2CNG 014 PCT SG 1 WORK AND QUALITY MANAGEMENT SYSTEM, DEVICE AND METHOD FIELD
OF THE INVENTIQN Thissappligation relates to a system, to a device, and to a method of work and to a
quality management system. BACKGROUND OF THE INVENTION 10 Outsourcing of labor-intensive
tasks is one way to reduce costs and to improve the quality in many business areas. When outsourcing

customer sensiti ryices rQVjsion.o ic toilets, if. | o ntrol carefully the
quality of the se%%(z éﬁ@.@@gm ﬁdiﬁ@%@%ﬂ?@v&%ﬁ %@ceéeéa\ﬂé llt_'seéh fﬁ%ﬁ%@gnable costs.
Customer satisfaction and attitude research surveys are common. Most surveys receive customer
feedback either py gpguikiRgTR EUSIRIBRAHRrovide written responses to a 20 survey questionnaire or by

requiring the customer to respond orally to questions asked during a telephonic survey. Questionnaires or
surveys requiring written responses are sent to a central location where the responses are read,

transcribed,5s0rteH i andppancaltyi 61- PSM@edeckt thesigitwant aumpadyyibere arricemputer aided
customer satisfactionﬁr)(sitfm% avaiI%bIe utin practic? ¥1ey are seldo ed. 2CNG 014 PCT SG 2
SE tH '

us
BRIEF DESCRIBTIS E'BRAWING F%.%ﬁ‘us rgfeg%r}]ag%%%@m%ﬁg?gh Integrated feedback
management system,

BACKGROUND OF THE INVENTION

10 Outsourcing of labor-intensive tasks is one way to reduce
costs and to improve the quality in many business areas.
When outsourcing customer sensitive services, such as the
provision of public toilets, it is crucial to control
carefully the quality of the services provided iIn order

15 to achieve an acceptable result for reasonable costs.

Customer satisfaction and attitude research surveys are
common. Most surveys receive customer feedback either by
requiring a customer to provide written responses to a
20 survey questionnaire or by requiring the customer to re-
spond orally to questions asked during a telephonic sur-
vey. Questionnaires or surveys requiring written
responses are sent to a central location where the re-
sponses are read, transcribed, sorted, and manually for-

25 warded to the relevant company.

There are computer ailded customer satisfaction systems

available but in practice, they are seldom used.

30 It is an object of the application to provide an improved
feedback system.



5 Fig. 2lllustrates a first level service feedback on a display of a touch screen of the feedback
management systeqg of f9 pb1Figg 3lllustrates a second level service feedback on the display of the
touch screen of the feedback 10management systeny of Fig. 1, Fig. 4lllustrates an alert on a display of a
smart phone of the feedback management system of Fig. 1, Fig. Slllustrates a report in respond to the

alert of 15Fig. 4, Fi ”[ﬂ? ti e p& klist on the smart phone of the feedback
management sygﬁgﬁé é(?{ﬁ%g'§#lu§§ra@§ %ﬁ%@% the routine inspection 20checklist of Fig. 6, Fig.
8lllustrates another embodiment of an Integrated feedback management system, Fig. 9lllustrates a state

diagram foratwp-lsvellserV|cie|fﬁ%ip|a£.|ggrg?1emnggeg}pqq@%%oof Fig. 8, Fig.

10lllustrates a state diagram of an example of
feedback management system,

5 Fig. 2 illustrates a first level service feedback on a
display of a touch screen of the feedback man-
agement system of Fig. 1,
Fig. 3 illustrates a second level service feedback on
the display of the touch screen of the feedback
10 management system of Fig. 1,
Fig. 4 illustrates an alert on a display of a smart

phone of the feedback management system of Fig.

1,
Fig. 5 illustrates a report iIn respond to the alert of
15 Fig. 4,
Fig. 6 illustrates a routine inspection checklist on

the smart phone of the feedback management sys-
tem of Fig. 1,

Fig. 7 illustrates a report for the routine inspection
20 checklist of Fig. 6,
Fig. 8 illustrates another embodiment of an integrated

feedback management system,
Fig. 9 illustrates a state diagram for a two-level
service feedback for the feedback management
25 system of Fig. 8,
Fig. 10 illustrates a state diagram of an example of
the service feedback of Fig. 9,
Fig. 11 illustrates a further embodiment of the inte-
grated feedback management system, and
30 Fig. 12 illustrates another embodiment of the inte-
grated feedback management system, which is a
variation of the integrated feedback management
system of Fig. 11.



the service feedback of Fig. 9, Fig. 11lllustrates a further embodiment of the Inte- grated feedback
management systagg, ad 39Fidsd 2lllustrates another embodiment of the Inte- grated feedback
management system, which is a variation of the Integrated feedback management system of Fig. 11.
2CNG 014 PCT SG 3 DESCRIPTION OF THE PREFERRED EMBODIMENTS In the following
description, details are provided to de- 5 scribe embodiments of the application. It shall be apparent to
one skilled in the art, however, that the embodiments may be practiced without such details. Some parts
of the embodimeétSCwWhIhl ahe SRowrnENRREAERRIS. BEROM INEXS Similar parts. The similar parts may
have the same names or similar part numbers with a prime symbol. The description of such similar parts
also applies by reference to other similar parts, where appropriate, thereby reducing repetition of text

without 15limitind th&REs A8V IR ERRSERBESRDel 6 Ll frAf BufbRYddadrdi Wesxternal
customers, suchszs ppssengersiake 84 poft wsrrsapphacalt iba temt canadlsotefeigparternal customers.

20 Serwces prp\gg]%d Pé/ one dEQ?itpée tic?{) atfqgs%reés %rg\'/% \t/% 'gno}:p%%rtd?%%rt?r%% 8; the same business
entity can be viewed as services provided by one department t0 its internal customer. 25 The passengers
and airport user§leatisevaiebsemirsticedrodtineukasutardgitedd serminal and also receive services
from facilities, such as a toilet, of the airport terminal. The term airport and the term airport terminal are

used Interchangeablg/. The airpart i i )
Somé parts of the embodiments, which are shown in the

10 Figs. below, have similar parts. The similar parts may
have the same names or similar part numbers with a prime
symbol. The description of such similar parts also
applies by reference to other similar parts, where appro-
priate, thereby reducing repetition of text without

15 limiting the disclosure.

In the description below, the term customers refers to
external customers, such as passengers and airport users,
although the term can also refer to internal customers.
20 Services provided by one department of a business entity
to another department of the same business entity can be
viewed as services provided by one department to its

internal customer.

25 The passengers and airport users can receilve services
from frontline staff of an airport terminal and also
receive services from facilities, such as a toilet, of
the airport terminal. The term airport and the term
airport terminal are used interchangeably. The airport

30 terminal facilitates boarding of passengers onto an
aircraft as well as disembarking of passengers from the

aircraft.



30 terminal facilitates boarding of passengers onto an aircraft as well as disembarking of passengers from
the aircraft. 2CNG\EL4HPE TSP 4419- 1 shows one embodiment of an integrated feedback management
system 10. The feedback management system 10 Ingludes an inspection 5 server 12 and a plurality of
front-end client computers 13. The inspection server 12 is communicatively connected to the client

computers 13. The term server refers to ain compuyter that is used to cantrol other computers or to
communicate wittH 8th§: c(*g?ﬂ}fyﬁtet?g?aﬁ@%rgéfgﬁ% §£aaib Wnkse Hﬁg%%eﬁe&%%& by other computers.

A server can alsvanageaendnsysdiepulede this data. The client computer 13 includes a touch screen 15.
The touch screen 15 is also known as a touch point terminal. 15 The touch screen 15 is electrically
connected to an antenna 17 via a wireless GSM (Global System for Mobile Communications)

communication MgufeedRarkidanagers Ry FEsehly Insliiss car fesiGCcld D The inspection

server 12 has a wdreless 3¢ driircaGeneratianymefiefirdfthahis edmentnicatiyelyennnected to the client
computer antemlza}> _171?]nd to an antenna 22 of a sBarEghone 24 uéggi\slg/ﬁé(%hortel\é%%sgﬁge Service)

technology. The smar p%o'nr(]esffcr:ef'e?g t5& mobile phonecgg]n\}\%[h'a certain orr%]lﬂlng abpility. The smart

phone 24 has a boilttitecarhkeaRscaneutiepectch séheertex s sleb\snneeted so tthé servers or

computers 28 vig i@ Irigrpeiatd {h e ePOriRG §e R cdh thitA ComRitet 4R dses-a web server that
acts as a software 30application. The 3G modem 20 and the smart phone 24 each have one wireless

GSM communickfolt NLCEFERY MR SERRE (MBEYeER: 53R d Ay i obl 28nTatAicating with each
other. The TomputdicanteasabEers pisovaatetedigd datiee Wirelpst &SM cormenveeatoam module 21 of the

client computer ilﬁsg Té\?arﬁpa?fgn%r?&%%rn%aﬁ%‘E%n%ﬁtﬁg t acgger servers or computers 29 via the

Internet. The reporting server 27 also has a wireless 3G modem 30. The computer 29 comprises a web
server that acts as a software application.

The client computer 13 includes a touch screen 15. The
touch screen 15 i1s also known as a touch point terminal.

15 The touch screen 15 i1s electrically connected to an
antenna 17 via a wireless GSM (Global System for Mobile
Communications) communication module 21 and to an RFID
(radio frequency identifier) card reader 18.

20 The inspection server 12 has a wireless 3G (Third
Generation) modem 20 that is communicatively connected to
the client computer antenna 17 and to an antenna 22 of a
smart phone 24 using SMS (Short Message Service)
technology. The smart phone 24 refers to a mobile phone

25 with a certain computing ability. The smart phone 24 has
a built-in camera 25. The inspection server 12 is also
connected to other servers or computers 28 via the
Internet and to a reporting server 27. The computer 28
comprises a web server that acts as a software

30 application.

The 3G modem 20 and the smart phone 24 each have one
wireless GSM communication module 19 and 23,



10 In a general sense, for communicating with each other, the inspection server 12 and the smart phone
24 can have wirglggs Ngtwope soapmunication modules, WLAN (Wireless Local Area Network)
communication modules, or other 15 wireless commgnication modules, instead of the GSM
communication modules. The WLAN communication modules uses WI-FI communication protocol as
published by the WiFi Alliance. 20 Similarly, the client comﬁher 13 End tEe ins ?Pction server 12 can also

have GSM comrﬁﬁﬁ[%%‘ﬁshvrﬁixme OWER HOAEARE O HoGde , 8EBtHer WitSless communication
modules for contnopickénganiteeaghlothes \While therRECtedrdiredder 18 issdes$o@R0f a card reader,

other forms 25 oéélaﬁ]&ﬂﬁtééqq%q W@d@IFQ %Wet%uaig}&ln&w&%@pq@mk management system

10 is used to obtain immediate service feedbacks from customers, e.g. in an airport. The immediate
feedback 30 refers to a feedback from a user wherein the service feedback is provided soon or quickly

after the usgr hastreceseskibinserymediheseniicetpriakdstbeotsed 24iNVerdl4PCT SG 6 to
transform or to wggnr]ov%g(regw%s gi%wg_ﬁg byn% Work;:o_rcsf_hof the air 1c.)rt. Referrln% the client computer

13, this device s.ervéosu as an immediate or |ns?£ﬁ}efeedba8k r(-1%'[\)/c|)ce. 'ﬂ% Fé%%%%k evice can be

installed at checRif@dumse, Wi iakagmtidfn acdeiforPatibhecermetster réil counters, as well as at

food and beveraggpiitigiasl@ Thafessdpback davige sapleQ bg iggipgipdiat other areas, including custom
inspection and refund_counters, and transfer counters. Being installed at these areas, the feedback device

is easily access@PBY Y25 X ers at these areas to register their satisfaction levels immediately 15 after

receiving their service from frontline staffs at these areas. The touch screen 15 is used for displaying

service In a general sense, for communicating with each other,
the i1nspection server 12 and the smart phone 24 can have
wireless network communication modules, WLAN (Wireless
Local Area Network) communication modules, or other

15 wireless communication modules, instead of the GSM
communication modules. The WLAN communication modules
uses Wi-Fi communication protocol as published by the Wi-

Fi Alliance.

20 Similarly, the client computer 13 and the inspection
server 12 can also have GSM communication modules, WLAN
communication modules, or other wireless communication
modules for communicating with each other. While the RFID
card reader 18 is one form of a card reader, other forms

25 of the card reader are also possible.

In use, the iIntegrated feedback management system 10 1is
used to obtain Immediate service feedbacks from
customers, e.g. In an airport. The immediate feedback
30 refers to a feedback from a user wherein the service
feedback is provided soon or quickly after the user has
received the service. The service feedback is then used



satisfaction ratings to customers after the customers 20 have received services. The customers can
indicate their satisfgetign sepyse satings using multiple tactile sensors of the touch screen 15. A tactile
sensor is sensitive to pre-determined selective motiog of a user such as a touch, a force, or a pressure.
25 The client computer antenna 17 is used by the wireless communication module 21 of the client
computer 13 to transmit th% received satisfaction service ratings to the inspection server 12. The ratings

are transmitted iﬁoant%'b% e efé%tt'cWﬁ(,r AYE S 1 EE e DL AWK ?&lf ¥dhck. 2CNG 014 PCT SG 7

client computer ¥® Hsoeceivetl &he hasmecotded. This clearing is usually done after the service staffs
have responded to anomaly in the service ratings. 5 Referring to the inspection server 12, the 3G modem
20 has the wireless communication module 19 that is used for receivinc? the satisfaction service ratings

transmitted by tHEERIT I BS0ctNS. ahieaE SRBRATESD i$3sdibeddBY keRsAftMRSthe said ratings to a

memory unisof the Hhinbpestieacerser 1Adaastorifgediveckemarydnit is not shown in Fig. 1. The
inspection server 12 is used to identify any unsatisfactory service rating in an automated manner and 15
to send an alert or maintenance request regarding the unsatisfactory service rating to the smart phone 24
via the 3G modetheofieesihactofiaidtangaiebeodicshakhed Bie ahecls-thansmitted using SMS

technology t0 pushihects!! IRehenmaEbRSIe 2hdG ARSrRRRIdheRRIkfdpdntengded to be carried by a

supervisor of the service staffs who are responsible for the areas covered by the client computers 13.

After receiving tHEERH HRUIHITisof TP Msitn i P95 ikt PRNE 18850/ 8-Sk Snclude
investigating theTdlertfaet baidktinpadttensim calrsot te alestdhiedupdrviddremagiredsespond right

away in certain afiong, §VRER {6, AisIL St HNeh e TR AP unters, and
transfer counters. Being installed at these areas, the
feedback device i1s easily accessed by passengers at these
areas to register their satisftaction levels immediately
15 after receiving their service from frontline staffs at
these areas.

The touch screen 15 is used for displaying service
satisfaction ratings to customers after the customers

20 have received services. The customers can indicate their
satisfaction service ratings using multiple tactile
sensors of the touch screen 15. A tactile sensor is
sensitive to pre-determined selective motion of a user
such as a touch, a force, or a pressure.

25
The client computer antenna 17 is used by the wireless
communication module 21 of the client computer 13 to
transmit the received satisfaction service ratings to the
inspection server 12. The ratings are transmitted in an

30 online and electronic manner to achieve a rapid feedback.

The service staffs use the card reader 18 for clearing or
for resetting the recorded service ratings that the



30 like restaurants, the supervisor may need to respond only after several alerts are received such that
the several alerts fem gy gopsistesy trend verifying that the alerts are valid. On the other hand, in the case
of washroom 2CNG 014 PCT SG 8 facilities, the sugervisor should respond to the washroom alert as
soon as possible and not wait for several alerts confirming the validity of the alerts. 5 The supervisor may

also generate an alert report using the smart phone 24. The report can Include photographs that are
taken using the § %\?pﬁhgr?@%ﬂﬁ? ra%’4.hﬂ'13e Efifeird Kﬁgngrﬂl ﬁ%sS?&%ﬁAt%%tra it the alert response
report to the inspdetioni serves 12swaldhyg tepara Btemedthe feeevaloatiotigifpobeseThe smart phone 24

with its built-in ca Bﬂ%gﬁe@g?gﬁ%ﬂi by hersURENISPELO ,s&eprﬁlgp (two dimensional) barcode. The

2D barcode has vertical and horizontal 15 components that are usedto hold location information.
Although the embodiment uses 2D barcode, other types of barcode can also be used. In an embodiment
not shown here, meferalisiyatdnoesi agpae providedrachismatheha® isodedicated to a
predetermined alert message, syieh hat,an alsitls pushedda dhe faspaeive smart hgae. There may be
one smart phone for a plumber, one for a tollet paper andfand towel supplier, one tor an electrician, etc.
25 The smart phogesioanbe Hredaedd sladitesntsanMaRe ety gmotbapsovititecaduifferent models.

The alert is usuadyeseni iadipe ssnpipbPneNelily acuRsHEsOROViQ in isehasisOffhe work shift. 30
The 2D barcode is location based, which_means that each location has a_unique 2D barcode.
transmitting the said ratings to a memory unit of the
10 inspection server 12 for storing. The memory unit is not

shown in Fig. 1.

The i1nspection server 12 is used to identify any
unsatisfactory service rating in an automated manner and
15 to send an alert or maintenance request regarding the
unsatisfactory service rating to the smart phone 24 via
the 3G modem 20 in an automated and electronic manner.
The alert is transmitted using SMS technology to push the
alert to the smart phone 24.
20
The smart phone 24 is intended to be carried by a
supervisor of the service staffs who are responsible for
the areas covered by the client computers 13. After
receiving the alert, the supervisor may respond to the
25 alert. The response can include investigating the alert

and initiating actions to correct the alert.

