBfe étono 1Y sta,@c!s&g tzg;é%gﬁ}ﬂﬁer ?E;E%gm&??a:ltsw 8t | BAn&ed %hgfee@ if}gaecan
rot rocei 38" Aiselah Rertionts seA hawd S BBt ReG SCRHNG BRE TGP 37
can set the ré;ﬂp@aypd‘memmeb t B'he duputy séahigni 25 sxlwleseh forrhatiousntarbrg

pri 0[ I tya ?Edd&hee eﬁbprastav lde?lfx%bfrﬂadr' Qrinéée 014 &ﬁﬁétmr@hkblehaeplmeogﬂo%get I es
is store e rior on rrority
sotting sect: 5SS Kede bdnobibe Shoidiny s iyl B st WeBRL AR S Oy
the inquiry, %asee escalaptrecor@stgmepa:re‘pmw agdcstiongs 98tandork $hoyahgpermenidenast t he
hel p desk131, déﬁ%aé@m Tnethis Rsd, RBe ishstdbé ¥ehRHEYO Ginst be ififephytiph ir0Edriiihegds
stated above, nrg)e%@g lag an ptggl (thgp bfa %’&%{ E& g]?tléa@&src%%%ﬁ- ﬁl%(ﬁta{b%@e 35;[:1

sear ches corres exanp rmat| on, managi ng
section 17 (tad Oéxéq’raﬁﬁ@ﬁpleattbﬁ)St%éoﬁeéﬁo% %my@w%w phiereisprdter of
t he i nquiry amemdgaseforkig aréhef tlat @ntiohssiohtHraddecseirardiins st ofleadBof

includes the fmib,SohiManEd o ect%agpé am%xe%echemr?mlsz@%ﬁﬂae&%t ween

the inquiring. cust nsm obt ali ned re t tomer
5. The ne?%rﬁe@% arter csceﬁielfq;cﬁxefalrme Rl%%"(@ﬁnicﬁfg' é’&ﬁﬂ ﬁ%jﬁfr

as nentioned sgEbem,l wndhemepiyrk et hod. f or such inquiry is explained next

Wi th reference to Ssxsacgyétenﬂ&lﬁgﬂarhao&@ﬁo@ﬁ@mieee;&fmﬁm%ffdl@mi}aaésm n

| mmge %.“Su?:s%ﬁsw”%eomdﬁga oTi pebstele spoti 1 s RBBGELY FORRERoR HE'R 06t omer
5 does an ingai r§plyo privgithielspttink) stetirn 137, a reply section 35 and a data

25 transmitter/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



For exanple, the custoner 5 purchases an electronic device of a specified

maker, and becones a user of the el ectronic device. Operatio&/{s}go@%gzq}olf
[

recent el ectronic device becones nore conplex and difficult

equi pped with high perfornmances, and accordingly the custoner 5 has to 15
frequently inquire to the support center 39 of the specified maker of the
el ectronic device. In such cases, there is the case that on the other hand
operating i nstheieententsiof the frquény as a pearclke®| ect roni ¢ devi ce becomes hi gh
performance of | ateThedat trifemittdrredasdr S368ioan33linchudwstan B ehainsdfivare,

support centel, BQXQHS%IQ ggercu&% coﬁ%nﬁ&%gﬁoﬁso Bé e@n @%%h&ﬂ&*r}}l{gg&sﬁ:gmer §St e

5. In addition,
replier 13 is tfansehbs t Sof?%lfii’é‘éeq FeR hetosﬂWpé‘F%toméérﬁ eer@QnPfrWQ?fkd%’iStQI@ ¥eply
to the ingair yndlhdnhgcra@ nelp besk gpkéd hycdnlfigubel ps deskioné®kboed, andeRpier )