The supervisor may not respond right away in certain
situations. When the alert is regarding certain shops,

30 like restaurants, the supervisor may need to respond only
after several alerts are received such that the several
alerts form a consistent trend verifying that the alerts

are valid. On the other hand, in the case of washroom



2CNG 014 PCT SG 9 The 2D barcode is fixed at certain locations and it is Intended to be scanned before
the supervisor starigChfckipgPrdaspecting these locations. The barcode information is later used to
match a data message from 5 the smart phone with g respective data base entry for the location. The
scanning of the barcode is also used to verify that the supervisor is present at the particular location and

not at other locations.. 10 The smart phone 24 is used for attaching the location infgrmation to the alert
rosonse report BP13 LURIF pek Bt 2NBRT A dmSltblkine STE et Bt ol ARG an 15
inspection checldibefronaa sEi@f predptessaibhde chedkiistt thal irdfkepsatviwaihspéetids server 12. The

inspection checklist, s 'rt}ﬁ"i'ﬂ%e‘itﬁ%r usq Péfi@? %Jpemié%i%pe(@i_r)d or to inform the supervisor about

inspection tasks that the supervisor need to do at pre- 20 determined locations. The checklists are
content-wise pre-determined and there is a relationship between the rank or capability of the supervisor

and the congent Dhihesopeeklit 025 Mdieraling deménzpestion cliroktisitspolrackusi tyyInspect certain
locations, the supervisor uses the smart phpne 24 to generate a report regarding the checking. The report
can Include phot%%eraﬁwg o tIIi)g ?c?cear:%r{]'thg%%rg %’%ot'éieﬁaunsir%g 'Z&(g?nfﬁtﬁf)aﬁ% {agdgg]n%era 25 and it
Includes the locdimtirdsemiabepbtisihed fihe thedrdcobienCeeera4 ZGT BE 19N supervisors can

also access the frfived sepdcg I3iNgs Aty eFtarth ittheBsSRESHRN se&yRInké as well as the alert
response report for monitoring{geur ose. 5 The insgection server 12 is also used for transmitting the
a

received serviceTaRAGE R I SHHRB ROPVED thé reliafify BRI E 1TSS ample, the
service ratir@s aforalevis Aretasiecped-podeme transmitted to the reporting server 27 three times a day.

The smart phone 24 with its built-in camera is iIntended
for use by the supervisor to scan a 2D (two dimensional)
barcode. The 2D barcode has vertical and horizontal

15 components that are used to hold location information.
Although the embodiment uses 2D barcode, other types of
barcode can also be used.

In an embodiment not shown here, several smart phones are

20 provided. Each smart phone is dedicated to a pre-
determined alert message, such that an alert is pushed to
the respective smart phone. There may be one smart phone
for a plumber, one for a toilet paper and hand towel

supplier, one for an electrician, etc.

25
The smart phones can be produced by different manufactur-
ers and be provided as different models. The alert is
usually sent to the smart phone held by a supervisor, who
is In charge of the work shift.

30

The 2D barcode is location based, which means that each
location has a unique 2D barcode.



10 Referring to the reporting server 27, this device is used for receiving the service ratings together with
the alert responsg-[RPQ 14T pRfERQrING server 27 is used for generating management reports using the
received service 15 ratings. The management reportg can be generated every period, which can be a
week or a month. The management reports can Include trend charts and other analytical graphs. 20 In a

generic sense, the feedback management system 10 acts as a system for supporting facilities
management se?\ﬁge?%T%@ﬁ%%‘{eenhscl e%%cgrﬁﬁut%?ﬁgad&sﬁ%c thentd néltcdr%puter. The touch

screen 15 acts avd elisfsdy tevive withrantttie e dévics Ulmg antannas2Brisbeing connected to a
communication @qglgﬂ& ﬁatsoqs mig@&wF%e%gggmHeg;@iigﬁgpogHg.g’g}%mgection server 12 acts as
The 3G mo [ icati

an Inspection server computer. em 20 acts as a wireless communication module for

communicating WRERBXKEAN kil atesmpatst Iy Radrhis® Satadieserds fike®ss phone module

for commungatingéevimthersprashehaniah 28 Nhedpbe Pive Sdatd Oasanetiad offasingribe integrated
feedback manaqements sterﬂ]lo to responsep %hservice re(§)ort,is dqscribed %elgw. The method

. O(TZ%_]tI Loie seanning o e.ba{co e A arsp used to. . :
comprises a step of the frontline sfaft providing a service to a customer.’s Aiter receiving the service, the
customer is ablevergribvidéafntrateUieetivheR Bbbut e senticaidfite psuchi serban 15 that is located

directly in the arga &6 1hs=ENMISE IgPravisied. Fisaiews the customer 10 to provide immediate
service feedback. The customer provides an indication of the service by selecting a service rating shown

on the touch screen 15. The service rating is then transmitted to the inspection
10 The smart phone 24 is used for attaching the location

information to the alert response report or to other
types of report.

The smart phone 24 is also used for receiving an
15 i1nspection checklist from a set of predetermined
checklists that are kept at the iInspection server 12. The
inspection checklist is intended for use by the
supervisor to remind or to inform the supervisor about
inspection tasks that the supervisor need to do at pre-
20 determined locations.

The checklists are content-wise pre-determined and there
is a relationship between the rank or capability of the
supervisor and the content of the checklist.
25
After using the inspection checklist to check or to
inspect certain locations, the supervisor uses the smart
phone 24 to generate a report regarding the checking. The
report can include photographs of the location that are
30 taken using the smart phone camera 25 and it includes the
location information obtained from the barcode.



15 server 12, which monitors the received service ratings. When the inspection server 12 detects an
anomaly in the seryjsedalingsSu4gh as a dirty waiting area, the inspection server 12 transmits an alert
about the affected service to the smart phone 24. 20, §he supervisor carrying the smart phone 24 later
receives the alert and responds to the alert. The supervisor then visits the site indicated with the alert.
The supervisor ITber scans the location bar|c]ode that is located at the 25 site using the smart phone 24.

The scanning is ?/eﬁﬂp?rra\f ity E%p%?\ﬂsg %opfae%%%?%t pﬁﬁ?&ﬂé@gitée’mé 8anning obtains location
information contamethgsththsdr cote, stioichds tnertiscoreadpethial smaseplene 2. 39 After this, the

supervisor cond%tflarh@s%tigwathze%t&ﬁ%% r?@g@ﬁ@%@%?%ﬁ%{f'ﬁ%ﬁ%&@e alert. The

supervisor may assign service staff or resources to rectify the reason for the alert. 2CNG 014 PCT SG 12
The supervisor may also generate a data report about the alert using the smart phone 24. The smart

phone 24 can alsadeivsginiadte peives alzhesiteltos inelodingp? it e seiatinge smart phone 24

also attaches th% recerig%g4(\)/%%(iosneiln\;?rmat|i,%q:}% the é%%or{rf]%r vqré Eng(temtgplg supervisor is present at
the said location. LFF]e reporting server 5 réSenesthé Service rgtlng ata 10BN the alert and with the

associated data FeportTike r&pertireposit/bnd 2sesnedically gbnepnesarnanademetieeports using the said

received informalion, fhe PROAIGENINENISES HereRortiecRdEenthierare generated from the data to
motivate, to reward, and_to 15 counsel their service staff as appropriate. The method has an aspect of

increasing the n&fHET B FEG A SRENT FROLENGG sSENERTthe toliRhe rddRaS B & eniently located

near wherd @he customers received 20 the service. The Increased feedbacks better reflect needs of the

customers, WhiCEé)ﬁé}l}% r‘fliegobytﬁgpf’%&ﬂefﬁ\gﬁ g@p\r/%qpy;or igﬁg\é’ q@ér ggv&eeg he number of

passenger feedback may INcrease by 25 times when the Integrat back management system 10 is
used. The 25 sefAke ¥EEGINAOE A8 Fie/iHC8 réaltimaarkPerErNi¥ ARhidie W& heans that the

feedback is done-gsifdfiée report. The reporting server 27 is used for
generating management reports using the received service
15 ratings. The management reports can be generated every
period, which can be a week or a month. The management
reports can include trend charts and other analytical
graphs.

20 In a generic sense, the feedback management system 10
acts as a system for supporting facilities management
services. The front-end client computer 13 acts as a
client terminal computer. The touch screen 15 acts as a
display device with a tactile iInput device. The antenna

25 17 being connected to a communication module acts as a
client wireless communication module. The inspection
server 12 acts as an Inspection server computer. The 3G
modem 20 acts as a wireless communication module for
communicating with the client terminal computer and it

30 also acts as a server wireless phone module for
communicating with the smart phone.



Besides generating analytical service report to rectify 30 bad services, the received service ratings can be

used to reward sgryicegerseppekthat show a good performance. 2CNG 014 PCT SG 13 One possible

implementation is for allocating bonuses, which are fgceived by restaurants, to service personnel with

good service performance. In countries, such as Singapore, restaurant customers pay a mandatory

service 5 charge that is‘%‘\%gél)ecte ké}/?the restaurant. The r%ta ra%iaggcv er can later allocate these service
o

charges using th%nreeé]é ge a!t'inst. er SRS Hit %% vf&%nﬁgﬁ@r?ﬂgnce would be
allocated a largesystayi thé stovicesamnges. th0 T heenepoting spordr I35 carsatsd bedrelate the service

ratings to other iBg)‘rg\)\ﬁtiofhgf m@tﬁ%%@rfﬁrﬂ%@ as tgggrfiigipetqﬁ@vqipggf% v@atﬁsan be business

or economy, spent characteristics, nationality, and gender. 15 In this manner, the service requirements of
certain groups oPfiY 804 &Sy BEQIkR ). FH eI, the correlation can be used to validate
service feedback. This is because certain service 20 feedback may be biased by culture and may thus
need to be InterRrF{%d dli,f([:‘ereep\tllwor gﬁfeergntr %usétgm I roggsstghiesrve}lidzgl?p oftt(pe service feedback
serves to avoid mlsm{arpre(ilng thedservice feedback. 25°0ne method of usmgethe Integrated feedback
management sySteeN Idetoimagdbatpokeisctihasiivriepbdiothe FhEvemodieompeises a step of the

inspection servegdZBeRQIANBH akingReetipn deekteoar SsRrtipn tendo SAlist for the supervisor of
frontline service staffs. In a generic sense, the insgection checklist serves an inspection data lists. 2CNG

014 PCT SG 14%HS fshRetishH ORECRIdSnRILREL AR s Ha ehaddaysr BBSn Bl hese items reflect
conditions 10 statias pi-aaateicemstaddatk thsd theé cérpbet dizacigemant wastoer

provides an indication of the service by selecting a

service rating shown on the touch screen 15.

The service rating is then transmitted to the inspection

15 server 12, which monitors the received service ratings.
When the inspection server 12 detects an anomaly in the
service ratings, such as a dirty waiting area, the
inspection server 12 transmits an alert about the
affected service to the smart phone 24.

20
The supervisor carrying the smart phone 24 later receives
the alert and responds to the alert. The supervisor then
visits the site indicated with the alert. The supervisor
later scans the location barcode that is located at the

25 site using the smart phone 24. The scanning is to verify
that the supervisor iIs present at the particular site.
The scanning obtains location information contained in

the bar code, which Is then stored by the smart phone 24.

30 After this, the supervisor conducts an inspection of the
site and rectifies any found causes related to the alert.
The supervisor may assign service staff or resources to
rectify the reason for the alert.



5 achieve. The items can be regarding conditions of a facility, like a washroom. Alternatively, the items
can be regarding sgevigas, PreMided by frontline staffs. The inspection server 12 then sends the inspection
10 checklist to the smart phone 24 that is assigned tpsthe supervisor who is responsible for the respective
site. After the supervisor has received the inspection checklist via the smart phone 24, the supervisor
proceeds to the location indicated by the checklist. 15 The supervisor then scans a barcode located at the
indicated location using the camera 25 of the smart phone 24 to obtain location information contained in
the barcode. Thé kenatphoviesdy |atey stotes thisrecatten 20dHtematporThalzupkrtiser then uses the

checklist to Inspggt.the Igggﬂgnﬁ%i "é’mr&q_j%ﬂﬂ}ﬁén%tﬁ‘?rsﬂéSiQHJW“ﬁHSAES%Ct% After the inspection,

the supervisor magﬁtake 25p otograggs for reporting any visual defects using the smart phone camera
25, After this, thé b8peRAsys§EnE 1t ge STt RbotEsiRdtRe K hat BRIP4, The report would

Include anyphotpgrapes iki-earligie Thaantapiiane24 dtes sentadhedngpection report 30 together
with the received Iocalionaniormq:tion toLthF: ins ﬁctiongerxé%r 12. 2CI¥G1_014 PCT SG 15 The method is
e 1on_Infto 0 e .repor

also useful for cgr?tcr:glri\r{g and’ r%%naging quaﬁ{r)]/ O Work or Service, especu'glry wheh U work is done by

outsourced venddigts the: spesiavihgsientsntatiencmt dferkironsader iocgtaomlled at a washroom of
an airport terminal. The airport management of this particular terminal places great emphasis on
cleanliness of the washrooms. To ensure 10 that the washrooms are clean at Eracticall all times, the

client computers' '8 aFERLEARE Y HWastrobRE PARHRrSSE e VELAR &AL Are enabled to rate

the 10 and the alert and with the associated data report. The
reporting server 12 periodically generates management
reports using the said received information. The
management then uses the report or a trend report
generated from the data to motivate, to reward, and to
15 counsel their service staff as appropriate.

The method has an aspect of increasing the number of
feedbacks from passengers, since the touch screen 15 is
conveniently located near where the customers received

20 the service. The increased feedbacks better reflect needs
of the customers, which can be used by ailrport agencies
or groups for improving their service. The number of
passenger feedback may increase by 25 times when the
integrated feedback management system 10 is used. The

25 service feedback is also done in a real time and
electronic manner, which means that the feedback is done

quickly.

Besides generating analytical service report to rectify
30 bad services, the received service ratings can be used to
reward service personnel that show a good performance.



cleanliness of the washrooms via an interactive touch 15 screen 15 using a five scale points of washroom

satisfaction. Thejfeyghseieppwith a set of on-screen icons 45 for rating is lllustrated in Fig. 2. When

the less satisfactory rating icon 45 is selected, 20 thgpassengers are immediately prompted to indicate

reasons for the selected ratings by selecting one or more other on-screen icons 46, as illustrated in Fig. 3.

These on-screeréicons reflechonditigns of the _WaSh.I‘OO£;|?, whiﬁ;| includes iﬁjvi'et floor condition, a no-toilet
[

paper 25 conditi H?OPQ%'?&{? RsHBIRARBRA MR id5nd 98 RIS TN Y35 de easily provided.

Once one or mowh d€Ethepeoreordivietishyomrs #taslieatds; artaleseby isech@eirapmetidtely transmitted to

30 a smart phong;24,0 g&jegr%ipgi%g)gggi,s%maﬂgé\/_ating RECRSSA ¥ Corgrtive actions. The alert is
illustrated in Fig. 4. 2CNG 014 PCT SG 16 The cleaning supervisor may then visit the unsatisfactory

washroom as inGitA&PBY the HRSTERY F8EtEy THE TRt ORI R oMYA ERRYO SR Y h€Smart phone 24 is

used to scasg a haiaage ahhe waskoblededudibgtertiat itee tesue@rvisorhie present at the washroom.
The cleaning supers\‘/{saor Iatq:r %1 erates a re %retrS%ﬁ@rgatpg strﬂarte{)hon%% as lllustrated in Fig. 5. The

en
smart phone 24 QIS0 attadhes the washroomlocation Information to hgergpo(r:t%fkfd%% supervisor may

alternatively log Usithethsspeetoevsiénsebrrisifer a8 LSy apeapiropriat@RIDAVA. The client

computer 13 thegsdjanlyphedepretirmiprbarkaidhscusittestiie Supsryisopspe then clear the 15
respective response in the client comguter 13, which in turn transmits the respective data as an alert

report to the insPdctiPsEREY 192 % the cleaning supervisor also receives a 20 cleaning checklist
54 from th@@nspection server 12 on the smart phone 24, as illustrated in Fig. 6. The supervisor afterward

visits a location ipglicated g cheqklish- 542 TR S HILPNNG2T AT G UsEd O Fean
ratings to other information of the customers, such as
their airline travelling class, which can be business or
economy, spent characteristics, nationality, and gender.
15 In this manner, the service requirements of certain
groups of the customers can be derived.

In addition, the correlation can be used to validate
service feedback. This iIs because certain service

20 feedback may be biased by culture and may thus need to be
interpreted differently for different customer groups.
This validation of the service feedback serves to avoid
misinterpreting the service feedback.

25 One method of using the integrated feedback management

system 10 to manage work is described below.

The method comprises a step of the inspection server 12
generating an inspection checklist or an inspection to-do

30 list for the supervisor of frontline service staffs.

In a generic sense, the inspection checklist serves an
inspection data lists.



25 a bar code at the indicated location to receive the location information contained in the bar code. After
this, the supervispngonfucts@p iggpection as indicated by the cleaning checklist 54. The supervisor 30
also generates a report 56 using the smart phone 24,4as lllustrated in Fig. 7. The smart phone 24 then
attaches the received location information the report 56. 2CNG 014 PCT SG 17 Fig. 8 shows another
embodiment of the Integrated feedback management system. Fig. 8 depicts an Integrated feedback
management system 58 that Includes a supervisor module server 35 being communicatively connected to
a 5 front-end clidiitecomppiee Gilo T hehsubdnsgorimodiuieservteBs has alstqardisor sbeeen 39 and a

router 40 with a yhglessagcessBAL; HRALOMEF ARE CURIMNGAL Y copaggiedip (e client 10

computer 37 via the wireless access point. The supervisor module server 35 is also communicatively

connected to theSRIPHHERg SRR oEliad. T0f: 8 WiRQEEs TRBGRTeMNe WRBkEcdRputer 37 has a WLAN

(Wireless Lacal Aced dbd\etmerkj eaignad lnd-agavdli sgrewmd 2tibeclient gomputer 37 is
communicativelyfconri(ictted t?&g%svggoitqt of sale&lt%rerpina*.df& TQ%gOéeterminal 43 is located in a

retail shop and is 20" 108ated néaFtd the alerrﬂocng)mputer H\éedgﬁeral sense[nﬁ\ecﬁenporting server 27

and the supervides riiedaleddnyeseb\igehaps Qv AsHchyinfisosfddnensda€EsGSM communication
modules, or other wireless 25 communication modules for communicating with each other.

The inspection server 12 then sends the inspection

10 checklist to the smart phone 24 that is assigned to the
supervisor who is responsible for the respective site.
After the supervisor has received the inspection
checklist via the smart phone 24, the supervisor proceeds
to the location indicated by the checklist.

15
The supervisor then scans a barcode located at the
indicated location using the camera 25 of the smart phone
24 to obtain location information contained in the
barcode. The smart phone 24 later stores this location

20 information.

The supervisor then uses the checklist to inspect the
location and to rectify any matters arising from the
inspection. After the inspection, the supervisor may take

25 photographs for reporting any visual defects using the
smart phone camera 25. After this, the supervisor
generates the inspection report using the smart phone 24.
The report would include any photographs taken earlier.
The smart phone 24 later sends the inspection report

30 together with the received location information to the
inspection server 12.