L1 due to thesslifbd Sl Aloulieil Q0L K0 ncliS, EHSLATRL 9 B0k £ Lhe el p

desk 11 by the 25 inquiry
fromthe customer 5§ 1%8“‘%181‘1%1’15];9 g éb%éﬁ&fﬁéaﬁrmdwh@&tm ca%toalere‘?c@w
desk of the supporyg teceht dreljB8esk n1f had Hakp 5desin smgerﬁgh,re tite shed imgdersk 11

searches the eushonelr Qb &%ceésﬂﬂ%ﬁiéh'tﬂe%‘ﬁ@to‘?ﬂér% Ighde hﬂ %ﬁ@& LORLd 3b1
and JUdgeiﬂlfQFB?H% l‘cLustomer 51s a registered custoner he” priorit
t

i nformati 5 at a confirmation step 30 ST2. And if the customer is
t he registered custltmeexahple, ribgi ststanewnrd glurtheses cars tddemromc idevaendf raved

and i I i tdi S 1ﬁé$ﬁa§b‘§%ﬂﬁ?ﬂ’ec&né§a?ﬂ&f Qﬁg}[et {l@étr&ﬁc QbyRO0pdratiBRt ofithe
regls eread cus ask 0 r I ster akl

registration 5‘?‘“85& pegromig day %g‘ﬁmﬁs m nl%ﬁl ?J‘E‘)‘{j @.%cﬂt Eci]?ékngt he
i nqui ry i nf or amtipped mhsh:ghenlerfqrmmw@em nqmql r@ccwndﬁmlﬁatheonustamageﬁm to
section 33517 héntly enGoins e:etﬁaeofaapﬂb@t icBftbirr 39 fofOtRet E\ﬁecﬁib'iit @-_r&rer%fa&lea
sear oh key, aPouHl IS NeuNGlR GSSE b L 0 AL, ED (LORLE0RS, Al

i nquiry from £ hé Fat | o f]}a at ah
adding step queratmaemSlthPnylsl mféﬁﬁlét Flaﬁﬁi #an&&@m@mc §é&3t‘313 ohecaameﬁablgh
consi st of anpéritrmediek dldteethsrs, 7 3 0 JUN 2004 board working in the

board may be const T GruE W1 {3 S ne Ebbo oPhte 0 a WL K uv vy
system f&Y eX@pite. S“Fhe‘nﬂﬁﬁ’éilig of WA PER %Aag%d@éﬁ?n,s%c‘s@?%lam rgplsr es
and manages &ystdre d togethey wiith msmhdamy iepHenndl isfupfilcresotiied sothetsupportet hod
: RCL:J?edf ?gmséé%{t&ﬂs {odBE td ﬂéﬂa‘l{y‘r E&’tHe%&ﬁH?Eh%}'caél}%t lta?ré;ﬁ%l@?gstﬁ th%% gcgs(]:&t  on
17 stores the rﬁawr'%r’ﬁﬁégﬂrﬁé&e tgne dBCHAL ?%f&a%wgggt "Lha FEREL? ATFOR
met hod and a tlieshelpydesk 1ihby itheB-mail, Namexamplkt af iansinguiny $tep BTes KSuch
inquires 9 tHRIRAWEHELE BEALIRE 5QRasl¥@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 5 is noticed that he or she
is not a registereﬂ 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



10 and searches the past inquiry, and if there is the same inquiry in the
past, the sane solution registered in the inquiry informationJ31faJUYN 2004
reported to the custoner 5 as a reply. For exanple, the reply "confirm
power supply"” or the reply "confirma cable” in the inquiry information
17a is reported or notified to the customer 5 through the help desk 11 as
areply for the inquiry "cannot print" 15 in Fig. 5. If there is the sane
i nquiry in theoandworkingninotheetongritdsy af thet help desblspstennl; for reginpleer €bhist hi s
means that thentgpbybhQeddBoRfEMa9UR doRSIYG b SNBoup INFVRLEALY L 2 WiHE! Y
this correspor\g,s b&,}?mr esﬁl | egD yet" for the inquiry "cannot copy" in
the inquiry infBEnae SYHCB TS8P0+ exanpl e. The reply priority to
the inquiry is detelheneguiby inforamiatiohanhomgamidre sstio2(7séioms wel ovarmges he
reply tsec_t lsog B8 iﬁ%higy glf%ﬁnabﬁél ﬁ?@%éd@l%é@ltyg}%&‘éﬁ&ml thddBndRided bRStored
priority in Fi. . s _higher priority. repl riofi i
cal cul ated by Ig'rsﬂmfl YHgdn %%rﬂ?‘u@%&ag%?e%?l{s P E@e méﬁ"éﬁé%‘ﬁ%%%@c‘ies&ut he
i nqui ry i nf or gt BNy dmoamgéine mainagemegit seatioadl 7 goxsdhe inprirninfpenaten y
r egi ﬁ tered cusit7anBelubithgdpdst E@ﬁtleﬂ@ﬂﬁi&; BbtHold@nlrd Ristdry o2fheGidhaityat i on rul e.
As shown in Fig.4, ac t r S, 0 custonme ri.ori.ty. Joolint a
stored in the priori §/ne|tl]3ﬁ% gr%lﬁ’scaigﬁ Sr}il e%ﬁ%?s_ 1}658%158% {?et@lgﬁ%?‘&ﬁ%]rnf&sma%?n ??ﬁ‘ud "
B" in Figdl 4 agdsegridiepdhp pesisinghiysand Hrile® isdhke shmesanplrs ontenpastpthe he
i qu ry, for examrpbdutibh repisseredsia theidgQptly ipbi@niiby 17a isheepoerbent shof
this 1nquiry . +1= n Il
becomes 1+1=2 Clllgt,o%g%:‘%gtag%g%l_ e,o} ie% a?h%égﬂ% E%r%lg n%?&%&ebs‘%élyg%# I% é ¥he
Further in th&RYseonfar a cehle” in dhe ngstvemdorsrationel Tangurprieg ar petdhedie t ed
by custoners ‘B cudtomet 5ahrbupBthe dolp daskddiasedreply hehepiniyniyycaepl peint11,
the. cal cybat ¢d pigpty prhofd gwhg%mqﬂ- Yin 36 a@ryqﬁﬁhhgao&t%%ﬁﬂ- no
Accordi ngly analg]gjl three e arr(gl %3 t he ﬁts case ﬁas t he hi ghest, regl y
priority and SHOUCH BECFEIPEFT merRs thahilitgrephy WetheREEOUB A YR IS B ONd
exanpl e of thenpwexediyep. chlamelnthisrcornespondshte « Gpityrepliedyet'yor she diriged in
accordance W b 8R¢€ B iR the Yo RSS @RRth dtRnePGNnafig t4)80d HAMIglY. | nformation
froma general cust@?mer 3{3 a. sjge(%l fklled custor%r and étl'n)e or der, %fRP the sane .
contents of the ingth%PHOREFE ¢ S PO SRS RS Py & PIGUIPRE SB54%°
Suppose 't B8 cgbe lgvg at Ahe gaply” segtion B5AngEie. 8. & A5 andmemes alse breqmes B
?sksh_t he sarrelﬁ@@i,%ﬂé priofity DEFIRONE ¥ had hiyhet Biofiyst omer "A", for exanpl e.
nthis case ther r e | S . .

calculated as (cus Oﬁefﬂl%%irgaﬁﬁy ;'}L {© %gg{%g@%ggh%é?dﬁ%eﬁacg%%s |érrs .n?rﬁt uiry)
+ (reply prioPftigngdrto eaghnef cihst sy priormatiopsiend igprgray) registered + |
X 2 = 2. In additbinen orid spdetalbtsdpistered’ cistoraskin &hferss an@mplensfetiespbritshe
inquiry aftef.s TBrs . B X e Y
priority of ¢ ha st e Bors ALrRO LR oy dnftida SR EI G i
priority for Pﬂ’éltc?tﬁsgct@f?érm'@e) 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.



x I (first inquiry) + (custorrer priority for the custoner "C') x 2 (second
inquiry) 10 =1 x 1 + 1 x 2 3. Further if the custoners "

i nquire the same contents to t he support center 39 in this oﬁjngamZUHIf
finally determned reply priority becones 1 + 1 x 2 + 2 x 3 =