In use, the POS terminal 43 is used in a retail outlet, such a restaurant, for accepting payment from
customers. 30 In,eRg igpepentation, the POS terminal 43 electrically triggers the client computer 37
upon scanning a first item of a purchase by a customgr. The customer is then provided with a time period
to provide service rating via 2CNG 014 PCT SG 18 the client computer 37. The time period extends from

the scanning of rﬂ\e first item of the ;iurchase 0 thf end of thejir_vice rendered to_the customer. In
comparison, the I%n%&ﬁﬁﬁ:té%? §%dléﬁ? d’fo BEeSPtWérQ rvidds 78 nﬁ?%%ﬂge customers within
the time period. tlua Kattiieoimplarketatisar the PO Sspeaninal I8 elbenicallghriggals the client computer

37 to accept ser&i(gﬁé‘esgbagl&%@;g&&epgﬂ%pg payment while the 10 client computer 37 is used for
accepting or receiving service ratings from the customers. Put differently, the customers are enabled to

provide service rating via the client computer 37 immediately after receiving the service, which refers here

to payment 8f thersesvisped bdi dffigel chiis ell@wsreactheusibingrtodquinyisecentyorig service feedback.
An unhappy custom zraﬂaé/dwa{?t to exangrate % service feeq:b%ck bﬁpr?\_/iding multiple service

feedback. This clien computgr 37 t(V)VSeSthe?(\)/\r/r}tho Pe PEBIEmInal' 4 Srevents such multiple invalid

feedbacks from occurring. The client computer 37 has thus an aspect of receiving reduced invalid

customer rating- 1R e P enfliCAy SABMRUEF 3EHIRS B4 MINEPWB T WAICI, feystomer can

provide the service ratings to the client computer 37. Upon completion of the time window, it is assumed

that the customel" s FBPRATD POVIdE R LBR%Se te dhSRVIRN QTR ciléht&lbiHBiter 37 does not
accept anylservithdeethackaponcmomsplatienadidhe 20 tipeawindat 1 Vhe limaiviedqw is thus used to

prevent others, Wha (g gl Ne SRISYROF CUROMIEL. [IRLRRIGUAING 2 SRLVipgdRPObAGk. The time window

also provides an aspect of reducing invalid service feedback.

Passengers using the washrooms are enabled to rate the
cleanliness of the washrooms via an iInteractive touch

15 screen 15 using a five scale points of washroom
satisftaction. The touch screen 15 with a set of on-screen

icons 45 for rating is illustrated in Fig. 2.

When the less satisfactory rating icon 45 is selected,

20 the passengers are immediately prompted to indicate
reasons for the selected ratings by selecting one or more
other on-screen icons 46, as illustrated in Fig. 3. These
on-screen icons reflect conditions of the washroom, which
includes a wet floor condition, a no-toilet paper

25 condition, or a dirty basin condition. More icons for

further conditions can be easily provided.

Once one or more of the poor conditions icons is
selected, an alert 50 is then immediately transmitted to

30 a smart phone 24 of a cleaning supervisor for activating
necessary corrective actions. The alert is illustrated in
Fig. 4.



2CNG 014 PCT SG 19 The link between the service person and the client computer is provided by an

external device. N etherJdeptfieids necessary. Put simply, this service control 5 means is simple to

implement. The client computer 37 can use a two leygl manner for service feedback. A state diagram 65

for the two level service feedback is shown in Fig. 9. 10 The state diagram 65 Includes a state 67 of the

client computer?t waiting far completion of an event, such as bill %%%rjnent. The POS terminal 43 triggers
u

the client comp 37 fift BYEY '(?b%pf@?é(d .tﬂ%' MRt ts bﬂ}%?ﬁ'ﬁ BAtRAes to a state 69
of requesting fonsshiceoda@sframctheadiesiomerthdea llea tustomecaadspttithepequest, the client

computer 37 entegs e fhRiale Tdndf GUSHPIM st Syal-sepithdaim by dhg qustqiper. Upon

receiving the data from the customer, the client computer 37 then moves into a state 73 of prompting the
customer to entéi%8eoR@ e Fl4R rditetdiia V25ROV e MIdkrGke dasttR%ure has an aspect of

allowing thescustupei-a Baictiedhwayda pratidenmonaserdon infongatipsaAliey this, the client computer

37 returns back go theer\s;g) Ss('gatelﬁo]t.e?he cng%l %%rgpgt?r 37 r(;%ns)aéso Move Pﬁl(e:k st(r)n atlQ% state 67 after
waiting for a pre-él&ermlnedrtime with TRE assumption 1A the 20stomeP does not wish to provide more

data after the prelterimedsme! RGNGYed AOTFIG 26 - The smart phone 24
also attaches the washroom location information to the

report 52.

10
The supervisor may alternatively log in to the respective
client computer 13 using an appropriate RFID card. The
client computer 13 then displays the respective feedback
of the customer. The supervisor can then clear the

15 respective response in the client computer 13, which iIn
turn transmits the respective data as an alert report to
the inspection server 12.

Routinely, the cleaning supervisor also receives a
20 cleaning checklist 54 from the inspection server 12 on
the smart phone 24, as illustrated in Fig. 6.

The supervisor afterward visits a location indicated by
the checklist 54. The smart phone 24 is then used to scan
25 a bar code at the indicated location to receive the

location information contained in the bar code.

After this, the supervisor conducts an iInspection as
indicated by the cleaning checklist 54. The supervisor

30 also generates a report 56 using the smart phone 24, as
illustrated in Fig. 7. The smart phone 24 then attaches
the received location information the report 56.



Fig. 10 shows a state diagram 80 of an example of an implementation of the service feedback of Fig. 9. In
this example, a sgligOrFUPerstaff is servicing a customer, 5 who is wants to purchase one particular
item or a list of items. The state diagram 80 Includes a state 82 of the client computer 37 waiting for a
completion of a bar code 10 scanning event of the first purchase item. The bar code scanning event

denotes a time-gzojnt that is close to or that izﬂgt apom Ietifn cg{)theépurchase gf the item. The state 82 is
followed by a st 1453 Bf °§’§|ea§}8ﬁhf§s o b”beB r 88a&8 (ALt Irif"e'i’ﬁ,which the customer wishes

to purchase. Thdgedhaitly isatmgensing spatendefsoanngr deptiistzaraof artegreterhal 43. The act of
scanning triggerg QL iiaie s siieen of &AL rdbstiest 4401 R SlianePYiRIY . wherein the

touch screen 42 displays messages to prompt the customer for providing data or inputs relating to the
service that the Moy Rist Pec g anITREMBHEA CRIdME by isesEaligftdePateordingly for receiving
the inputs, whichFebraredndhe Faenof donplas iroBY the customer. This service data input occurs at an
appropriate time when the customer has received the service or during the time when the customer is
receiving the service from a 30 particular counter staff. In other words, the collection of service feedback
is immediate. 2CNG SUAPFETSOG MPdUleisSEEYE|ISveaasy a IHRESY etosingerdf deactivating the

service data collggtigndThis/dogep Adhs saivigewdaiaaliscierds difigipdupgpgompletion of the input
of service data from the custaomer or after a 5 pre-determined waiting time. When the service data request

is closed or is dd@4bated AnLTIEATRURSREN 49 o SORBEGHRA N thy R HEY ¥ ice comments or inputs
from the customeoniuTée \Bditmgainbeorovickebes Himectrdhe puistiameT e psopidevnisservice comments.

f no comment isfagiived by he. cdgncompuler FTMIHRLS V(g Sme.dbe sliegt gaputer 37 deems

that the customer does not wish to provide the service comments it then closes the 15 service data
collection. LeaviR§RRE EbgcE)IAE ol écBdn tdvafed/Bayénd € hesn §afHefhay allow others, rather
than the customer, to provide service comments. These service comments would probably not reflect the
quality of SerVICel'meatcli Pé%\@dggmbalu@eer 37 has a WLAN (Wireless Local Area
15 Network) antenna 41 and a touch screen 42. The client
computer 37 i1s communicatively connected to a POS (point

of sale) terminal 43.

The POS terminal 43 is located in a retail shop and is
20 located near to the client computer 37.

In a general sense, the reporting server 27 and the
supervisor module server 35 can have WLAN communication
modules, GSM communication modules, or other wireless

25 communication modules for communicating with each other.

In use, the POS terminal 43 is used in a retail outlet,

such a restaurant, for accepting payment from customers.

30 In one implementation, the POS terminal 43 electrically
triggers the client computer 37 upon scanning a first
item of a purchase by a customer. The customer is then
provided with a time period to provide service rating via



20service provider. In short, a predefined period or window is provided for the customer to provide his
service commens\Ehese spjcegomments are captured in an electronic manner and 25 can be
processed immediately according to predetermined ggidelines by the computer. In summary, these
features Improve integrity of received service data. The received service data can then be used 30 to

direct service qu Ii(t%/ Improvement in the rgguirfg areas. 2CNG 014 PCT§G€2 In aﬁeneral sense,
although the sca 'n& F R bSPRBYEE ¢ P Fadd TRBEd BPS H0Esa E%POE Ss, other steps,
such as printing ¢ ansdliegeodipthearf alsotbd teedab dihrapithectwleprooeshandrise afed to trigger 5 the

request service %@. Q—}P@i &em%p@gq&hg@ie&gg%e_r.ﬁ fegmg}g,sq{p{ge feedback are

possible. These means Includes a button, which provides a service feedback 10 request signal upon
completion of a EAAEME&GVRHERK, 3dch 2s35aREEAt §PsEFEP T IO M&EFIVASS also Include a touch
screen that allowwstimgustpraar tehisitialie toseivicaviegtihacknén egrigimeades) the means can refer to a
motion sensor in which the motion sensor detects a 15 presence of a customer in front of the client
computer 37, wherein each customer is allowed to provide one single service feedback. The motion
sensor does not lohiy pfovideanfolnptireatatiorpetiiie dwbstruvaalod@ment of the customer but it

detects also the 2PaeisARAIY g@%?&%ﬁ@r@im&e@&ﬁﬁdﬂéwﬁfﬂbeaﬁ@@bﬁomputer 37. A group
of customers would then ongl e allowed to enter one single customer feedback response. This can be

useful for check 57 ESLAferEEGHRASK AL ASERE LIS RIS BhsitAe AREaction 25 that is valid
for the multitudeai gErtonsmmuagengralisensse dhdFdordarebtiery anompetss Briagts as a client terminal

computer. The tQugh, $EESLET AGLS PSR HEYISS AW VIO PROIYFERITetpRNding

customers are enabled to provide service rating via the
client computer 37 immediately after receiving the
service, which refers here to payment of the service.

15
In effect, this allows each customer to provide only one
service feedback. An unhappy customer may want to
exaggerate his service feedback by providing multiple
service feedback. This client computer 37 together with

20 the POS terminal 43 prevents such multiple invalid
feedbacks from occurring. The client computer 37 has thus
an aspect of receiving reduced invalid customer rating.

In addition, the client computer 37 has a time window in

25 which the customer can provide the service ratings to the
client computer 37. Upon completion of the time window,
it Is assumed that the customer does not wish to provide
the service feedback. Hence the client computer 37 does
not accept any service feedback upon completion of the

30 time window. The time window is thus used to prevent
others, who are not the relevant customers, from
providing a service feedback. The time window also
provides an aspect of reducing invalid service feedback.



30 tactile input device. The antenna 41 is connected to a communication module to act as a client
wireless commugiggtiogmogete tgr communication with a further computer device, which can be an
Inspection server or a 2CNG 014 PCT SG 23 supenrvsor module server. The front-end client computer 37
Includes a trigger port for receiving a trigger signal from the POS terminal 43. 5 Fig. 11 shows a further
embodiment of the Integrated feedback management system. Fig. 11 depicts an Integrated feedback
management system 88 that Includes the supervisor module server 35 of Fig. 8 that is communicatively
connected to a clieat tentplretdoehO e sepsndsorpavdate sea/etids mbhatds the router 40 with a

wireless access &9‘}{%-{@? vygeﬁgﬁémg&s&pi%ismmc%ﬁ%ggnngc%@ihe client computer 60.

The client computer 60 Includes an RFID reader 62. In a general sense, the client computer 60 and the
supervisor modAdRRIdIST chf NRREFAMN cdihumldRbh mbilfeSaESMEoRRAEARAtion modules, or
other wireless caansigatieri npaeules fampamewticating with each other. The RFID reader 62 is used to
read an RF identifier of a service provider to authenticate the service provider. Upon authentication, the
service provider is allowed to access information in the client computer 60. The client computer 60 is
provided for collébgng tasineonrubRckInERT fopRarlityehd evetormanfsdd ek to the supervisor

module server 28¢ 30 the fdRaRAN MRALEBe"vEeT AP fanvesdsdie igenasiyerdaiayto the inspection
server 12 or to the reefortinﬁ?server 27. 2CNG 014 PCT SG 24 In a general sense, the reporting server

27 and the supeRGEYM R IIRELRARY 35 SRR NV cohmunication modules, GSM communication
modules, dr@ther wireless communication modules for communicating with each other.

The state diagram 65 includes a state 67 of the client
computer 37 waiting for completion of an event, such as
bill payment. The POS terminal 43 triggers the client
computer 37 when the event is completed. The client

15 computer 37 then moves to a state 69 of requesting for
service data from the customer.

After the customer accepts the request, the client
computer 37 enters into a state 71 of entering a first

20 level service data by the customer. Upon receiving the
data from the customer, the client computer 37 then moves
into a state 73 of prompting the customer to enter a
second level service data.

25 The two level service data structure has an aspect of
allowing the customer a structured way to provide more

service information.

After this, the client computer 37 returns back to the

30 state 67. The client computer 37 can also move back to
the state 67 after waiting for a pre-determined time with
the assumption that the customer does not wish to provide
more data after the pre-determined time.



Fig. 12 shows another embodiment of the integrated feedback management system. Fig. 12 depicts an
integrated feedbggksngragepengsystem 89, which is a variation of the integrated feedback management
system of Fig. 11. The feedback management systes 89 includes a supervisor module server 35' that is
communicatively connected to a client computer 60'. 15 The supervisor module server 35 includes a
server memory module 90 while the client computer 60 includes a computer memory module 92. In use,
the computer memory module 92 is used for storing 20 data received by the client computer 60’ from a
user. The data Ifdlgded @ustomier sepiiod €latd ag cast@iepfommenadatte THE datalin-the computer

memory 92 are afiandRe it forPHRUIRSUBPATRIOFRRANACREST £5 d Ne§e TRja@lgdater transferred via

communication modules over a wireless medium to the server memory module 90. The data in the server

memory module®RAR Grrafgedlif LEeRRYHERELSIATdr dSs\PaEVASd BHdArEYRTGRRIG for processing

by the supesvisaitidodglensarvsr 863pur2Gake 0ddeP 6dre®cia mmlieddingrDatabise) grotocols for

accessing or for n&anaging these databases. The transfer of the data from the computer memory module
1temss

5 92 to the server memory module 90 usually occurs soon after the computer memory module 92

receives the said data. When the communication link between the supervisor module server 35' and the

client computer g9 ds Hrakan @i 4y ﬁéﬁﬁuét?oh ﬁE‘i&?é@_ fﬁ?%%ﬁ@@%&‘eo?”%ﬁé?%ﬁ%‘ﬁf 10 60' is not sent to
the server memory module 90 and._it continues to reside in the memory module 92. These data are later

then sent to the SERRYTREMDY YA &A% d Ahén SREREMAERITIGR MK isS8blished or restored. In
other wordsQ datacymehnonisato befwebka the issipgouisohdSemotate. saitver (35 aoddae client computer

60" is done Whe%bg}ﬁl(ﬁq uoicatiopdinkds estalished af Fﬁ?t‘t@t i'ls"h@lfggéurﬁoh%q_the advantage of
allowing the feedback manhagement system 89 to continue working during a short 20 disruption of the
communication [lA1lat is at a completion of the purchase of the item.

The state 82 is followed by a state 83 of the sale staff

15 scanning a bar code of the first item, which the customer
wishes to purchase. The scanning iIs done using a bar code
scanner that is part of a POS terminal 43.

The act of scanning triggers or initiates a state 85 of a
20 touch screen 42 of the client computer 37, wherein the
touch screen 42 displays messages to prompt the customer
for providing data or inputs relating to the service that
the customer has just received. The touch screen 42 is
also adapted accordingly for receiving the inputs, which

25 are i1n the form of touches from the customer.

This service data Input occurs at an appropriate time

when the customer has received the service or during the

time when the customer is receiving the service from a
30 particular counter staff. In other words, the collection

of service feedback iIs immediate.



In a general sense, data can also be sent from the server memory module 90 to the computer memory
module 92 via thegamg spiddpegianism. 25 In a further embodiment, two or more of the embodiments of
Figs. 1, 8, and 10 can be combined into one single system by linking the reporting server both to the
inspection server 12 and to the reporting server 27. The 30 embodiments of Figs. 8 and 10 can be

combined into one single system by linking the two client computers 37 and 60 to the same supervisor
module server 35. '2%%1% gﬁ'bdpgg@“%glrp%eaeﬁ%%ﬁ‘?mgzlé)%f ﬁjeogﬂﬁﬁ’cacﬂbn‘?ﬂe phone is provided
as a smart phondehatsvpgarng bbltiez aseliwiomrdartiaau:oﬂ I/adtomer phrarsecdng taga @bmmunication for
transmitting datayMessape U/ e or B RRAVEoM 2PRIIFRE X2 R NOp SF CESRRPRb e phone 24

provides audio communication capabilities, this is helpful, because such a device is more acceptable to a

user than a pure®fattCohiRificforspRYAeanddBed ol ptbGdeiRBo M uRldROPeapabilities. The
phone in 10gyenpral-aisntbe mimedileLpnipgting devioenewt thieeq ity DE¢helgesvices provided is

Improved if at least the supervisprs are equipped with.mobile computing deyices that also provide Instant
audio communic%%%HecSe?palnsllitFesovs\'/ﬁ oat th'esrr)lg%gscépn'yvt% Sllgjg iéna%n g?(%e?ﬂgél 7 rTrlr[ijlgi:oeprhone and

headphones. Th#&/ cdeeR dote B§ksrovitliagy JmukhsHorse nyEce epoIsEfaLs this type of device is also

used for receiving datgssuyghihecalertaaigonrg for compiling and transmitting data such as the inspection
data reports. 20 In short, the embodiments provide several capabilities or features for operating an
airport. Passengers at the airport are enabled by the embodiments 25 to provide airport management with
real-time ot@mmedatedeedhgch bheeprioed deceiged byeth€gpatdengens tsireg ptedetermined terminals,

such as a touch ROl WD SIPGRAEr BUICRIL IR i RAReC9 ra Ly gllp o provide a

service feedback soon or immediately a e passengers have received the service. The
embodiments al§¥ aflb® €ddI@RE HRNRIGERBriAG dfkEaER theoml FdEghdAERE WHEBR service recovery

actions are needery rirespapdingrionegesustamngt feedbacksdhese astianasany#2EING 014 PCT SG
to provide the service comments and it then closes the
15 service data collection. Leaving the service data
collection activated beyond the waiting time may allow
others, rather than the customer, to provide service
comments. These service comments would probably not
reflect the quality of service that is provided by the

20 service provider.