Accordi ngly anong three exanples, the |ast case has the hi ghest reply

priority and should be replied at first anong three. 15 In addition, in
the another case fdfurpoee phid oudtomers Wuleatd '0B" inFégs. #hie 5 arebthe qustamidit'y may

be det er mi nedghaged 180 sBE WBRARN B 11 HE;[PLE{yt AR 1 c@stoﬁemﬁnxfo; A 1@“ the
st orer oo TAhe sy Bne ChssFact b P bt e b et
and t he depar t e

priority. As faustonerr mmnottyefor ehanpstemef "ANex ddficstl mguow) rukeplprichey fepl y

20 priority, a{be@%éyﬂnge(séén@hamﬁel gRhoRg.x ¢to) of the inquiry and
the tine of day of I. nqui.r

en deci d| the r
e ority. Che” el drautitidn it e Fremen HhAGEihA sARE toeirart a Maisbny cn
result (for ex@emltis custemeroii’eritis epdmplee Imcthis yasenthe heply apiorityr éfothet y

thereof) at acgiRbhte@rshe E’ncﬁgf‘y id Jalcﬂﬂ%d 'l@,t(blﬁﬁoﬂn@r f;’l@ ¢]Qd’r)d:he TheopRt | "'BG') i's

secondary r opt P4 ACs [l hieadts PO Tis T PhSEa iy,

replier 180is=doné* ¥xWed tE@rt@as;fdhepugo@fem %hé@" pmioD g uaeekibg Sﬁn@ sane
i nquiry Wwhi cloriténtdclo fHRPSURDrY 8énteBB9(id) thierad ke finally hRteecandatyly

replier 131 o BokeNERRRIANY: 15 Mol beoT CRLY BLLEYJihnf Bl DE LAY i docs

not change grea t Hat “cust
priority new \astigase has thmélwheﬁt rerly el tfirench gy b&| ?9@&&9 E\te%qs&taéma but
not replied yigiree. Vhen t he above descrl bed new inquiry is done, the help

desk 11 wggtes 35 90 debdl LAOR HBULEThR: B2 AHgHE. LRGN fute faigm L he

cust oner and nofifles td._t "he secon epli1er a at ed rep y
priority of tH&M REGFY maYrHé deterzriggd \PapRb Rt CABPRRY OF £ PRPYEMERE Phe

i nqui ry from donepanyl tp vdesk thd custamér bmngshe Furtherny thisdape, shanesiyy freply to
tsggolngg:’“ r%’eaf%ltﬁe%aﬁfér@oﬂ S'aﬁﬂl t‘éﬁe?{el aﬁ;n%kl?n%ﬁ%t@%ﬁ!oﬁsﬁ%f‘e@ 1§-E§1c:uml Ontthf@gr
the i nqu?/r y Prsep% P]EI?%L\V nﬁ‘st ﬁg eﬁ(ﬁﬂoﬁﬁe |€?:ﬁa8}fﬁ§f’¥g% K@@éﬂ’éﬁl’lﬁa g%‘? FERY17.
Further t¥e sevonary inepry eyuté $EimdibrTetephone riched the degiiry anditlee Eme of
E(r) atnﬁg er rs] | tS PeddynélﬂJtHeylrﬁ‘ﬁm% fn% e nﬁxlﬁgleﬂﬁwheﬁmldlhﬁQh{i‘@b;ﬂy@ﬁ&dﬁt ér rm%:e(r) rs]
managenent qé%? F‘}‘ Eg éﬁa F%Bb ?ec?’f ¥E PhE c]ués er‘r%erar‘f;tl gﬁ"? to(goé 3 rr?
inquiry at a ﬁhéﬁpytegltt@pf the inquiry and the reply priority thereof) at a notice step ST4 if

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 &



ST7. \Wen there is another custonmer who does the sane inquiry in addition,
the reply is also served to such another custoner. 10 Accordi [R&%axm
descri bed enmbodi nent of this invention, following effects ca )
For exanple, according to the above descri bed enbodi nent of the present

I nvention, the custoner 5 can obtain necessary information not in the

order of the inquiring sequence but based on the <calculated reply
priority. On E#RES it if appropriate reply priority is set 15 and

storEd '3 the pri or\?rhynlméogee&adaqp ﬁe@nbﬁ 185fintiHe wﬁtlaﬂ%r Eth@qaqﬁfr?ebﬂee a
ul Cc anda appr a r hi s or uLr or center
:q39 For exggp&% e t%r F %‘ﬁ eV ngult? tte1‘nr %t{}%én%%goﬁg}}%%iog %%Wg?%gﬁtant
inquiry, sucﬁeqt’f?&uﬂ y EUS-‘t}Eﬂl‘st(blerSémn genlisr| 33 Imbermesiioqihat kaly desk 1 byho
properly sgtt tgstddethd ﬁﬁbyryma Dfdply seh T8 [THed! tho/hélpfaeral irefRrs abtie 15.
20 In additiop;. A o"x‘ﬁﬁ'épﬂgyt orm chrh% %Séecf’ﬁdchg”Rf&kﬂgrﬁ&r&’imérb?naﬁr ggﬁé‘ﬁ% .

i nvention, the
and revi sed E%ﬁtloﬁe%r: épﬂyemrt efr ta fghesceltsﬁqmﬁj %éfénoud@ﬁs B ingméryradpt yerlp stére
custoner 5 i sSTAONWigni thiktey/isaditbthelesisadvéywhOidoeothissehd tngdull dn sdditioan 35

hecks wheth t d t
the priority sl BTl j0o g kel 5 Eg%:?'ssdﬁﬁi only. o the

regi st er ed cust onerbecRiiiRmEP 2Revd Aasctbet Prabrsimenk oF thdaY ey FUAVING t he
present i nvesaffécdn,cahhée reqpleytedectianedmplequict@sinigao sitleubbore metdriickd

stored in theem%&%énttyof' ﬂfe%{@éﬁ@?mﬁeé?i‘oﬁ 1Re ‘@ﬁ@ﬂ%n}e*}eé %aﬁcc%&ﬁl ?1@ sQ&W ry

froman arbitr cust oner en.re s to cust oner
acquired sol u’cr&%‘#?%‘frhd’(? 130the B |t§ tlﬁﬂméfﬂg F%‘Eﬁeﬂc%r% h?fgeldoﬁﬁr the can

recei ve t he peapéntederdpyy phiatity.s Onphisopechatifaappreptiateoreptshpribrituis yet | n

addi ti on, yaccondisn@ed @nttta@ RRRUS lﬁﬁﬁﬁfauaﬁckaﬁ@w ﬂﬁ%r&%[s&fméﬂ"§tc9ﬁ%f€é1§re a
u on ne or

I nvention, if _th sectjon at a s

inquiry fronf ‘l"]ﬁg a@ﬁs‘? agpripte ]f%’fy g‘i E’r Y %“ﬁr 1%“13@&8 |E}S‘7 TRPOT nﬁnlt%rne’%abl e
15, the repl yFosesmmulei evengf thenmauirgfrom the enstomer Sus verevuBriantdnangsd and
thus revised &epl mquﬁsrllgalsbyepﬁem@@bﬂthdtﬁeiqnateiyaamyct@rympe@&ygeﬁﬁﬁgtﬂm 9

with the conte ui.J, reply section 35 and the
data transm t]fegrsfprelgrelfyv(gfrthe gltontﬁln%ﬁmaé/lo'?fbaqlp%g by the repl y section 35.

Accor di ngty the sedBrafidition. egficgrding tembove descripedupmbement vt rthp | Bresritckl y
wi th appropri ﬁxhr@nﬁﬁldet'heafd;&jf pravcitp ool eopribZ e iffephytiph itablet Y5 i9fset h@ld
ggﬁt ?g‘;[ y5i OAﬁEhe | nﬂalgt}{e re%:ﬂeﬁ]ﬁlé)ﬁ ef Qétt%%vﬁ%lgﬁ @g %ﬂe E%q{( s %ér) éﬁstgﬁl'&%r 18
nunber of the & Fug karmila%ﬁﬂ%%lwg nPhgowEe ttB?ré'Fpr?BFB?IF £y 8 a‘éwﬂle&f‘srt oner
5; and 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
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2) The help desk system 1 can alter the reply priority of the inquiry in
accordance with the nunber of the custoners 5 doing the sane ingui ry.