In short, a predefined period or window is provided for

the customer to provide his service comments. These

service comments are captured in an electronic manner and
25 can be processed immediately according to predetermined

guidelines by the computer.

In summary, these features improve integrity of received
service data. The received service data can then be used
30 to direct service quality improvement in the required

areas.



27 also be initiated soon after receiving these customer feedbacks. Ratings of the customer services that
are rendered or 5dfat ghe,Ppvideg by airport frontline staff can then be derived immediately and quickly.
Current trends or status of services provided by busiess entities operating at the airport can also be
known and be analysed rapidly for improving these business services. Modern technologies 10 and novel
innovations arerised for deliveCn an end-%oeﬁd or com%rehensive solgéio s for managing the airport

¢ b

services. The emBofint&ME" gﬂ’?‘ﬁpe% 8H99rif’f8 igc‘r?g%'d}ﬂdg 0 gr\}?@gs 8 ehigh standards
for facilities at thefaitppert pL6-Thase embotiescos aexhifése fearheotheoa@psit fetbbruck systems that

receive customeé{g%gtgagﬁg}{oaghaﬂmﬁn@we&ssﬁq@ géégqgtiacl&gpsgfé%itlyg the airport terminal,

manual feedback forms, airport website, 20 and even verbally over telephone and customer information
counters. These4$fthreds RAIBA tiHeEaPRASN RIRFESSINGHe 8 HBSEK FOcAiVAELR much time is taken
to consolidage, talkssaspinedt. toanvesiégaierand to reply to the customers. While these channels allow
the airport 25 staffs to identify areas where its service performance falls short, the feedback is not
immediate. This also limits the opportunity for the airport staffs to turn around any unpleasant service
feedback. 30 Thetslicatiansrividesiggestcbheocdigndrtingmutsiurdé fAeitity management services to

a third party. The-sygiest Nag aeivFiEefaRIINEIOTA: OpiRS Ph AD_elekestCNEaR44 PCT SG 28 tronic
feedback, which js quick and is immediate. This %Ste_m can be used for collecting service feedback. The

system comprisdS'G RERE o PR ReriinLF RoRE Y BHES RitFaridFRy f&&HBAKith at least one
corresponding tactie égtutcieyned, amedwitbom o lentiwiretef sacaamumni catien wiadulgéaske tactile input

device Includes & iBHRSCHRRhMEI P KLiRTEE MFARS HRANY B SIGST AL aYEn i order to provide
put touch screen that allows the customer to initiate a

service feedback. In certain cases, the means can refer
to a motion sensor in which the motion sensor detects a

15 presence of a customer in front of the client computer
37, wherein each customer is allowed to provide one
single service feedback. The motion sensor does not only
provide information about a specific and selective
movement of the customer but it detects also the

20 unspecific presence of one or more persons in front of
the client computer 37. A group of customers would then
only be allowed to enter one single customer feedback
response. This can be useful for check-in counters, where
several persons create one single business transaction

25 that is valid for the multitude of persons.

In a general sense, the front-end client computer 37 acts
as a client terminal computer. The touch screen 42 acts
as a display device and with one or more corresponding

30 tactile input device. The antenna 41 is connected to a
communication module to act as a client wireless
communication module for communication with a further
computer device, which can be an Inspection server or a



10 The system also comprises an Inspection server computer with a server wireless communication
module for commpicalipg tothegt least one client terminal computer, as well as with a server wireless
phone module for communi- 15 cating to at least ong4nobile computing device. The mobile computing
device can Include a smart phone or a wireless phone. The server wireless communication module and

of com- 20 mun EUBBA VAP BRUSC ARG bortt el SR WA E W COMRLRD device, The

N4t to
Inspection served tonmultied ésrtiaeteampeisep@r greFdetaratingst beg of inspggen datarists. 25 The system

also includes ong Q. MeFR MRRle LOMPLLpg gdevices. In use, the system provides a user feedback data
acquisi- tion mode, an alert mode, and a site inspection mode. 30 By providing the dedicated site

inspection mode, it is possible to make sure that service providers do not minimize or reduce their

expenditures forrrgasihattgysaie flGe14Miot Bie2 ©eppensibia teguateédmanner that causes
unacceptable CUFé%rHﬁ]a sEr\r/Ti]ce. In othe{:worg%anhe gcidicaield aiete in- %p%%tion [pode %"e%NS the service

providers to manage e exggﬁ&?@r%nfor Merarsas while preve%ﬁ& héSe 5 aredstom producing

unacceptable cubesflepskriesapementsaifeteanask detatichoilusiesmddie the client terminal computer

provides a pre-dgigiayedset R USRS fegRagk messpoesPn thedisplgysdevice. The user feed- 10 back
messages serve as service comments for selectig.ngy users. Upon receiving%% user input into the tactile
b

input device, the"QEMIAGARLY ehnhsRBrreted £8r&u&hhaHe FORBIERIIBA K message over the client

wireless cd@munication module. 15 The pre-determined user feedback message is selected or is
generated accorg' i, ?%BiPer& 'm CES%EF”E%G"M?BH@ i%ﬁgepo?&léippgg with a program for
selecting the pre-ﬂger mey user fee&)a& message ac-
with a wireless access point. The wireless access point
is communicatively connected to the client computer 60.
The client computer 60 includes an RFID reader 62.
15
In a general sense, the client computer 60 and the
supervisor module server 35 can have WLAN communication
modules, GSM communication modules, or other wireless
communication modules for communicating with each other.
20
The RFID reader 62 is used to read an RF identifier of a
service provider to authenticate the service provider.
Upon authentication, the service provider is allowed to
access information in the client computer 60.
25
The client computer 60 is provided for collecting
customer feedback and for forwarding the customer

feedback to the supervisor module server 25.

30 The supervisor module server 35 forwards the respective
data to the inspection server 12 or to the reporting

server 27.



20 cording to the user input, wherein the selection does not require manual intervention or input. Because
of this, the issuing-QEthe Useieesback message can occur shortly after receiving the user input or
feedback. 25 The Inspection server computer receivgg later the predetermined user feedback message
from the client terminal computer over the server wireless communication module. The Inspection server

computer then checks the reﬁved user fe%glaback message as to whgg'uer the Lgéser feedback 30 message

indicates a user alert %@%‘] menters ihts e BRIt &5 the"In eBf8h Y&5ver computer identifies
that the said usesdpedivasio meszhgkeinsivates aBs@aaletavECNIGAD 1¢d@UIrdGe30 ima generic sense,

the Inspection seyig, FOEPHEH MAFRAAIYE LI IREADRCK MBssaasRPeRippdiediser alert. The

Inspection server computer is usually equipped with a 5 software program with corresponding data for
differenti- ating tR8MHEH FEHAEKNARLL 85 SR B REF Al A NthEMIBRGH0BENEHE- Inspection server
computer issues an alert message over the server wireless phone module to 10 the mobile computing

device. The server wirelgss phone mogdule can include a 3G S network module or other
communication diort mgiIER. AMoCich ansadrbe e e MR AREY FGing o the user
feedback messagRcR heanieaemestagy sikes forfihgtrudfing epdqisrviior ko tiggpake@d to the client

terminal computgp i ias isaHagdheresreetivnuser fepsiackigeasaas iwlirbrngcates a user alert.
Since the Inspection server computer can check the user 20 feedback message electronically, the alert

message can beHaSudl Fakiay e PhitaRdnaT K IBRRAAESHr oY Sk LU S to™e Informed quickly of

any servica@ailure such that the service failure can be addressing soon. As one can see from this, this

system allows foﬁ?bfaﬁéé%bééﬁpﬁﬁéﬁgﬁ%tﬂﬁﬁvgf@w%d” itng"n %ctg)rgwgﬁg ilg% J.nspection server

computer selects one inspection the set of iInspection data lists. Inspection data list can
be selected 30 deeBrdifgIBiMeluse? indfiat 1s communicatively connected to a

client computer 60~.

15 The supervisor module server 35 includes a server memory
module 90 while the client computer 60 includes a
computer memory module 92.

In use, the computer memory module 92 is used for storing

20 data received by the client computer 60 from a user. The
data includes customer service data or customer comment
data. The data in the computer memory 92 are arranged in
a computer database for easy access.

25 These data are later transferred via communication
modules over a wireless medium to the server memory
module 90. The data in the server memory module 90 are
arranged in a server database for easy access and are
intended for processing by the supervisor module server

30 35°.

A user can use ODBC (Open Database Connectivity), SQL
(Structured Query Language), or OLEDB (Object Linking and



2CNG 014 PCT SG 31 ule to the appropriate mobile computing device. The in- spection data list serves
to instruct a supepMigergpLreseeddo a particular location and to Inspect a list of items shown in the
inspection data list. 5 Upon arriving at the given locajion, the mobile computing device reads in
pre-determined location information data that corresponds to the inspection data list from a device that is
located at the saé%llé)c ion. T ﬁ?%aéiin of 10 this ;ire- etermined lqcation information data serves to

indicate that the Pe‘i%iéBPi pPers%m%? e Sl Rication! "9 e Mdbile computing device

then receives siteanapaogprtissiatddt@mbabesupervisor. The supervisor Inspects the site or location
according to items shown in the inspection data list and provides data of site inspection. The supervisor
also fixes or corrects 20 any service failure that he has found during the site inspection. The mobile

computing devicENBehliggsdeh Sk @ fRt3adEXDrthRif iR fedeifed toattPAHisimation data 25

and the rgca’vedagitgmmtig@rd@a tmédneﬂys@@_qtdu@sewajmpytancﬁ_hegnspeetion server computer
later receives the _Fé\ld s%% data mestsea'gem(é%ntalnlng &U?éo%it'on mfoUEgtl%ﬂ ed%% agd the site inspection

data. 30 The diffarent modes of the system p?r&;i e a struc urerf%cr:%'qwck Servica teedback and for a fast

service inspecticiata2C N @1 4the TCeBNgR Mertd pplidakith peiigesn atdystauntby ksbeth economical and
easy to use. By H%k'j@l% ngg}i{gegorg@utiggcﬁeﬁﬂ@e,&gghgs @Qﬁmg{t@poéae PhONsybradh, for alerting a
SO Ao AN G e R Ga e e ce VAl By e e hient computer
10 607 is not sent to the server memory module 90 and it
continues to reside in the memory module 92. These data
are later then sent to the server memory module 90, when
the communication link iIs established or restored. In
other words, data synchronisation between the supervisor
15 module server 35 and the client computer 60 is done

when the communication link Is established or restored.

This feature has the advantage of allowing the feedback
management system 89 to continue working during a short
20 disruption of the communication link.

In a general sense, data can also be sent from the server
memory module 90 to the computer memory module 92 via the
same said mechanism.
25
In a further embodiment, two or more of the embodiments
of Figs. 1, 8, and 10 can be combined into one single
system by linking the reporting server both to the
inspection server 12 and to the reporting server 27. The
30 embodiments of Figs. 8 and 10 can be combined into one
single system by linking the two client computers 37 and

60 to the same supervisor module server 35.



5 providing well-prepared site inspection lists, such an automated system is more easily accepted or
received by useksepinga Nestrisgss are familiar with operating some forms of a mobile phone, these
users would be able to easily adapt to the use of thiggaid mobile computing de- 10 vice. This is especially
so if the mobile computing device is also providing common telecommunication features, such as voice
communication 3nd MS or MMS Multim$diabMessa m(gaService ata fransmissions. 15 Optionally, the
client terminal c r'ﬂpE GIPQRYEER 8 prB RIFRNILCaEAR Tnfoh AR Wtal f the alert mode, the
mobile computingrdeiuide daasreadsinaa o qattiona nidratatiuppatatat thetparicdlar client terminal computer
that has issued @&T{W?Egﬁ &?%qummﬁﬂ%ﬁ%@g%ﬁﬁh'ﬁgﬂ@l@mﬁ%i%ﬁrt' The mobile

computing device then issues a site data message containing the received location information data to
the Inspection sdQer EERSREE NG AREANBRESAGT S erVEHdSinbatertBBeRiRMEe site data message
containing the logppPRciciibornaton datm tRathassbampreviginghsogririe\age, this step uses the client
terminal computerr,ov\v/t}ighsalreacg%)e@(sﬁsm to Pcr:gxéigg nthgé{oc%t%ciri J#fogma{iﬁlil ga}g In addition, the client
terminal computBr can |§ent?fl§} the mobile computing Ravice that i communicating with the client
terminal computBe inkud albreaose, siectliientdermiprl Esniputer aasedabdeeite umique phone identity

data relating to thedpoRiasORHIAG davisecdrMA FB4R6 proAd leRbliagseceivgd the alert message.
The phone identit¥ data serves as mobile computing device identity data and it acts to identify the mobile

computing devider PHEAGi s WM FANEHRAS AL e FRRERE L & 185me 8 gRBEn&hing the received
unigue phdrte idgetigyrddtadarthbd napectidr seomrplibérgspectiae sbotertdmnputel iader receives the site
data message cgqia%iggé@g%gge ;5’|hc9\9f’d Sngg/ qﬁ] &Qeﬁh%pﬂeqlﬁ’%%e?ﬁé computer can store

the received data for evaluation purposes or for data-mining purposes. The evaluation may reveal trends
of service failureSYRREN EaANSe A56d 96 AR HcY hthnagehbat CPRR WKL tRVIE®Sr computer can also

forward the storqehsgaceiyed defavpde d heRNtBo=RRTYEr eomuiectaEforther evaluation purposes. The

mablle computing feyics A0 OTIRURS & AR LRV TR RIS RHIRg dpvice and the

15 microphone and headphones. This can be done by providing

a smart phone. 1t i1s then useful I1f this type of device
is also used for receiving data such the alert data and
for compiling and transmitting data such as the
inspection data reports.

20
In short, the embodiments provide several capabilities or

features for operating an airport.

Passengers at the airport are enabled by the embodiments
25 to provide airport management with real-time or immediate
feedback of services received by the passengers using
pre-determined terminals, such as a touch-point or touch-
screen terminal. Put differently, the passengers are able
to provide a service feedback soon or immediately after
30 the passengers have received the service. The embodiments
also allow tracking and monitoring of these customer
feedbacks. When service recovery actions are needed for
responding to these customer feedbacks, these actions can



20 wireless phone module each can comprise a GSM communication module. The GSM communication
modules can proyide GRRSp3f . 4G capabilities. Besides the GSM communication module, the client
wireless communication module and the server wirejgss communication module each can also 25
comprise a WLAN or other wireless communication module. The alert message can also be sent in an
SMS or a MMS fo!;mat 30 The client wireless communication.module and the server wireless

communication f %ﬁl@ga&ﬂ [R5 pﬁ88r};\ &SN cohfmhrddtn %%%Ié:ﬂﬁta?agﬁeral sense, the client

wireless commuhgrdioaakedule and the server wireless 2CNG 014 PCT SG 34 communication module
each can also comprise a WLAN communication module or other wireless communication module.
Messages between the Inspection server computer and the 5 client terminal computer can be transmitted

in an SMS or a MR AP &T AN eSYaEeTBEITEEN kormmEnatRIEMICRRASY 89n e sent as SMS or

MMS messa&gesiiaaveiras pravledusy edatpppaakefrana aseovetdfiP ¢aite Tiansies Protocol). 10
Data links betwegnrti(\)lgguy—r:‘nrsec(){iséetr\e/ (5 can be %ﬁr v'ided s frTeF'?] ga{a}, gngss f%r fprsf‘)%/éq:lag batch file
operations. It is aIgo possiblen{o provide’ a direct data p%éke{“lcommunlca{i]on between applications on the
various compute?¥ cPe15ARE 5 0revadathebisbustiogshitgitd tdesonnsatantezklist with blank data

fields for receivingthe, iR HPREIOLAAE. MhatRBWINGHIE BBl MARFSEE GAPPEFSS Foe inspection 20
data list and the site inspection data. The ins%ection data list provides a list of items for inspecting while

the site inspectidBEEY ARSidEE S nGREY SFrRpdtadh TBsErRSBPHBANSHON. 25 The mobile
computingl(;:evicemhmo?rmpriiaermhaittihmmmeea ety €onfigerknv/as prigancodadeader. The mo?ile
computing devic S transpytti 0 0 riar f r Instance for
securing evidencgg?ﬁrg%a%ﬁgg‘?f %ritgée{gdgggﬁrﬁ%exqgmfﬁﬁﬁ%%%w &%?c%%éﬁg)r'n#grise client memory
unit for storing cRe&tMI&@sSwhil&ehensstictiontseiare an aspect of ensuring high

standards for services and high standards for facilities
at the airrport.

15
These embodiments are different from other airport
feedback systems that receive customer feedback through
various channels, such as feedback kiosks within the
airport terminal, manual feedback forms, airport website,

20 and even verbally over telephone and customer information
counters. These channels have a time lapse iIn addressing
the feedback received as much time is taken to
consolidate, to disseminate, to investigate, and to reply
to the customers. While these channels allow the airport

25 staffs to identify areas where i1ts service performance
falls short, the feedback is not immediate. This also
limits the opportunity for the airport staffs to turn

around any unpleasant service feedback.