Accordi ngly, the hel p desk system| of the present invention @a
10 the inquiry fromthe custoner 5 quickly and appropriately. By E‘ﬁgw\/\ggglt

this invention is not limted to the enbodi nent as nentioned above. For

exanpl e, the Neaprifsiulday Gt i bpBERLERAL AR RavilWbdohi /0 QL @gﬁﬁg{}b&?a

accurul ated i na# e lhquiry in on nmanagenen a
file 19 as sho erF“ﬁ&ﬁ'?ezﬁ- Thus generated help file may be 15 regularly
distributed to sone Awxoalihg 6d thdwrestrsttian@utton:| n this case the hel p desk
system 1 may regul aryy 8j.St {} : he hi story of
t he inqui r%, sol.ut i (%n metﬁug; gﬁ%ﬁtﬁ%@%{gﬁ%ﬂ} %%1%% {nﬁgrﬁﬁﬁn%gr&%Fu%ren%a ,
inquiry. The | AFEPRACREH2EHENthes nembep af dliet belgr daske Lh bibassigring j qustoraer
the sane i nqupryritsaie éeehreebfoardreid and a reply priority for search using the
help file 19. 20 | p)ottheraMuds: tbbismin.Qr et N W
reference to coordi n(zlte .ﬂgﬁi ionbo%ty%tj formati on&%ggﬁﬁﬁ%ﬁ?’?it@%%ﬂr n
ali gnment in cAEEGPEEAFLHITY ™0 ‘SFGB?@Fﬂeﬁ%gi e g SPMP 1PEBIEY functi on
as described above Heptrdingydhedelmdesk syateor iraf tlorpreeadridiagiomedinumphurh as
? D}‘ ! exi Ibl 31magﬁt1@|tihquﬁy%m fhe 5@3&%@%%&;&% #d éﬁ}gfoﬁﬁ%f@%.k) or a DVD
gital Versatile Bisc). In addition, .251he ahov nti.,oned pr.ogram nmay
be recorded in an i %o?%r%t‘fvﬁfﬁ & oPaFREOR sdPeim P’ﬁ@?&%"e&‘% FRPOSHRERE &S as
an el ectroni c Tpptipret @botwnniet exhrmplea the riels ndeski bh regdatmn geietdves bl e
or \MI reIt ess) &slqatr_@eihmm(%{ioﬁnﬂ?é E&;tuairﬂgfeﬁf?n ﬁ&hﬁq%&qaﬂ?ﬁakﬁna%ﬁﬂ%%ﬁj Uﬁiztogz
an electronic st oner ou e network.
What is clai rre%gﬁsf;lei?%%&n elhrg]%ger ?rg ?Sﬁg Irlb%g%%%hgq‘éﬁf)g?%elr\é\lgedbﬁlp #éep’f”ﬁyrpg to
an inqui ry*® cdiegriesbngistriagad te spme ppell atheaystonparsor In khis ersethubelprdes
assi gned to eayhtdmmquingy;repulanly dieetisuteauplieth 6l sQirefldced YhPhisddylof the
i nformation stgpiAg I ﬁl%hqdrs%lxl[ M{quﬂﬁlﬁ?f%?ﬁQhQ fnuicf’b'e%of (RN dfuiry.
consi deration of sa r_e@ xé ﬁl‘gl ority information. 2. An | N ormation
processi ng appar at us “a&VeTaAHeR speh & Hhemriority or thepumber eldimes frige samans
coupl ed to saildqueplyapbeoefiegted ribar netly eriositpriongearehnsifothe Belptfilegig.epl y
pri 0:' :y tp SqlkldpﬂHéﬂ%xFqﬁ&(sjuﬁﬁ% ifixﬁ)céfﬁl@rti[o nxr11a§'bé°"ﬁrsé(wa%r§%fe%'n&r Pf Gotaihte
apparatus as %og{t{(r:% of infopm%ltion as half-dwalge—likg 8% ah;_sgnl nge'nt in case of searching.
The program having inquiry reply function as described above may be
stored in an information 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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15 neans coupled to said replying neans for storing past and new inquiries
together with their solutions to respective inquiry. 4. An information
processing apparatus as claimed in Gaim3, further conprisi 3o gbiN2004
coupled to said reply priority information storing nmeans for 20

comuni cating to said replying nmeans, and second reply neans, wherein when
said inquiry is already stored but the solution for said inquiry is not
stored in sai&ﬂﬁé§§cﬁﬁﬂe%évlinquiry storing neans, the reply priority for
the inquiry is reviseth tinfbmabioghgroc¥ainMe adpaeadt By SoF QUPISRE ESRMY iRy i tY
is 25 transfgﬁﬁggﬁhg_said second reply neans together wth the inquiry. 5.
An information processi ng system conprising: an electronic device for
transm tting/ recei VIR I9F GEoriRg seply @rivsninfametion srstanefiktotaachdngwipl ed
to said elgctandi c device for communicating said information

t her e-t hrough; and e S..€ d_t.0.sai.d. ¢ ni cat.ion_netwark for
exoouting - pr oceddiis Pl 0 SE S8 kBl O ERIRIL 8RO alfs %
priority assifRedngolesHagh phigidrannainy ald cpasiderativamiof t5aig tamdy rdunity of
sai d processiimfortnmats@ai.d el ectronic device by way of said conmuni cating

petwork. 6. An i nfof MLl QR RIBRESALOALHEMBI A% G IR Chilh ) Rurpll i L Der
35 conprising: nmeans coupled to said reply neans tor setting priority upon
replying tb aCOMRIEPGed information. 7. An information processing system as
cl ai med in daim S;na‘anmnstdro_apleﬁz 3 %@d] lﬂbplaolﬁléomyrrmﬁmpamn StRAns rﬁ@iﬁl e&d to
sai d reply mE@Rfink QpI§LelkRg 15 ShiihQRSy b8k tORpfigEeI ved information. 8. An
i nformation procesglngps ften1as clained in Cla|n151.furthgﬁ . 5 cg ri sing:
means coupl ed to sai dAPABITTSARPTPHESDE ARBATEE PR §IABoGAR G1REh Ly Fiiter
nmeans, wher eigemgiyennghe solution for said information is not stored in said
sol ution 1storing MRARS cobfled EEPAN rBply g h¥adOfor bitLidgH-RE TBY R ihsuiRYi sed
and t hus revu%egﬁe%%dﬁFB{Y~§%$§rhg RS QQLled to said reply neans. An
i nformation prgcessin sﬁ%ﬁe '%%ﬁ%rl§%ﬁ§: Eﬁnﬁpéctrqnic.devLce for
transmtting/ recei @i itpfosmation procegsing mrnaradue ae nlajaeddn Klaim Befurtepl ed
to said el ecthaiprisigevi ce for :
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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comuni cating said information fromsaid el ectronic device; 15 a first
reply neans coupled to said network for executing a processi rel.at i to
said informati on based on reply priority assigned to said inﬁgﬁhaﬂdsL?ﬂﬁnd
for transmtting the result of said processing to said electronic device by
way of said communicating network; and a second reply nmeans coupled to said

first reply means for processing 20 said information transferred fromsaid
first reply nEamPrigieeE:for transferring thus processed result to said first

reply means. 10. AnmeBhoes@ile@to PAiQGEHS MEhiydt s LldtidRdol theTetdind.
wherein said ]?% ?&tali’:%ﬂl c device is a conputer device. 11. An information

processing systemas claimed in Gaim9, wherein 25 said el ectronic device
is a tel ephone devi@e. &znfmmarﬁfommmmaoﬁﬁé@@sﬁmglayygd émPsing |5aifmsder n
Caim9, wserebmprishen said information is already received but is remained

unsol ved, the repl n on |s revi.sed ta.be he
val ue at said fi rst%ﬁgg{1 9$dp1¥d ftg al%or%fgr m%%ﬂ%tfod‘ For %?18%té1§%??1§alfir{?8%| on
havi ng priori ﬁe%n‘é’éﬁ’femconprl SI ng the steps of: storing reply priority

i nformati on upon r ephyh nhe tsohafon RGUIHLY iafkSingaied istryteaskedi MOLEiAYsohbtidyer y