30 The application provides a system for supporting out-
source facility management services to a third party. The
system has a structure to allow for an online or an elec-



computer can comprise client memory unit for storing 2CNG 014 PCT SG 35 server data. In the event of
disruption of compyRi¢atiprpitk Bgtween the client terminal computer and the Inspection server
computer, these memory units can transfer their datago each other. These memory units then store 5 and
later transfer their data to each other after the communication link is established or restored. In other

words, the memaory units Prov' e 3 megns for the client terminal camputer and the Inspection server
computer to fun&f())/c%f'ﬂﬁtil ffi& %Uﬁ’i’%a{t%h Ak F oPéb&. 1'0°'TH%”P&% 1@58on HdG provides a client
terminal computsy sttt diplbg desied, foth ood bectergcoeespordifgadiotiekinput devices, with a
client wireless communication module, and with a trigger port. 15 In particular, the tactile input device
includes a touch screen, buttons, or tactile means that one must press or touch in order to provide an

input. The client MifelE¥S E8fRORREISASBEURERShtitfe & fh et fiTdash GRR-a 20 further
computer devicewtrieh withbe prayged\asian irspeiibrhseivel éastpwae or as a supervisor module

server. The triggceéprortsiso%%eld fortrgg%i%/tn aﬁtria(geasi\gpgel froma'l wit eraele‘itﬁoew circuit. 25 In use, the
client terminal compu?erpprowd] a user _eedbgc data acquisition mode &hda wait mode. In the wait
mode, the clientwdiraihessoagiinenkoatikivry fordhd erigddesitaatad thel figygergrird aoon recep- 30 tion

of a trigger signgnit phgeges IHLER 4eqiclee 0BG EHa acokisthRt MedéeHhR tHERRr signal serves to
initiate the user feedback data acquisition mode. i )
one must press or touch In order to provide an input.
10
The system also comprises an Inspection server computer
with a server wireless communication module for communi-
cating to the at least one client terminal computer, as
well as with a server wireless phone module for communi-
15 cating to at least one mobile computing device. The
mobile computing device can include a smart phone or a
wireless phone. The server wireless communication module
and the server wireless phone module can be provided as
one single module, which performs both functions of com-
20 munication with the client terminal computer and with the
mobile computing device. The Inspection server computer
further comprises a pre-determined set of inspection data
lists.

25 The system also includes one or more mobile computing de-

vices.

In use, the system provides a user feedback data acquisi-
tion mode, an alert mode, and a site iInspection mode.

30
By providing the dedicated site inspection mode, it is
possible to make sure that service providers do not mini-
mize or reduce their expenditures for areas that they are



2CNG 014 PCT SG 36 In the user feedback data acquisition mode, the client terminal computer provides
a pre-determined sgt of Yaepfeedhack messages on the display device. The user feedback messages
provide service comments for the user to 5 select. Upgn receiving a user input into the tactile in- put
device, the client terminal computer issues a predetermined user feedback message over the client
wireless communication moglule_ and it han%es into the wait mode. The user feedfack message is

generated or is Jquef%'&lsd@- fo EBrtﬁHﬁ oth Eﬁl%%‘?fn&u Eﬂ%sé%eé‘%‘ﬁ?&%gq &dback about services
received by the assrt@ftar |apsinyce prd-oletdimeinedords tintdevithedi cedsidingideiseninput into the

tactile input devigﬁe@ﬁ L3 qﬂgagtqﬂg%cqﬁgugeémghﬁr}gﬁ {wghqgsfﬁéﬁ%%%back data acquisition

mode into the wait mode. The client terminal computer deems that the user does not wish to an input if no
user input is rec&WVelMWRRGRE Hrer g cfdmitBalartigRs AhdAGiNBNAYSTHE RRItEHBEE. then 20 prevents
other users swhaateaBOFiENP Msel @btigaluisat clpeapievidingtdseringeindeis manner, data integrity
of the user input is preserved. In the user feedback data acquisition mode, upon receiv- 25 ing a first user
input into the tactile input device, the client terminal computer can provide a pre-determined second set of
user feedback messtigesusiethdfdrphacledizta TaemHsbti o dlagksyy febabadit@ndssages can be

;elected <_accord iﬂgrth iths "irébh@@ft@puérldmaégcgivp ,BQJag{@tﬁﬁ FheeCcQE USEr iRyt into the tactile
B i R b Il A S e
10 back messages serve as service comments for selecting by
users. Upon receiving a user input into the tactile input
device, the client terminal computer issues a pre-
determined user feedback message over the client wireless
communication module.
15
The pre-determined user feedback message i1s selected or
is generated according to the user input. The client ter-
minal computer is often equipped with a program for
selecting the pre-determined user feedback message ac-
20 cording to the user input, wherein the selection does not
require manual intervention or input. Because of this,
the issuing of the user feedback message can occur short-

ly after receiving the user input or feedback.

25 The Inspection server computer receives later the pre-
determined user feedback message from the client terminal
computer over the server wireless communication module.
The Inspection server computer then checks the received
user feedback message as to whether the user feedback

30 message indicates a user alert. The system enters into
the alert mode, if the Inspection server computer identi-
fies that the said user feedback message indicates a user

alert.



37 The structure provides two-level user service feedback, which allows for a detailed service feedback.
The application alsQreyidesa usgr feedback acquisition 5 system. The system comprises the above
client terminal computer and a motion sensor being g¢gctrically connected with a trigger port of the client
terminal computer. When the motion sensor detects a user, the motion sensor actuates the trigger port of
the client terminal computer to 10 receive a service feedback from the user. The application also provides
a user feedback acquisition system. The system comprises the above client terminal computer and a
purchase item bdncadgatanner sengeeletad Slingpéyg toonesd efthampgeEporayf the client terminal

computer. When {heR/.Coqf SFapRatBEaRs ﬁe%aqgessé@métﬂ% fclipteg e trigger port of the

client terminal computer to receive a service feedback from the user. 20 The a%ﬁlicatlon also provides a

user feedback atfEiskiBFPSFEARN TR ¥GdteRPRBHI s ebIneSHIY Rt kBRRthAY tnSuter and a

purchase itegn regefipirelep bediguelart trical-eespesieiinygitdatsigper poitfFethenalient 25 terminal
computer. Whenatpe rir}ﬁ% p(giﬂ%sé'a_ r?é:e(iﬂ; of a R%urchase it1also actuates the tri'%g%lr port of the client

S
. n d%Ck eSS%He$ FO§1 e user % - .
terminal computer to receive a service fee ack from the user. 30 e appllca Ion also prowdes a user

feedback acquisition system. The system comprises the above client terminal computer and a POS

(point-of-sale) bqiRgRRNNEried elRfdEcalbhwithnd pert s e kDS HisrpliR@dgdsgethe 2CNG 014

PCT SG 38 POS terminal device actuates the client terminal computer to receive a service feedback from
a user. The app RIS bVIERSaIReMES - Uperating & f’é’lbﬁ-%%/srrﬁlﬁ%@%nqm%'e‘?vi‘}%. The method
comprises Hostexlod thefddiitycoapagémerdeeidee progidiegacusarifeelibask pladaa@cquisition service,

an alert Service,migitgéﬂsqﬁ%tmlg’eg/i% GMS network modulle or other com-
munication network modules. The alert message i1s selected
or i1s generated according to the user feedback message.
The alert message acts for instructing a supervisor to
15 proceed to the client terminal computer that has issued
the respective user feedback message, which indicates a
user alert.

Since the Inspection server computer can check the user
20 feedback message electronically, the alert message can be
issued quickly. This in turn allows the appropriate su-
pervisor to be informed quickly of any service failure
such that the service failure can be addressing soon. As
one can see from this, this system allows for a fast re-

25 sponse to a service failure.

In the inspection mode, the Inspection server computer
selects one iInspection data list from the set of inspec-
tion data lists. The inspection data list can be selected

30 according to the user input.

The Inspection server computer then issues the selected
inspection data list over the server wireless phone mod-



10 Referring to the user feedback data acquisition service, it comprises a step of a client terminal
computer providiga RigAlgsermiged set of user feedback messages on a display device. These
feedback messages relates to service feedback or tg-gervice comments for selecting by a 15user. Later,
upon receiving a user input via a tactile input device of the client terminal computer relating to the
feedback messages, the client terminal computer issues a Zogp termined user feedback message to

-d
an Inspection se &r &9m5 ?eﬁ%%".ggdé‘&%s@?*?é FoSATHIE Er'i%eag\é%?&‘te 5t i§'b_enerated according

to the user inputsrﬁheﬂilepedﬁr_ﬂasbm. canpetertaternsteivet taesm\ﬁsmitte@ pre-determined user
feedback messagefram{heClies Ae 71031 SPMMLSFURT ae e WHEIRSSCYNTIWCgijon module. The

Inspection server computer then checks the user feedback message whether it indicates a user alert. The
management seAkEEThENGER t8hrbRIHMEPES BT sEikée Iif fle Inspection server computer identifies
that the user feedback message indicates a user alert. 2CNG 014 PCT SG 39 Referring to the alert
service, it comprLiFes agterp of the Ir%sptenction-servei cQ ter is ingpg ﬁ%rt message over a server

i n 1IViNng a e given locarion € computin :
wireless phone MRAUIETo & WireleSs moblleqcompu INg devicé. The aler messagéjserve% to instructa 5

supervisor to prétRetre tradienne mmadetarpiukee thddeatitanednfienkrt feadoadiamessage, which

indicates the usqiiglgrcd PRSEBHRIE MENERLViFRIPERGI RN AR Nrpviderthminsngstion service. 10
Since a computer _does the check of the user feedback message, the alert message can be selected or

generated and b&*SE ARG ASKIIOFAER Bn TNEWEAEH Al QG Fmor e 1d GRY Witk failure. 15
Referring ththe tispectioa-stavieen krcinjosed aciep of dire didjpectintse ser vesnuter selecting one
inspection data I'ﬁ{ér &S%trﬁfﬂ gcg% Q?\tﬁig s qu ISSu (Iﬂel elack %Ilﬂspﬂ:tlm data list over a
communication module to the moﬁ"l@ com%uting daevice. @%%mspgct‘%ﬁ %ata list can ge selected
according to theaH il@Ged# @ ether means. The inspection data list serves to instruct the supervisor to
proceed to a particular location and to perform site inspection according to items shown in the inspection

data list. 25 U iving. at the location, the mobil ting devi ds.i -determined locati
information data 115t TSHIABoRHA RS HOMAIRLER JHENal T TR b Rk nformation data

acts to inditate ole3@ td confithehaurarsugewisor is present at the said location.

The supervisor inspects the site or location according to
items shown in the inspection data list and provides data
of site inspection. The supervisor also fixes or corrects

20 any service failure that he has found during the site in-
spection.

The mobile computing device then issues a site data mes-
sage containing the received location information data

25 and the received site inspection data to the Inspection
server computer. The Inspection server computer later re-
ceives the said site data message containing the location

information data and the site inspection data.

30 The different modes of the system provide a structure for
a quick service feedback and for a fast service inspec-
tion.



2CNG 014 PCT SG 40 The mobile computing device later receives data of site inspection, which is

performed by the sygepisopagcgling to the inspection data list. The supervisor also of-often corrects or

fixes any service failure detected the 5site inspectiogpoThe mobile computing device then issues a site

data message containing the received location information data and the received site inspection data to

the Inspection 1Q server cirgg[uter. The site data messa%ﬁ seﬁves as a report of the site inspection. The
t

Inspection serve t&%n‘?}ﬁ?{ (I F@é’é9§§tﬁe RSt 0 Ehe at sggﬁg?ﬂ]dtc tains the

location informatiowl dedsgntichessite iBgpestiogy dataobd dedospetiing sdexdeeansathie to initiate a site
inspection of a pgétigjl%mtmgdﬁli@hiﬁncﬂ]ggebg@‘ca‘tﬁ tgqéqxﬁtli%w Qagﬁo\%q,r\yicseoﬁailure. 20 The

management service then changes to provide the user feedback data acquisition service. In a general
sense, the inspeBBH &Mk BatRiiatt YES6 G 4SHergdicrRMd@ b tdnTQhedule while 25 an

immediate Wgerpriosfiedten semMcdeapatea beittggerepbytheralaisesyiceutthsammary, the method
allows for a service, feed agkssho tly after the service js provide%{eta a user. It alsoas allows for a fast

generation of an“aler Iin the eVENt of a'Service faldre, SCNG 014 PCT S& 4T e al@ft service can
comprise the malsilercompaiiing deesde Hselifngawe [beaidd aforttiiopRedtatthnbesdieat terminal

computer that hagjgssiegihs wrsts fredpaskaessags. Whishdndisaire B!sal plertoT he mobile computing
5 device later issues a site data messa%e containing the  _ i i
easily adapt to the use of 1s said mobile computing de-
10 vice. This is especially so if the mobile computing
device is also providing common telecommunication fea-
tures, such as voice communication and SMS or MMS

(Multimedia Messaging Service) data transmissions.

15 Optionally, the client terminal computer can also serve
to provide the location information data. In the alert
mode, the mobile computing device can read in a location
information data at the particular client terminal com-
puter that has issued the respective user feedback

20 message, which indicates a user alert. The mobile compu-
ting device then issues a site data message containing
the received location information data to the Inspection
server computer. Later, the Inspection server computer
receives the site data message containing the location

25 information data. Rather than providing another device,
this step uses the client terminal computer, which al-

ready exists, to provide the location information data

In addition, the client terminal computer can identify
30 the mobile computing device that is communicating with
the client terminal computer. In the alert mode, the cli-
ent terminal computer can also receive unique phone
identity data relating to the mobile computing device



location information data to the Inspection server computer. After this, the Inspection server computer
receives the siteggla ressagg cggtaining the location information data. 10 This step allows the location
information data to be ob- tained from the client termjgal computer, which already exists while without
requiring additional Infrastructure. 15 Alternatively, the alert service can also comprise a step of the client

terminal computer receiving phone identity data relating to the mobile computing device that has received
the alert mescadh A BHONETAARS cHlk L& BE HEBRELEme i PHBEe SHERKY Sata. The clien
termi- 20 nal coriptiterstteremrdssswds delatampeddage dentaieinydertghHonal@emtiyndata to the
Inspection servej computegd GiGErBpAPSRREUNBISPI!CHPRYRIgeGel/pedherdriadygssage containing

the phone identity data. 25 This act enables the Inspection server Computer to identify the mobile

computing deviceTrork&HBISIIN CRIRRHiEF Bald 8Nt RSY§ScIBdEa $A tBGRFRIS e the site report. The

Inspection serveccotiuiengitencsstprenateaaiiet0glaiadoi avaltiptipnditipoees tidlata-mining

purposes. The IrI?Pectiopi%%rvgr c\gren'put(f_hglsp oftergéc&rwards the stored receiveldagata to a reporting
rfo

server compute o esP EoraPET S8 %&u{ﬁg user feedback data

PriTther dafa-mining purposes.
acquisition servic@eahvgsmplise 3l dieplsftiaensRersernsipatadmbideto® ringitiecpredetermined user
feedback messageo JbeilisRes¥gn §giver 5 computer receives the pre-determined user feedback
message from the client terminal computer when a communication link between the client terminal
computer and the Inspection server computer is established. 10 When the communication link between
the client teminaheorhpsercric thestnspectioongarter coapusdoisedithepted cthivelierdderminal sores the

user feedback message AN FRTH e HRPRIRRLPAK FEPSARAOITA INGPREligRgBL/er computer when

the communication link is resolved. ] ]
The evaluation may reveal trends of service failure,

which can be used for resource management. The Inspection
server computer can also forward the stored received data
15 to a reporting server computer for further evaluation

purposes.

The mobile computing device can comprise a text data iIn-
put device. The mobile computing device and the server

20 wireless phone module each can comprise a GSM communica-
tion module. The GSM communication modules can provide
GPRS, 3G, or 4G capabilities. Besides the GSM communica-
tion module, the client wireless communication module and
the server wireless communication module each can also

25 comprise a WLAN or other wireless communication module.

The alert message can also be sent in an SMS or a MMS

format.

30 The client wireless communication module and the server
wireless communication module each can comprise a GSM
communication module. In a general sense, the client
wireless communication module and the server wireless



The application provides a method for operating a client terminal computer of a facility management
service. The methqeEcaprises agtep of the client terminal computer providing a user feedback data
acquisition service and a 20 wait service Referring tg the wait service, it comprises the client terminal
computer waiting for a trigger signal at a trigger port of the client terminal computer. Upon reception 25 of

the tri i [, the client t inal t h ide th f k dat isiti
ebleobibia To O e Vet e Bt eI e e

computer providingcaprerdetermiedsedhesefeeebask ncessagacait endisplajudevice. The feedback
messages relate to service comments that are provided for a user to select. 2CNG 014 PCT SG 43
Later, a user input relating to the feedback message is provided to a tactile input device of the client

terminal comput¥ESERI e MEEHFRILIE M AP IAEA FEL REV Y6 a GOPIRVESterAfifediRer feedback

message ogr aclipahwirgiess namneanigatien neagduledomaaispection servancempuier. The

pre-determined usen f§e back €%339¢ is se- lected e 5 lqenerated accgrding to C}hiz received user input.
: .a_ MM ormaﬁp Messages Hatwesr, communkcation nodules )
The client terminal computer afterward changés to 10 provide the wait service. This step allows collection

of service feedbgaktdbestire remdfately Miler tirssagase rpeNaie@Inaarsévedeof service failure, the

fast service feedhagk alaia IpweieuickusaPagse e e perieg failuea el Meang0f generating the
trigger signal are possible. In one implementation, a scanning of a purchase item gen- erates the trigger

signal. In anothef rlnbiementation, a 20 printing of a sale receipt generates the trigger signal.
10

Data links between computers or servers can be provided

as FTP data links for providing batch file operations. It

is also possible to provide a direct data packet communi-

cation between applications on the various computers on
15 any I1SO level.

The inspection data list can comprise a checklist with
blank data fields for receiving the site inspection data,
wherein the site data message comprises the inspection

20 data list and the site inspection data. The inspection
data list provides a list of items for inspecting while
the site inspection data provides a corresponding list of

inspection results or information.

25 The mobile computing device can comprise a built-in cam-
era being configured as a Bar code reader. The mobile
computing device can also be used for transmitting photos
to a superior data server, for instance for securing evi-
dence, if a damage is detected.

30
The client terminal computer can comprise client memory
unit for storing client data while the Inspection server
computer can comprise client memory unit for storing



After lapsing a pre-determined wait time without receiv- ing a user input into the tactile input device, the
user feedback dgtaacguizitirsefyice can comprise a step of 25 the client terminal computer changing to
provide the wait service. The user feedback data acggisition service closes or ceases after the lapse of
the wait time when no user in- 30 put is received. The client terminal computer deems that the user does
not wish to provide any service feedback when no yser.input is. recei\1/:ed within the wait time. Leaving the
user feedback A6 XEHUARR i ECRHEHCNE B13 PIEEE A aREPHIMETIARE may allow other
users, rather thahithle dettiabasertfieons brovitlirte saivied fasutpadie U g rddevihgspécst user input into
the tactile input § glgyics. fhe Hseg %q:téqc,k Qﬂ@sacg]léi[ﬁgiﬂl;l SEIVEE A S RLRRFse a step of the client

terminal computer providing a pre-determined second set of user feedback messages on the display
device. The secdfi® tEt GPg%g%&ﬂﬁkaﬁB%Eag&‘%ﬁﬁ megeR¥ratedtst Jd1sBIeetéd ccord- 10 ing the
first user inmut. pen Ieqeivingrasstend usel inputtatathetathile thait deftes; tereclient terminal
computer change(s) rrt1(r)n prﬁvig(fitgg vy:ilitl%er\éices%ﬁlsltg é)d'ogilgle'ge% W|Qe| velfnerg%qeefgedback, which is
15 able to provio% S detaéd S8Rice feedback ough a two level teedback is described here, three or
more levels of séefsistecdiadkeneraisurpiksifiEoyhderabbamenttadart A oadd éetcribed with the
following 20 listsyllephaPSUnplamanta e ingoranaiped #ivhtans, Ehedsrpasiye ggmbinations of

features, which are dis- B} ) _ _ .
function until the communication link IS restored.