time when eackfySabdnd ALY mﬁm?, &ﬁm&ﬁg%rv&g,mf%?gaggs%;/v@s%dta%d%%h Biegf

inquiry in conS|derat|on rrorit ornmation
inquiry i 40 o 2eRLY @gOTHY 19,81 H’dftﬁrsa’pflr’@é’ @Pﬁ@sl nformation as cl ai ned in
Caimi13, further Sonfrixongatidepsicessinf syssahfdongpridngt reply priority

information upon rey MehSodi@ d@Pick Wréﬂsr&bénﬁé/ré&wlyghx%@ ai%é orit y setting
means. 15. Met hod for rocessmgnlg{lvéqorﬁirmtgon a

further conprisind ppeatiga %Icﬁ?ﬁl@ﬁ tﬁe‘iaﬁ cfiecFWPlcséPY}F%éor
inquiry in a smwnmatst&mndnglfmmon Enom/asasd alpctropicrdepicy; priority for the

informati @gg when t hefisgl ﬂéb PhehQE chifled itHERINBL Rk | 'f& Blcudh P00k dsRR d
sol uti on st Ol’léigl %0 Saldl COIi:TI'TU | cai‘ ? 1O sam nﬁ%gg-}gﬁ% V\/ner ein
sai d revised Feprie Bt rority Peten harsdan e Ry %ﬁ?%& (Fmad
communi cat i on23 é‘ib‘f rpgsmiiinenther rratltorf seed oraesynenidisaid elecooniedewice Ppya
program r eadabbefbaﬁda:oﬁm@w:@ﬂ‘mg siatvebrRf @64 am conpri sing the steps of
storing reply prior] LyohatebRkboRs YAQHled Pl ok Qo) ORI F¥ B35
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
comprising the steps of:
storing reply priority information upon replying to an inquiry ass1gned
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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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 pri.o[rj

i nformati on when said inquiry is received. 17. An information g&dﬁ“&hﬂ#
mediumas clainmed in Caim1l6, said programfurther conprising the step
of : setting said reply priority information upon replying to an inquiry by
priority setting neans. 18. An information recording nediumas clained in

Claim 16, said programfurther conprising the step of: storing priority
i nformation upon reptipringsdttingmeéangui ry assigned to each inquiry at every

e wen each oo CMARA B hook8As 1A ith LERIARE i CIERET 10h e

inquiry in considerdtion o en’ sa
inquiry is r eEYTPEEING 1lae stap 0 nfornat ion transmitting medium for
transm tting a conpsioeing sphogpnanethads fuy solving imquityoinregllytidwst@ning means;

information, said caapyh "thé’i‘% %Fﬂorﬁ%?&“&l%ﬁnfd}ﬁlﬁtoﬁ%h&{ thessto‘?&t‘ld}ﬁfcfrecﬂk:y
pI’IOI’ItyInfOI’ tio nupo I n.n assi gned to each 1nquiry
at every time' afonys gp éﬁf%ﬁ“ﬁlﬁ? 1gn%§3&ﬁ/ an ﬁ‘& replying to each
of said inquiry in eomuiugesating o s dngm@ﬂlys pvha:ljelnty i nformati on when
said inquiry is recgliyadviséd re%@':_r%‘} AL T DA e dMAVINNGa REPL Y

PRIORI TY AND DI SCL OSURE I nformation
processi ng apﬁ%"?‘%&% lying to an |an|r froma custoner in
accordance with a rkpl Ypringrrimajiogndeeasdingd mediner oreeorded ™ils a i pfogramat i on
processi ng appadabledy 4 banpetet,satdproaearh Remhpiidy thestdpe ofust oner is done

in accordance wth §tpﬁné?9 l& }%Jiér?t&' 1h¥or?r§a?Lo% Jpepgfiﬁ t8fantlgﬁuir?cﬁ'§§1]g¥§%-rhe
P

irﬁg{“yrsrl grnldt i{%lsgqug@&%@t ﬁﬁ‘F’FB’etfmﬁfW ac 1)91 InGWEY h%’EPCEW§6! . Fig. 4

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

17. An information recording medium as claimed in Claim 16, said
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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