10
The application also provides a client terminal computer
with a display device, with one or more corresponding
tactile i1nput devices, with a client wireless communica-
tion module, and with a trigger port.

15

In particular, the tactile i1nput device includes a touch
screen, buttons, or tactile means that one must press or
touch iIn order to provide an input. The client wireless
communication module is intended for communication with a

20 further computer device, which can be provided as an In-
spection server computer or as a supervisor module server.
The trigger port is used for receiving a trigger signal
from a further electronic circuit.

25 In use, the client terminal computer provides a user

feedback data acquisition mode and a wait mode.

In the wait mode, the client terminal computer is waiting
for the trigger signal at the trigger port. Upon recep-

30 tion of a trigger signal, it changes into the user
feedback data acquisition mode. The trigger signal serves
to initiate the user feedback data acquisition mode.



closed in the item list, are regarded as independent subject matter, respectively, that can also be
combined with othq[fegiurescaf the application. 25 1.System for supporting facilities management
services, the system comprising - at least one client4grminal computer comprising a display device, at
least one corresponding tactile 30input device, and a client wireless communication module, - an

Inspection serve com@uter co risgrﬁ%%ﬁsaver wireless communication odulf_for communicating with
i

2CNG 014 PCT

the>&t' leh&F e

ElnRAPGhURSY, Ffter &ifpH

Wd'% server wireless

phone mod.ule fdremlﬁ.nahimlrirmm&th axljeaiﬂeﬁemoma&demmihgedb\ﬂea, a{fd lﬂmllr.er comprising a
pre-determined §eleefji-RSpestopdata fisienandispilggstaus daobiegonuuingadavice,

wherein the

system provides a user feedback data acquisition mode; an alert mode, and a site inspection mode,
wherein 10in theP@&&r BRIPRSRNEACHIRiFEH Y &&e COmBeaEht TaIMHRE cHRfUtEPprovides a
pre-determiged setlefotserfpedbaekeiedsapes osdire fignlay devicerigndraean fecdining a user input

into the tactile inpu dgvice the 1Q.Hent tFrmiq:aI comput 15issuing a pre-determine
ut. %V|Ce e clien terleé1
message over the client wireless communication module

10

15

20

25

30

computér 1ssues a pr
determined user feedback messagé over the client wireless
communication module and it changes into the wait mode.
The user feedback message is generated or is selected ac-
cording to the user input and It serves to provide

feedback about services received by the user.

After lapsing a pre-determined wait time without receiv-
ing a user i1nput Into the tactile input device, the

client terminal computer can change from the user feed-
back data acquisition mode into the wait mode. The client
terminal computer deems that the user does not wish to an
input if no user iInput is received within the pre-
determined wait time. Changing into the wait mode then
prevents other users, who are not the present actual user,
from providing user input. In this manner, data integrity
of the user input is preserved.

In the user feedback data acquisition mode, upon receiv-
ing a first user input Into the tactile input device, the
client terminal computer can provide a pre-determined
second set of user feedback messages on the display de-
vice. The second set of user feedback messages can be
selected according to the first user input. Upon receiv-
ing later a second user input into the tactile input
device, the client terminal computer can change into the

wait mode.

gyserfeedback



- the Inspection server computer receives the predetermined user feedback message from the at least
one client termingh gemputepeyekthe server wireless 20communication module and checks the user
feedback message whether it indicates a user alert,qyherein the system enters into the alert mode, if the
Inspec- tion server computer identifies that the user feedback message indicates a user alert, 25in the
alert mode, wherein - the Inspection server computer issues an alert message erﬁge server wireless
phone module 10/ TReTAEHEE WS RHHLTES pTUBedSYS Ihd'SF oot SR B HIAHARS! computer that has
issued the re- 30¢pective kevsefdivaek dedssabrdthee vdicatebeadisaclkalert, and wherein in the
inspection mode, 2CNG 014 PCT SG 46 - the Inspection server computer selects one inspection data list
from the set of inspection data lists and issues the inspection data list over the server wireless phone

module, 5- the noIAEBhbERREUL IS Pe RIS HRS dRttRGhe§6ERASTKIREAHARAY tata that

correspondsto thgsiepectivtedsizsiisin- dumpraliescampuibeie\idd epacites sikaaispection data, 10-
the mobile computmg q:ewce issues aﬁtgndastg mes- sage cogialnplgi@aellpcatloHrllréfg{rgéxtlon data and

o . CO roand a m Nnsor e CO .
the site Inspection @ a FO the nspec?lon server computer, nd - t%e Inspecﬁ’on server computer recelives

the site with a trigger port of the client terminal computer. When
the motion sensor detects a user, the motion sensor actu-
ates the trigger port of the client terminal computer to

10 receive a service feedback from the user.

The application also provides a user feedback acquisition
system. The system comprises the above client terminal
computer and a purchase i1tem bar code scanner being elec-

15 trically connected with a trigger port of the client
terminal computer. When the bar code scanner scans a pur-
chase item, it also actuates the trigger port of the
client terminal computer to receive a service feedback
from the user.

20
The application also provides a user feedback acquisition
system. The system comprises the above client terminal
computer and a purchase item receipt printer being elec-
trically connected with a trigger port of the client

25 terminal computer. When the printer prints a receipt of a
purchase, it also actuates the trigger port of the client
terminal computer to receive a service feedback from the

user.

30 The application also provides a user feedback acquisition
system. The system comprises the above client terminal
computer and a POS (point-of-sale) being connected elec-
trically with a point-of-sale (POS) terminal device. The



15data message containing the location information data and the site inspection data. 2.System
according to itey Ay wherginprthezalert mode, 20- the mobile computing device reads in a location
information data at the least one client terminal comgyter that has issued the respective user feedback
message that indicates a user alert, - the mobile computing device issues a site data 25message
containing the Iogé%ion informaiion dataé- the Insgpection seryer com%lﬂﬁer_ receives the site data message
containing the locanohGRIHRlcHYAGS BT L UL ordihgth Hh™ BAteFPEPWEEFein in the alert
mode, 2CNG 0¥ PCTSd 7a theratileasferdlutickt faraninal ca@puter receives phone identity data
relating to the mobile computing device that has received the alert message, - the at least one client

terminal computer issues a 5data message containing the phone identity data, and - the Inspection server
ConunnerreceNEQ?héEEJdcat'on provides a method for operating a facil-

5 1ty management service. The method comprises a step of
the facility management service providing a user feedback
data acquisition service, an alert service, and a site

inspection service,

10 Referring to the user feedback data acquisition service,
it comprises a step of a client terminal computer provid-
ing a pre-determined set of user feedback messages on a
display device. These feedback messages relates to ser-
vice fTeedback or to service comments for selecting by a

15 user.

Later, upon receiving a user input via a tactile input
device of the client terminal computer relating to the
feedback messages, the client terminal computer issues a
20 pre-determined user feedback message to an Inspection
server computer. The issued user feedback message is se-
lected or is generated according to the user input.

The Inspection server computer later receives the trans-

25 mitted pre-determined user feedback message from the
client terminal computer over a server wireless communi-
cation module. The Inspection server computer then checks
the user feedback message whether it indicates a user
alert. The management service changes to provide the

30 alert service, if the Inspection server computer identi-
fies that the user feedback message indicates a user

alert.



message containing the phone identity data. 4.System according to one of the aforementioned items,

10wherein the mohile ¢pmMPBERY glevice provides audio communication capabilities with other mobile

computing devices. 15 5.System according to one ogthe aforementioned items, wherein the Inspection

server computer stores the received data for evaluation purposes. 20 6.System according to item 5,

wherein the Insp§§] jon server con}guter forwards the stored received data to a reporiing server computer.
r

7. System acco {0 8R8 oFthd Mo Rbed sy &, LRI BN bnE SO R uting device
comprises a texttii@talinppedévice. Sc Bystemaguotdingiesoriaof tre akeemhar@srgeitems, 30wherein

the mobile compying deice-aar R SANEEWIESRS RBANEANeEUle GRS FRTWIRGSA YWLAN _
communication module. 2CNG 014 PCT SG 48 9. System according to one of the aforementioned items,
wherein computing device. The alert nmessage serves to instruct a

5 supervisor to proceed to the client terminal computer
that has issued the user feedback message, which indi-
cates the user alert. The management service then changes

to provide the inspection service.

10 Since a computer does the check of the user feedback mes-
sage, the alert message can be selected or generated and
be sent out quickly. This in turn allows for a quick re-
sponse to any service Tailure.

15 Referring to the inspection service, It comprises a step
of the Inspection server computer selecting one inspec-
tion data list from a set of inspection data lists and
issuing the selected inspection data list over a communi-
cation module to the mobile computing device. The

20 inspection data list can be selected according to the us-
er input or to other means. The iInspection data list
serves to instruct the supervisor to proceed to a partic-
ular location and to perform site inspection according to
items shown in the iInspection data list.

25
Upon arriving at the location, the mobile computing de-
vice reads in a pre-determined location information data
that corresponds to the inspection data list. This read-
ing of the location information data acts to indicate or

30 to confirm that the supervisor is present at the said lo-

cation.



the mobile computing device and the server wireless 5phone module each comprises a GSM
communication Beg; WR4L®Fysem according to one of the aforementioned items, wherein 10the alert
message is sent in an SMS format. 11. System accgging to one of the aforementioned items, wherein
the client wireless communication module and the 15server wireless communication module each
comprises a WL 1§|cat|on madule. 12, %% éem accordln to ong of the afarementioned items,

wherein 20the cl SOMRERIO et d ARG nECSSH ?ﬁm%{fgfs dmildsication module
each comprises H"Gmtommuwfwmnlmouetéormam.@yswm scgErdingstorone o e aforementioned

items, 25Where|q g@ﬁebq tﬂeo}pstﬁ)gggoil Sefverfa %rr@rigg;e 2 gg;\%pne client terminal

computer are transmltted in an SMS format. 30 14. System according to one of the aforementioned items,

wherein the inspeEE8A d%ﬁ£'T%FE@nﬁiﬁsEk’?ﬂénﬁ%t&?EYo%cﬁor?@&éh‘/ﬁ?‘g firrerd s JdGion data, wherein
the 2CNG 14 B¢¥eSenspection.

The mobile computing device then issues a site data mes-
sage containing the received location information data
and the received site inspection data to the Inspection
10 server computer. The site data message serves as a report
of the site inspection. The Inspection server computer
afterward receives the transmitted site data message that
contains the location information data and the site in-
spection data.
15
The iInspection service can serve to initiate a site iIn-
spection of a particular location in which a user
indicates the location has a service failure.

20 The management service then changes to provide the user
feedback data acquisition service.

In a general sense, the inspection service can be initi-
ated according a pre-determined inspection schedule while
25 an immediate urgent inspection service can also be trig-

gered by the alert service.

In summary, the method allows for a service feedback
shortly after the service is provided to a user. It also
30 allows for a fast generation of an alert in the event of

a service failure.



49 site data message comprises the inspection data list and the site inspection data.  15. System
according to one,efthejafprementigned items, Swherein the mobile computing device comprises a
camera being configured as a Bar code reader. 16Sygtem according to one of the aforementioned items,
10wherein the client terminal computer further comprising client memory unit for storing client data, the

client data is pro¥'ded f'or transmittin%to the In%%aclion server cean(}outer and lStheGé?spection server
computer further c?m% Eﬁlfg Sidntf nﬁﬁ? Ui Ws?c?ri%'@ew ! a,CﬁWeDgM fais provided for
transmitting to tha ckenteednirgl bonaputecadd a7, SliEotterhiinal daguidr with cdispidy device and with

at least one corrgspARAINY TAGHIS JPOH! #6YES320 YUl 2 fligAEWISLGSSreRmAdNCAIQn module for

communication to a further computer device, and with a tr%g:[r&ort for receiving a trigger signal from a
r

25further electropf@Bircii kAR dRM (ks af oSl R Bvibpid heu&ameeERAEK data acquisition
mode and asvaitegilees - Vawsein sstheswaitsiede dteaclienidaguinad ceaipiiteg isswaiting for a trigger
signal at the ”'QQ%E%%E’%%’ i %8#%%‘%‘%“%” (ﬁg‘;% tr'gge%r%@”f‘r'f %he%ntall%ﬂ '%‘qé)rt\?f?r“%e&rﬁ?dba‘:k data
acquisition mode, - wherein in the user feedback data acquisition mode, the clientterminal computer
provides a pre- PG 0FPGT 8@s, the Inspection server computer

receives the site data message containing the location
information data.

10
This step allows the location information data to be ob-
tained from the client terminal computer, which already
exists while without requiring additional infrastructure.

15 Alternatively, the alert service can also comprise a step
of the client terminal computer receiving phone i1dentity
data relating to the mobile computing device that has re-
ceived the alert message. The phone identity data acts as
mobile computing device identity data. The client termi-

20 nal computer afterward issues a data message containing
the phone identity data to the Inspection server computer.
Later, the Inspection server computer receives the data
message containing the phone identity data.

25 This act enables the Inspection server computer to iden-
tify the mobile computing device from the phone identity

data, which is included In to generate the site report.

The Inspection server computer often stores the received

30 data for evaluation purposes or data-mining purposes. The
Inspection server computer also often forwards the stored
received data to a reporting server computer for further
data-mining purposes.



50 determined set of user feedback messages on the display device, and upon receiving a user input into
the tactile input dejeeotfie gieptdgrminal computer issues a pre-determined user feedback message
Sover the client wireless communication module, angdthanging into the wait mode. 18. Client terminal
computer according to item 17, wherein 10in the user feedback data acquisition mode, after lapsing a
pre-determined wait time without receiving a user input into the tactile input device, the client terminal
computer changing into the wait mode. 15 19Client terminal computer according to item 18, wherein in
the user feedbadihdatsseeydisitidivaiodda ipoacecesing arfirseusacimpeaintodhprastieanput device, the

client terminal C%QHtgprﬂyg.jq.Jslq@ﬁ%- Zgﬁiﬁtﬁ‘im,n%%rﬁ%%g setof H;.&r{%%dtaﬁg(_messages on the

display device, and upon receiving a second user input into the tactile input device, changing into the wait
mode. 25 20. Ut ¥eEBBREK aegEKitTsPepateln BeRTRehg TRECIERREMGHRAN cBRIP(REr according to one

of items 17 ® 1&@nslitametor pessotheingrelessicatlyicrnnasied WitealiaggempsH of the client
terminal computer, 30 %1, Us}e.ﬁfeeqbacnl%a%%uisiiion system (i:%rpp\lr\}ﬁie;]rg 22 client terminal computer
0

: sa 0 cli rimrnal™’compu
according to one 8Pterms 17 ?[9, and P
communication link between the client terminal computer

and the Inspection server computer is established.

10 When the communication link between the client terminal
computer and the Inspection server computer is disrupted,
the client terminal sores the user feedback message and
sends the user feedback message to the Inspection server
computer when the communication link is resolved.

15
The application provides a method for operating a client
terminal computer of a facility management service. The
method comprises a step of the client terminal computer
providing a user feedback data acquisition service and a

20 wailt service

Referring to the wait service, it comprises the client
terminal computer waiting for a trigger signal at a trig-
ger port of the client terminal computer. Upon reception
25 of the trigger signal, the client terminal computer
changes to provide the user feedback data acquisition

service.

Referring to the user feedback data acquisition service,

30 it comprises the client terminal computer providing a
pre-determined set of user feedback messages on a display
device. The feedback messages relate to service comments
that are provided for a user to select.



2CNG 014 PCT SG 51 - a bar code scanner being electrically connected with a trigger port of the client
terminal computep\g2. J4serdepdeack acquisition system comprising 5- a client terminal computer
according to one of items 17 to 19, and - a receipt pygter being electrically connected with a trigger port of
the client terminal computer. 10 23. User feedback acquisition system comprising - a client terminal
computer according to one of items 17 to 19 and - a point-of-sale (POS) being electrically connected with
a point-of-sale (POS) terminal device. 15 24. Method for operating a management service, the method
comprising -lthgemanagesent sepuite pedatingatsctiieceack daka aegedi®niservice, an alert

service, and a 24l NRAECHONSSRYICE IS RBLIPSURA'IecIPagk dalq pagriSiien FREYCE comprises - a

client terminal computer providing a pre-deter- mined set of user feedback messages, upon receiving 25a

user input, the cFEMPkRInal dinGlteMdsdedginal computer then issues out a

5 pre-determined user feedback message over a client wire-
less communication modulle to an Inspection server
computer. The pre-determined user feedback message is se-
lected or is generated according to the received user
input. The client terminal computer afterward changes to

10 provide the wait service.

This step allows collection of service feedback to be
done immediately after the service is provided. In an
event of service failure, the fast service feedback al-

15 lows a quick response to the service failure.

Other means of generating the trigger signal are possible.
In one implementation, a scanning of a purchase item gen-
erates the trigger signal. In another implementation, a

20 printing of a sale receipt generates the trigger signal.

After lapsing a pre-determined wait time without receiv-

ing a user input into the tactile input device, the user

feedback data acquisition service can comprise a step of
25 the client terminal computer changing to provide the wait

service.

The user feedback data acquisition service closes or
ceases after the lapse of the wait time when no user in-
30 put is received. The client terminal computer deems that
the user does not wish to provide any service feedback
when no user input is received within the wait time.
Leaving the user feedback data acquisition service active



pre-determined user feedback message, and - an Inspection server computer receiving the
predetermined usgfeefdba@cessage from the client terminal computer and checking the user feedback
30message whether it indicates a user alert, whereip the management service changes to provide the
alert service, if the Inspection server computer identi- 2CNG 014 PCT SG 52 fies that the user feedback
message indicate% a user alert, wherein the aleﬁr\i ervice comprises - the Inspection server computer
issuing an alert 3 rﬁ%ﬁsgbg tgéa%oﬂl'@ecd?ﬂkfu 3 %v?c'éﬁﬁ'F ngt?JamJ 3‘3% or %8Pto proceed to the
client terminal cdingutertthal hasessud the psenfabdimhckemessagd ekealbiadicates the user alert and
wherein the inspection service comprises 10- the Inspection server computer selecting one in- spection
data list from a set of inspection data lists and issuing the inspection data list to the mobile computing

device for instrubRfy arKRVitae, anbirebileempanivd dbke ERIidG A el 1BdEtermined location
information Hatadbai eeryetsponds ko fee dispgctgatdatadipl,istihei siobdesoispuiiag device receiving site
inspection data, - ihe mabhile computing deviq_e{%suin a site data -

also comprise’'a step 0 e clrent terminal computer

providing a pre-determined second set of user feedback

messages on the display device. The second set of user

feedback messages can be generated or be selected accord-

10 ing the first user input. Upon receiving a second user
input into the tactile input device, the client terminal

computer changes to provide the wait service.

This step provides a two level service feedback, which is

15 able to provide a detailed service feedback. Although a
two level feedback is described here, three or more lev-
els of service feedback are also possible.

The embodiments can also be described with the following
20 lists of features or elements being organized into items.
The respective combinations of features, which are dis-
closed in the i1tem list, are regarded as independent
subject matter, respectively, that can also be combined

with other features of the application.

25
1. System for supporting facilities management services,
the system comprising
- at least one client terminal computer comprising a
display device, at least one corresponding tactile
30 input device, and a client wireless communication

module,
- an Inspection server computer comprising a server
wireless communication module for communicating with



20message containing the location information data and the site inspection data to the Inspection server
computer, and 5créh@insRSHOgServer computer receiving the site data message containing the
location information da- 25ta and the site inspection giata. 25. Method according to item 24, wherein the
alert service further comprises - the mobile computing device reading in a location 30information data at
the client terminal comRuter thit has issued the user feedbac mess{gl&e that indicates a user alert,

2CNG 014 PCT SG 55"%h8%m %ﬁgEo?ﬁﬁut g'SE\TncE‘%E@diﬂa a SHERAYS e %ﬁggntaining the location

information data, and compthiesinspeatior veevendo@pess feveneng el bite Boataomessage containing the

location information dﬁu?ﬁ-(,%ﬁ: Msth\Mﬂc%qdi%g{itg%Z%@éjtpén Zémmﬁﬁg‘ ﬁ@,ql@ét service further
. 0, ) -

comprises 10- the client terminal computer receiving phone iden- tity data relafing to the mobile
computing device thaBRds FeEdDes thampEt slegsyPre-determined set of in-

5 spection data lists, and

- at least one mobile computing device,
wherein the system provides a user feedback data

acquisition mode, an alert mode, and a site inspec-
tion mode, wherein

10 in the user feedback data acquisition mode,
- the client terminal computer provides a pre-deter-
mined set of user feedback messages on the display
device, and upon receiving a user iInput into the tac-
tile input device, the client terminal computer

15 issuing a pre-determined user feedback message over
the client wireless communication module,
- the Inspection server computer receives the pre-
determined user feedback message from the at least
one client terminal computer over the server wireless

20 communication module and checks the user feedback
message whether it indicates a user alert, wherein
the system enters into the alert mode, if the Inspec-
tion server computer identifies that the user
feedback message indicates a user alert,

25 in the alert mode, wherein
- the Inspection server computer issues an alert mes-
sage over the server wireless phone module for
instructing a supervisor to proceed to the at least
one client terminal computer that has issued the re-

30 spective user feedback message that indicates a user
alert, and wherein

in the inspection mode,



- the client terminal computer issuing a data message containing the phone identity data, and 15- the
Inspection serves GoMpHigr pegei¥ng the data message containing the phone identity data. 27. Method
according to one of items 24 to 26 further comprising@0the Inspection server computer storing the
received data. 28. Method according to item 27 further comprising the Inspection server computer
forwarding the stored 25receiyed data 10 a reporting server comggifer. 29Method according to one of

items 24 to 28, wherein H¥u DPRETHLR & Va%u?ﬁ%H'é%Fvi Gither 88ﬁ1p'r%%29§0_- the client
terminal computer stotingnthdatre- Hesdrnfined ude feetibatk nmsgsagial anddalte Ihdpdstion server

computer receiving th&ﬂeﬂ%ﬂé@nffﬂé‘sﬁ{éﬁééfﬁ% nmgpigqrrb@@rclﬁ{g 2ENSa 014 PCT SG 54

terminal computer when a communication link between the client terminal computer and the Inspection
server computer is estddirhess mqﬂeﬂ%‘fcﬁ’operaﬁng a client terminal computer, the method
comprising the client terrtieakheanputesipviding adésardeedbadk diata peguisittaraenace and a wait
service, wherein the vi%igg%rivci)%e ‘i:rqpool’rrinsaetc’ion data that corresponds to the in-
spection data list,
- the mobile computing device receives site inspec-
tion data,
10 - the mobile computing device issues a site data mes-
sage containing the location information data and the
site inspection data to the Inspection server comput-
er, and
- the Inspection server computer receives the site
15 data message containing the location information data

and the site inspection data.

2. System according to item 1, wherein
in the alert mode,

20 - the mobile computing device reads in a location
information data at the least one client terminal
computer that has issued the respective user feed-
back message that indicates a user alert,

- the mobile computing device issues a site data

25 message containing the location information data,
- the Inspection server computer receives the site
data message containing the location information da-
ta.

30 3. System according to item 1 or item 2, wherein
in the alert mode,



10- the client terminal computer waiting for a trigger signal, upon reception of a trigger signal, the client
terminal computgpghaggas pepreyide the user feedback data acquisition service, wherein the user
feedback data acquisition service 15comprises - thesetient terminal computer providing a predetermined
set of user feedback messages on a display device, and upon receiving a user input, the client terminal
computer issues out a pre-determined 20user feildback message, and the client terminal com- puter

changes to provide the whll%eMicA®3t tVMitfod REeBkihig B M 0P W FECeINRE trigger signal is
provided by a scanningpbbae2Syigoitasy itdata82.cNlatiothatcortivey twheke30anB1t imgerein the trigger

signal is provided by "?‘cﬁEWi@Q qg‘r%ﬁalgagecpé@eqfv%aqﬁ@s& gqlp rﬁgsggl\él?thod according to one of

items 30 to 32, wherein the user feedback data acquisition service further comprises, 2CNG 014 PCT SG
55 after lapsing a pre-detEhfirfde MadSimengittdhs8EeLaTg inddeGRAPRL IRE chiemt&Sninal computer

changes to provide thegwai sesisege Foritathorhagcaordinghtmeneddnteims 3040a33,amderein the user
feedback data acquisition %erv'ice further comprises, upon receiving a tirstéjs,ﬁgén%uttghe client termi- nal

computer provides a pr_e-ge?ermr}ﬁgg%e'c%rr]]dsse'%%ﬁOu%rTél?lfeggbgc Cren'é/s%ages on the display device, and

message containing the phone identity data.

4. System according to one of the aforementioned items,
10 wherein
the mobile computing device provides audio communi-
cation capabilities with other mobile computing

devices.

15 5. System according to one of the aforementioned items,
wherein
the Inspection server computer stores the received
data for evaluation purposes.

20 6. System according to item 5, wherein
the Inspection server computer forwards the stored
received data to a reporting server computer.

7. System according to one of the aforementioned items,
25 wherein
the mobile computing device comprises a text data

input device.

8. System according to one of the aforementioned items,
30 wherein
the mobile computing device and the server wireless
phone module each comprises a WLAN communication

module.



upon receiving a second user input, the client terminal computer changing to provide the wait service.
Although the abgyg geggriptier-cgptains much specificity, 15 this should not be construed as limiting the
scope of the embodiments but merely providing illusjggtion of the foreseeable embodiments. The above
stated aspects of the embodiments should not be construed especially as limiting the scope of the
embodiments but merely to explain 20 possible achievements if the described embodiments are put into
practice. Thus, the scope of the embodiments should be determined by the claims and their equivalents,
rather than by thg.exarfpftegiveoc AT 0td ROE ST 6 Refdieneedldiibesd Of¢edisack management
system 12inspection sgiygrSi3front-end client computer 15touch screen 17antenna 18RFID card reader

19communication module 10203G modem 21communication module 22antenna
the mobile computing device and the server wireless

5 phone module each comprises a GSM communication mod-

ule.

10. System according to one of the aforementioned items,
wherein

10 the alert message is sent in an SMS format.

11. System according to one of the aforementioned items,
wherein
the client wireless communication module and the
15 server wireless communication module each comprises
a WLAN communication module.

12. System according to one of the aforementioned items,
wherein
20 the client wireless communication module and the
server wireless communication module each comprises

a GSM communication module.

13. System according to one of the aforementioned items,
25 wherein
messages between the Inspection server computer and
the at least one client terminal computer are trans-
mitted in an SMS format.

30 14. System according to one of the aforementioned items,
wherein
the inspection data list comprises blank data fields
for receiving the site inspection data, wherein the



23communication module 24smart phone 1525camera 28computer 27reporting server 29computer 303G
modem 2035supgiyisqy nogle s@rver 35' supervisor module server 37front-end client computer
39supervisor screen 40router 2541WLAN antenna 4gfouch screen 43POS terminal 45screen icon
46screen icon 3050alert 52report
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15.

16.

17.

site data message comprises the iInspection data list
and the site inspection data.

System according to one of the aforementioned items,
wherein

the mobile computing device comprises a camera being
configured as a Bar code reader.

System according to one of the aforementioned items,
wherein

the client terminal computer further comprising cli-
ent memory unit for storing client data, the client
data i1s provided for transmitting to the Inspection
server computer and

the Inspection server computer further comprising
client memory unit for storing server data, the
server data is provided for transmitting to the cli-
ent terminal computer.

Client terminal computer with a display device and
with at least one corresponding tactile input device
and with a client wireless communication module for
communication to a further computer device, and with
a trigger port for receiving a trigger signal from a
further electronic circuit,

the client terminal computer further providing a us-
er feedback data acquisition mode and a wait mode,

- wherein in the wait mode, the client terminal com-
puter is waiting for a trigger signal at the trigger
port, upon reception of a trigger signal, changing
into the user feedback data acquisition mode,

- wherein in the user feedback data acquisition
mode, the client terminal computer provides a pre-
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20.

21.
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determined set of user feedback messages on the dis-
play device, and upon receiving a user input into
the tactile iInput device, the client terminal com-
puter issues a pre-determined user feedback message
over the client wireless communication module, and

changing into the wait mode.

Client terminal computer according to item 17,
wherein

in the user feedback data acquisition mode, after
lapsing a pre-determined wait time without receiving
a user input into the tactile iInput device, the cli-
ent terminal computer changing into the wait mode.

Client terminal computer according to item 18,
wherein

in the user feedback data acquisition mode, upon re-
ceiving a first user input into the tactile input
device, the client terminal computer provides a pre-
determined second set of user feedback messages on
the display device, and upon receiving a second user
input into the tactile input device, changing into
the wait mode.

User feedback acquisition system comprising

- a client terminal computer according to one of
items 17 to 19, and

- a motion sensor being electrically connected with

a trigger port of the client terminal computer.

User feedback acquisition system comprising
- a client terminal computer according to one of
items 17 to 19, and

60’
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24.
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- a bar code scanner being electrically connected
with a trigger port of the client terminal computer.

User feedback acquisition system comprising

- a client terminal computer according to one of
items 17 to 19, and

- a receipt printer being electrically connected
with a trigger port of the client terminal computer.

User feedback acquisition system comprising

- a client terminal computer according to one of
items 17 to 19 and

- a point-of-sale (POS) being electrically connected

with a point-of-sale (POS) terminal device.

Method for operating a management service, the meth-
od comprising

- the management service providing a user feedback
data acquisition service, an alert service, and a
site inspection service,

wherein the user feedback data acquisition service
comprises

- a client terminal computer providing a pre-deter-
mined set of user feedback messages, upon receiving
a user input, the client terminal computer issues a
pre-determined user feedback message, and

- an Inspection server computer receiving the pre-
determined user feedback message from the client
terminal computer and checking the user feedback
message whether it indicates a user alert, wherein
the management service changes to provide the alert
service, if the Inspection server computer identi-
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fies that the user feedback message indicates a user
alert,
wherein the alert service comprises
- the Inspection server computer issuing an alert

5 message to a mobile computing device for instructing
a supervisor to proceed to the client terminal com-
puter that has issued the user feedback message that
indicates the user alert and
wherein the inspection service comprises

10 - the Inspection server computer selecting one in-
spection data list from a set of inspection data
lists and issuing the inspection data list to the
mobile computing device for iInstructing a supervisor,
- the mobile computing device reading In a pre-

15 determined location information data that corre-
sponds to the inspection data list,
- the mobile computing device receiving site inspec-
tion data,
- the mobile computing device issuing a site data

20 message containing the location information data and
the site inspection data to the Inspection server
computer, and
- the Inspection server computer receiving the site
data message containing the location information da-

25 ta and the site iInspection data.

25. Method according to item 24,
wherein the alert service further comprises
- the mobile computing device reading in a location
30 information data at the client terminal computer
that has issued the user feedback message that indi-
cates a user alert,
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- the mobile computing device issuing a site data

message containing the location information data,

and

- the Inspection server computer receiving the site
5 data message containing the location information da-

ta.

26. Method according to item 24 or item 25, wherein

the alert service further comprises

10 - the client terminal computer receiving phone iden-
tity data relating to the mobile computing device
that has received the alert message,
- the client terminal computer issuing a data mes-
sage containing the phone i1dentity data, and

15 - the Inspection server computer receiving the data
message containing the phone identity data.

27. Method according to one of items 24 to 26 further
comprising
20 the Inspection server computer storing the received
data.

28. Method according to item 27 further comprising
the Inspection server computer forwarding the stored

25 received data to a reporting server computer.

29. Method according to one of 1tems 24 to 28, wherein
the user feedback data acquisition service further
comprises

30 - the client terminal computer storing the pre-
determined user feedback message and
- the Inspection server computer receiving the pre-
determined user feedback message from the client



92 computer memory module 2CNG 014 PCT SG 58 Claims 1. System for supporting facilities
management sepiges. g sstercomprising Sat least one client terminal computer compris- ing a
display device, at least one corresponding tactile inpyf device, and a client wireless communication
module, an Inspection server computer comprising a 10server wireless communication module for
communi- cating with the atjﬁ%lt one client terminal comﬁuter,_further cogaﬁaif%% a server wireless phone

module for communicaﬁﬂﬁ% £ OISR iR @OrﬁB WHG b‘é"i'lE'ec,"};\n I8’35‘?1‘?Brising a pre-
15determined set of indpectii data tstsmand bt teagtudies naoisllettempospgaeidee, wherein the system

provides a user feedbagkdatp %gggp r@gdgsqg@iqréﬁréq?!e, and a site inspection mode, such that

20in the user feedback data acquisition mode, the client terminal computer provides a predetermined set
of user feedback messages on the display device, and upon receiving a user input into the tactile input

device, the gliengter- Method for operating a client terminal computer, the

method comprising
the client terminal computer providing a user feed-
back data acquisition service and a wait service,
wherein the wait service comprises

10 - the client terminal computer waiting for a trigger
signal, upon reception of a trigger signal, the cli-
ent terminal computer changes to provide the user
feedback data acquisition service,
wherein the user feedback data acquisition service

15 comprises
- the client terminal computer providing a pre-
determined set of user feedback messages on a dis-
play device, and upon receiving a user input, the
client terminal computer issues out a pre-determined

20 user feedback message, and the client terminal com-
puter changes to provide the wait service.

31. Method according to item 30, wherein
the trigger signal is provided by a scanning of a

25 purchase i1tem.

32. Method according to item 30 or 31, wherein
the trigger signal is provided by a printing of a
sale receipt of a purchase item.
30
33. Method according to one of items 30 to 32, wherein
the user feedback data acquisition service further

comprises,



25minal computer issuing a pre-determined user feedback message over the client wireless
communication Begsle)thegpspegtion server computer receives the pre-determined user feedback
message from the 30 at least one client terminal cogiputer over the server wireless communication
module and checks the user feedback message whether it indicates a user alert, wherein the system
enters into 2CNG 014 PCT SG 59 the alert mode, if the_Inspectiqon setver comauter identifies that the

user feedback messag%fiﬁ‘aféa PRV B ECLRING d‘%?%&é:fr%%é’&% oégfvg?éomputer issues
an alert message overc¢ed \sengeraviressiptoris, nidtule Faeimstroetingrsadupenisdreto proceed to the at

least one client terminfg%ggteféh%%@q jfewﬁqethﬁarpépggpi\/ﬁ User feedback message 10that indicates

a user alert, and in the inspéction mode, and the Inspection server computer selects one inspection data
list from the set of inspection data lists and issues the inspection data list 150ver the server wireless
phone modde, the mokidaicom plitgrdévige teadadn preeipgnd@ddocasoninierantion data that
corresponds 1o the inspeeiondataltupack data 'HE41TIG POMRLIAGid8YigE FRghes site in
20spection data,

comprises,

upon receiving a First user input, the client termi-

nal computer provides a pre-determined second set of

10 user feedback messages on the display device, and
upon receiving a second user input, the client ter-

minal computer changing to provide the wait service.

Although the above description contains much specificity,

15 this should not be construed as limiting the scope of the
embodiments but merely providing illustration of the
foreseeable embodiments. The above stated aspects of the
embodiments should not be construed especially as limit-
ing the scope of the embodiments but merely to explain

20 possible achievements if the described embodiments are
put into practice. Thus, the scope of the embodiments
should be determined by the claims and their equivalents,
rather than by the examples given.



the mobile computing device issues a site data message containing the location information data and the
site inspection dagqto HyeyInseectign server computer, and 25the Inspection server computer receives the
site data message containing the location informatiaggdata and the site inspection data. 2.System
according to claim 1, wherein 30in the alert mode, the mobile computing device reads in a location
information data at the least one client terminal computer that has issued the respective 2CNG 014 PCT
SG 60 user feedback message that indicates a user alert, the mobile computing device issues a site
data message cBetbéniagaheNogdon information da5ta, and the Inspection server computer receives the

site data message conianingﬁé@dggeﬁoyﬁ%f%@ﬂgﬁg ‘l‘%@téﬂ 3.System according to claim 1, wherein in

the alert mode, the at least one client terminal computer receives phone identity data relating to the
mobile computing deviéé that REPFEAi08d T/E YBhlert message, the at least one client terminal computer

Issues a dat message gontafiriogtthergh@a slentidpdpiaeand the Inspection server
computer receives the f@ZOt% &%%sa&ercé%rrl]taining the phone identity data. 4. System according to claim

1, wherein
17 antenna

18 RFID card reader
19 communication module
10 20 3G modem
21 communication module
22 antenna
23 communication module
24  smart phone
15 25 camera
28 computer
27 reporting server
29 computer
30 3G modem
20 35 supervisor module server
35” supervisor module server
37  front-end client computer
39 supervisor screen
40 router
25 41 WLAN antenna
42 touch screen
43 POS terminal
45 screen icon
46 screen icon
30 50 alert
52 report
54  checklist
56 report



the mobile computing device provides audio communication capabilities with other mobile computing
25devices. 5. Systa dCPIERP tgclaim 1, wherein the Inspection server computer stores the received
data for evaluation purposes. 30 6. System accordingyto claim 5, wherein the Inspection server computer
forwards the stored received data to a reporting server computer. 2CNG 014 PCT SG 61 7. System
according to claim 1, ﬁ rein he e computing device comprises a text data input device. 8. System
according to claim 1, ireln ﬁ‘l% e”&%’?ﬁ‘ﬁ& 38&?@% the server wireless phone module each
comprises a WLAN coﬁr@nunlchentnodmmﬁeSystem according to claim 1, wherein the mobile
computing device and gaese@/ﬁé/w{elgéﬁ&hg&e module each comprises a GSM communication module.

15
62 RFID reader

5 65 state diagram
67 state
69 state
71  state
73 state
10 80 state diagram
82 state
83 state
85 state
87 state
15 88 integrated feedback management system

89 integrated feedback management system
90 server memory module
92 computer memory module



10. System according to the alert message is claim sent 1, in wherein an SMS format. 11. System
according to claigyieWhesep20de client wireless communication module and the server wireless
communication module each comprises a WLAN coggnunication module. 12. System according to claim
1, wherein 25the client wireless communication module and the

Claims

1. System for supporting facilities management services,
the system comprising
5 at least one client terminal computer compris-
ing a display device, at least one corresponding
tactile iInput device, and a client wireless communi-
cation module,
an Inspection server computer comprising a
10 server wireless communication module for communi-
cating with the at least one client terminal
computer, further comprising a server wireless phone
module for communicating with at least one mobile
computing device, and further comprising a pre-
15 determined set of inspection data lists, and
at least one mobile computing device,

wherein the system provides a user feedback data ac-

quisition mode, an alert mode, and a site inspection

mode, such that
20 in the user feedback data acquisition mode,

- the client terminal computer provides a pre-
determined set of user feedback messages on the
display device, and upon receiving a user iInput
into the tactile i1nput device, the client ter-

25 minal computer issuing a pre-determined user
feedback message over the client wireless com-
munication module,

- the Inspection server computer receives the
pre-determined user feedback message from the

30 at least one client terminal computer over the
server wireless communication module and checks
the user feedback message whether it indicates
a user alert, wherein the system enters into



server wireless communication module each comprises a GSM communication module. 13. System
according to claigyisWhesepr3omessages between the Inspection server computer and the at least one
client terminal computer are transmitted in an SMS fggmat. 2CNG 014 PCT SG 62 14. System according
to claim 1, wherein the inspection data list comprises blank data fields for receiving the site inspection
data, wherein the site data messagj com ses the in ﬁ;i) Lon data list 5and the site inspection data. 15.

System according to claim 1 Whert)f e (%’lre & NRREE b%%ﬁr?ge L Efera being configured
as a Bar code reader. 10 16.Systemidecdriing® thah I heheszm tfeetibactermésslagemputer further

comprising client memory unit fqk stoging glqugéj'atg,lg'nletcllent data is provided for transmitting to the
Inspection 15server computer and the Inspection server computer further comprising client memory unit

for storing server datal ih&R@rddeddtaiRY5evided for transmitting to the client terminal computer. 20 17.
Client termigal computer withta¢ligpigpelevieshasd it atleastioae asssesponrging kaetie input device and

with a client wireless communlcatloa modulef recosrrérp\tljg}_cavyppe egéu%ﬂ%%ceomggmredevice, and with
for instructing a supervisor to proceed to the
at least one client terminal computer that has
issued the respective user feedback message
10 that indicates a user alert, and

in the inspection mode, and

- the Inspection server computer selects one iIn-
spection data list from the set of iInspection
data lists and issues the inspection data list

15 over the server wireless phone module,

- the mobile computing device reads iIn pre-deter-
mined location information data that
corresponds to the inspection data list,

- the mobile computing device receives site in-

20 spection data,

- the mobile computing device issues a site data
message containing the location information da-
ta and the site iInspection data to the
Inspection server computer, and

25 - the Inspection server computer receives the
site data message containing the location in-

formation data and the site inspection data.

2. System according to claim 1, wherein
30 in the alert mode,
- the mobile computing device reads in a location
information data at the least one client termi-

nal computer that has issued the respective



25a trigger port for receiving a trigger signal from a further electronic circuit, the client terminal computer
further providinggngepieeraeksgata acquisition mode and a wait mode, wherein in the wait mode,
30the client terminal computer is waiting for a triggeggignal at the trigger port, upon reception of a trigger
signal, changing into the user feedback data acquisition mode, 2CNG 014 PCT SG 63 wherein in the
user feedback data acquisition modﬁééaicli nt terminal C%%l uter gfrovides a predetermined set of user

feedback messages on the dﬂf.sp‘?gy ?%%dq?ﬁﬁ?g&& A é?ﬁﬁﬁﬁ shtb>fe tactile input device,

the client ter- minal computeribsu&s a pre-determined user feedback message over the client wireless

communication module, and ghangisigiijito g&%wmd&egp@.@meg@&%@ger according to

claim 17, wherein in the user feedback data acquisition mode, after lapsing a pre-determined wait time
without re- 15 ceiving a userMApatAfo $8 tadild ep it gehecahtonidit temmimtl @8ntfititer changing into
the wait moge. 19Client termi) canaputer according to claim 18, 20wherein in the user feedback data
achsMonrnode,uponrece%ﬁg)qfkstuagrmputhnothetacﬂliqputdech,ﬂqﬁphentuynﬂna

. —~ nspection server c%mpuig receives thé
computer provides a predetermined Second set of user feédback messages on
site data message containing the location in-

formation data.

10 3. System according to claim 1, wherein

in the alert mode,

- the at least one client terminal computer re-
ceives phone identity data relating to the
mobile computing device that has received the

15 alert message,

- the at least one client terminal computer is-
sues a data message containing the phone
identity data, and

- the Inspection server computer receives the da-

20 ta message containing the phone identity data.

4. System according to claim 1, wherein
the mobile computing device provides audio communi-
cation capabilities with other mobile computing

25 devices.

5. System according to claim 1, wherein
the Inspection server computer stores the received
data for evaluation purposes.
30
6. System according to claim 5, wherein
the Inspection server computer forwards the stored
received data to a reporting server computer.



25the display device, and upon receiving a second user input into the tactile input device, changing into
the wait mode. 20 \{¢sejfaegpack@cquisition system comprising 30a client terminal computer according
to claim 17, and a motion sensor being electricalyy connected with a trigger port of the client terminal
computer. 2CNG 014 PCT SG 64 21. User feedback acquisition system comprising a client terminal
computer according to claim 17, and 5a bar code scanner being electrically connected with a trigger port
of the client terminal computer. 22. User feedback acquisition system comprising a client terminal
computer according to $ysitre@0aZcand i ng abecelatipririter Weawpelectrically connected with a trigger port
of the client terminal cqmguﬁ%bgi;eUg&%%qqp@clﬁggqgéitw@ﬁtgggc%méwgjgiﬁg client terminal

computer according to claim 17 and a point-of-sale (POS) being electrically connected with a
point-of-sale (POS) terfIRYE&GLACe -

5
8. System according to claim 1, wherein
the mobile computing device and the server wireless
phone module each comprises a WLAN communication
module.
10
9. System according to claim 1, wherein
the mobile computing device and the server wireless
phone module each comprises a GSM communication mod-
ule.
15
10. System according to claim 1, wherein
the alert message is sent in an SMS format.
11. System according to claim 1, wherein
20 the client wireless communication module and the
server wireless communication module each comprises
a WLAN communication module.
12. System according to claim 1, wherein
25 the client wireless communication module and the
server wireless communication module each comprises
a GSM communication module.
13. System according to claim 1, wherein
30 messages between the Inspection server computer and

the at least one client terminal computer are trans-
mitted in an SMS format.



20 24. Method for operating a management service, the method comprising the management service
providing a userJpgrebgaglk datarasguisition service, an alert service, and a site inspection service,
25wherein the user feedback data acquisition servicgxcomprises a client terminal computer providing a
predetermined set of user feedback messages, upon receiving a user input, the client terminal

30computer issues a pre-determined user feedback message, and an Inspection server computer
receiving the prel-geterér}fﬁgsmls%?%’gﬁﬁg& ﬁ?es%ix%bmfrim %ﬁéeﬁ?l'l\lnG 014 PCT SG 65 client terminal

computer and checking:ttee usepsdhrackdatasdgs tvlosther itsadidalesn kb uberaal#ieldierein the
management service cpgpgpéég W?H@etﬁh'@ gdﬁzgese‘rﬁg&eggpsr{nagggtloq,ﬁé%\ﬁ{ cprquuter identifies

that the user feed- back message indiCates a user alert, wherein the alert service comprises the
Inspection server comRHER i$ifFy BRSIRAENESBREd 362 HoBildeRRsEhey adoka St 10structing a
supervisor tg proceed tndnereliery ieeminadgeotmdar tratsnas issued the user feedback message that

indicates the user alert, and wherein the inspection service comprises
15. System according to claim 1, wherein
the mobile computing device comprises a camera being
configured as a Bar code reader.

10

16. System according to claim 1, wherein
the client terminal computer further comprising cli-
ent memory unit for storing client data, the client
data i1s provided for transmitting to the Inspection

15 server computer and

the Inspection server computer further comprising
client memory unit for storing server data, the
server data is provided for transmitting to the cli-
ent terminal computer.

20

17. Client terminal computer with a display device and
with at least one corresponding tactile input device
and with a client wireless communication module for
communication to a further computer device, and with

25 a trigger port for receiving a trigger signal from a

further electronic circuit,

the client terminal computer further providing a us-
er feedback data acquisition mode and a wait mode,
wherein In the wait mode,

30 - the client terminal computer is waiting for a
trigger signal at the trigger port, upon recep-
tion of a trigger signal, changing into the
user feedback data acquisition mode,



15the Inspection server computer selecting one inspection data list from a set of inspection data lists and

issuing the inspegtiqn ¢ata listFo 4e mobile computing device for instructing a supervisor, 20the mobile

computing device reading in a pre- determined locai@n information data that corresponds to the

inspection data list, the mobile computing device receiving site inspection data, 25the mobile computing

device issuing a site data message containin thfﬁlé)&?tgtiog iaf?zrmation data and the site inspection data to
e

the Inspection server ORGP dhy the g, 5t¢ 1?%0?\98%? 'r&!&@ir%o & 30site data
message containing the locattive irc Koemttite riataah dcthepsite ingpestiodedata. REeMethod according to

claim 24, 2CNG 014 PCT S%@@e‘i”m?ﬁ%ia the@lelf q%gipefgggséggmmm Qb computing device

reading in a location information data at the_client terminal computer that has'issued the user feedback
mes- 5sage that indicates a JHETRASY, fRVHERile U PRGNy BRGREVERMIRy 4SRE ddtBhessage
containing tge location informgiies dal@, eadtile Ehpdespestivesemas coniputerteeeiving the

minal computer issues a pre-determined user
feedback message over the client wireless com-
munication module, and changing into the wait
mode .
10
18. Client terminal computer according to claim 17,
wherein
in the user feedback data acquisition mode,
after lapsing a pre-determined wait time without re-
15 ceiving a user input into the tactile iInput device,
the client terminal computer changing into the wait
mode..

19. Client terminal computer according to claim 18,

20 wherein
in the user feedback data acquisition mode, upon re-
ceiving a first user input into the tactile input
device, the client terminal computer provides a pre-
determined second set of user feedback messages on

25 the display device, and upon receiving a second user
input into the tactile input device, changing into

the wait mode.

20. User feedback acquisition system comprising
30 a client terminal computer according to claim
17, and
a motion sensor being electrically connected
with a trigger port of the client terminal computer.



10site data message containing the location in- formation data. 26Method according to claim 24, wherein
the alert service Jpgipepgamprisesglothe client terminal computer receiving phone identity data relating to
the mobile computing device that has received the aigrt message, the client terminal computer issuing a
data message containing the phone identity data, and 20the Inspection server computer receiving the
data message containing the phone identity data. 27. Method according to claim 24 further comprising the
Inspection server computer storing the received 25data. 28. Method according to claim 27 further
comprising the |24pectitsesefiesdoagkutacdorvertirantisy stbead covpived dea to a reporting server

computer. 30 29. Method acczg)r@ipgegqtclﬁgprgﬁng\quggﬁbmps%%@?p@ﬂ% dalaaegitisition service

further comprises 2CNG 014 PCT SG 67 the client terminal computer storing the predetermined user
feedback message and’/- and
5 a bar code scanner being electrically connected

with a trigger port of the client terminal computer.

22. User feedback acquisition system comprising
a client terminal computer according to claim
10 17, and
a receipt printer being electrically connected

with a trigger port of the client terminal computer.

23. User feedback acquisition system comprising
15 a client terminal computer according to claim
17 and
a point-of-sale (POS) being electrically con-
nected with a point-of-sale (POS) terminal device.

20 24. Method for operating a management service, the meth-
od comprising
the management service providing a user feedback da-
ta acquisition service, an alert service, and a site
inspection service,
25 wherein the user feedback data acquisition service
comprises
- a client terminal computer providing a pre-
determined set of user feedback messages, upon
receiving a user input, the client terminal
30 computer issues a pre-determined user feedback
message, and
- an Inspection server computer receiving the
pre-determined user feedback message from the



the Inspection server computer receiving the pre-determined user feedback message from the 5 client

terminal computgppdegha copymygication link between the client terminal computer and the Inspection

server computer is established. 30. Method for gerating a client terminal computer, the 10method

comprising the client terminal computer providing a user feedback data acquisition service and a wait

service, wherein the wait servilie comprises.the client terminal c m#éj%tékwaitin for a 15trigger signal,
a

upon reception of a trigger si§ dl?% Eﬁgm'@%iﬁﬁ%%ﬁﬁte?'& 6'}9{0 tser feedback data
acquisition service, whegredbtiekusersteagib arketdia actidition catese 20cepprises the client

terminal computer providing %péqq%te\mg}%ﬂi ﬁettﬂfeuﬁ]%hw ess3ges eﬂaglggglay device, and

upon receiving a user input, the client terminal computer issues out _:a;pre- 25determined user feedback
message, and the cli- ent terfth & FGetPanleE ko5 bViteethehfat @ nlicePecti®nyethod
according tagclaim 30, wherewe3ibe itggensgnal deptavided byhascansingsefra pewchase item. 32.

Method according to claim S%av%rll(err%%s%%gl Girq %c%%gssg user alert,
wherein the alert service comprises
- the Inspection server computer issuing an alert
message to a mobile computing device for in-

10 structing a supervisor to proceed to the client
terminal computer that has issued the user
feedback message that indicates the user alert,
and

wherein the inspection service comprises

15 - the Inspection server computer selecting one
inspection data list from a set of iInspection
data lists and issuing the inspection data list
to the mobile computing device for instructing
a supervisor,

20 - the mobile computing device reading in a pre-
determined location information data that cor-
responds to the inspection data list,

- the mobile computing device receiving site In-
spection data,

25 - the mobile computing device issuing a site data
message containing the location information da-
ta and the site inspection data to the
Inspection server computer, and

- the Inspection server computer receiving the

30 site data message containing the location in-

formation data and the site inspection data.

25. Method according to claim 24,



68 the trigger signal is provided by a printing of a sale receipt of a purchase item. 33. Method according to
claim 30, whereipfthegisergeedaack data acquisition service further comprises, after lapsing a
pre-determined wait time without receiving a user inggt, the client terminal computer changes to provide
the wait service. 10 34. Method according to claim 30, wherein the user feedback data acquisition service
further comprises, upon receiyin%ﬁéirstbuser ingut the client termi- 15nal computer provides a

pre-determined second\’ggfr &t 0s cabatk M &Q&gs Hﬁﬁg%ﬁsﬁQQWe\ﬁgé and upon receiving a
second user input, the €lient terminalbddra paterehanyingley peevideati@ngail seavideca-

tion information data at the client terminal
computer that has issued the user feedback mes-
5 sage that indicates a user alert,

- the mobile computing device issuing a site data
message containing the location information da-
ta, and

- the Inspection server computer receiving the

10 site data message containing the location in-

formation data.

26. Method according to claim 24, wherein
the alert service further comprises
15 - the client terminal computer receiving phone
identity data relating to the mobile computing
device that has received the alert message,
- the client terminal computer issuing a data
message containing the phone identity data, and
20 - the Inspection server computer receiving the
data message containing the phone identity data.

27. Method according to claim 24 further comprising
the Inspection server computer storing the received
25 data.

28. Method according to claim 27 further comprising
the Inspection server computer forwarding the stored
received data to a reporting server computer.
30
29. Method according to claim 24, wherein
the user feedback data acquisition service further

comprises
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30.

31.

32.

67

- the client terminal computer storing the pre-
determined user feedback message and

- the Inspection server computer receiving the
pre-determined user feedback message from the
client terminal computer when a communication
link between the client terminal computer and
the Inspection server computer is established.

Method for operating a client terminal computer, the

method comprising

the client terminal computer providing a user feed-

back data acquisition service and a walt service,

wherein the wait service comprises

- the client terminal computer waiting for a
trigger signal, upon reception of a trigger
signal, the client terminal computer changes to
provide the user feedback data acquisition ser-
vice,

wherein the user feedback data acquisition service

comprises

- the client terminal computer providing a pre-
determined set of user feedback messages on a
display device, and upon receiving a user input,
the client terminal computer issues out a pre-
determined user feedback message, and the cli-
ent terminal computer changes to provide the

wait service.
Method according to claim 30, wherein
the trigger signal is provided by a scanning of a

purchase i1tem.

Method according to claim 30, wherein
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33.

34.

68

the trigger signal is provided by a printing of a
sale receipt of a purchase item.

Method according to claim 30, wherein

the user feedback data acquisition service further
comprises,

after lapsing a pre-determined wait time without re-
ceiving a user input, the client terminal computer
changes to provide the wait service.

Method according to claim 30, wherein

the user feedback data acquisition service further
comprises,

upon receiving a first user input, the client termi-
nal computer provides a pre-determined second set of
user feedback messages on the display device, and
upon receiving a second user input, the client ter-
minal computer changing to provide the wait service.



