WO 2012/ 042422PCT/ 1B2011/ 054044 1 WORK AND QUALI TY MANAGEMENT SYSTEM
DEVI CE AND METHOD FI ELD OF THE I NVENTION 5 This application relates to a
system twoaomemMeee, and to a nethod of work and to a gealriiByimesiagenent
system BACKGROUND OF THE | NVENTI ON 10 Qutsourcing of |abor-intensive tasks
is one way to reduce costs and to inprove the quality in many business
areas. Wien outsourcing custoner sensitive services, such as the provision
of public toilets, it is crucial to control carefully the quality of the
services provided in order 15 to achieve an acceptable result for
reasonabl e costs. Custoner satisfaction and attitude research surveys are
common. Most surveys receive custoner feedback either by requiring a
custonmer to provide witten responses to a 20 sur g guestionnaire or by

requiring t HE Cust Ongr*it'd r B2 ToraPF5M1 @%{68& 'Gns"dSKEd during a

t el ephoni c survey. Questionnaires or surveys requiring witten responses
are sent to a _cen raI | ocation where the re- sponses are read, transcri bed,
sort ed, andEHEﬁBa& HoriVIETRlY ded to the rel evant conpany. There are
conput er ai ded custoner satlsfactlon systens avail abl e but in practice,

t hey are _sel dam use | t a bj ect_of ication Lo rovi de an
i mpr oved “f eedbackPRY 5T EM Fhon ﬁ@f?ﬁfﬁ%ﬁh§4§§ 1%@0%1?35%614 e&

a method of work and to a gquality 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 in 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 aided 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.



2 BRI EF DESCRI PTION OF THE DRAW NGS Fig. 1lillustrates an enbodi nent of an
i ntegrated feedback managenent system 5 Fig. 2illustrates a first |eve
servi ce fwoedbmal2n a di splay of a touch screen of the Pesdbzakosmnagenent
systemof Fig. 1, Fig. 3illustrates a2second | evel service feedback on the
di splay of the touch screen of the feedback 10managenent systemof Fig. 1,
Fig. 4dillustrates an alert on a display of a smart phone of the feedback
managenent systemof Fig. 1, Fig. 5illustrates a report in respond to the
alert of 15Fig. 4, Fig. 6illustrates a routine inspection checklist on the
smart phone of the feedback managenent systemof Fig. 1, Fig. 7illustrates
a report for the routine inspection 20checklist of Fig. 6, Fig.

8illustrates %%%tB§§c§¥§%% i QtTéﬁ S%RWINé grat ed feedback nmanagenent
system
Fig. 1 illustrates an embodiment of an integrated

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 in 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.



Fig. 9illustrates a state diagramfor a two-|evel service feedback for the
f eedback managenent 25systemof Fig. 8, Fig. 10illustrates a state diagram
of an exawpl2e120fs242be servi ce feedback of Fig. 9, Fig. 1PCiiBxKI/6ei4e6t a
further enbodi ment of the inte- grated feedback managenent system and 30
Fig. 12illustrates another enbodi nent of the inte- grated feedback
managenent system which is a variation of the integrated feedback
managenent system of Fig. 11. WD 2012/042422PCT/1B2011/ 054044 3
DESCRI PTI ON OF THE PREFERRED EMBCDI MENTS I n the follow ng description,
details are provided to de- 5 scribe enbodi nents of the application. It
shall be appar- ent to one skilled in the art, however, that the
enbodi ments nay be practiced wi thout such details. Some parts of the
enbodi nents, which are shown in the 10 Figs. below, have simlar parts. The
sim | ar partssceyphave dFheHEaPEEFERRES BFBGDIVHNES part nunbers with a prine
synbol . The description of such simlar parts also

In the following description, details are provided to de-

5 scribe embodiments of the application. It shall be appar-
ent to one skilled in the art, however, that the embodi-

ments may be practiced without such details.

Some 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 receive 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

alrcraft.



applies by reference to other simlar parts, where appropriate, thereby
reduci ng repetition of text without 15 limting the disclosure. In the
descri pt iwo 2bel@M22t he term custonmers refers to externalPCEaB20Ie34844 such as
passengers and airport users, although the termcan also refer to internal
custonmers. 20 Services provided by one departnent of a business entity to
anot her departnent of the sane business entity can be viewed as services
provi ded by one departnent to its internal customer. 25 The passengers and
airport users can receive services fromfrontline staff of an airport
termnal and al so receive services fromfacilities, such as a toilet, of
the airport termnal. The termairport and the termairport termnal are

used interchangeably. The airport 30 termnal facilitates boarding of
passengers om’ an%§W%fﬁ?te Egéﬁ%¥¢a§%d?%éﬁﬁﬁpﬁﬁﬁ§do‘*ﬁ%@ggngers fromthe
aircraft. \Wan20226042422R6T1AB2011/ 054044 4 Fig. 1 shows one enbodi nent of
an i ntegrated feedback nmanagenent system 10. The feedback nmanagenent system
10 includes an inspection 5 server 12 and a plurality of front-end client

conput er s 13rheTheedlnspeatnepeserty erysi2mi 80 ciomtudiesadn viglspeconmect ed to t he

client computers 13, The fotm server fofers L0 a rBlp computer that is used
to control other conputers-or (0] ébnnun|ca e Wt ot her ébnpu%ers, and for

storing dat a3L.0Twhi thsdras ibeesepravildeds byorotuné cat oLt eosineAts@rver can
al so eval uat, gﬂg éﬂyk%hgu££%§:%@tﬁheTeng%%?OércﬂﬁﬁﬁkeEol§ i ncl udes a
touch screen 15. The touch screen I5 is also known as a touch point
term nal . main computer that is used to control other computers or
to communicate with other computers, and for storing data
10 which has been provided by other computers. A server can

also evaluate and manipulate 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 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,



15 The touch screen 15 is electrically connected to an antenna 17 via a
wreless GSM (d obal System for Mobil e Communi cations) conmuni cati on nodul e
21 and t ovarroRF4DN2er adi o frequency identifier) card reaser/IB311/200dhe

i nspection server 12 has a wireless 3& (Third Generation) nodem 20 that is
comuni catively connected to the client conmputer antenna 17 and to an
antenna 22 of a smart phone 24 using SM5 (Short Message Service)

technol ogy. The snmart phone 24 refers to a nobile phone 25 with a certain
conputing ability. The smart phone 24 has a built-in canmera 25. The

i nspection server 12 is al so connected to other servers or conputers 28 via
the Internet and to a reporting server 27. The conputer 28 conprises a web
server that acts as sof tware 30 appl.icatjqn. The 3G nodem 20 and the
STt e phone SECEEER RHye GReCIT B COL L HamAdNF a1 oBui o 16 and 23,
WO 2012/ 042422BCTE 1 B0 EWNA54044s S Irses pestid meddy tof ore commriseatsmg Wit h each

ot her. The congyter antenngy%% ifc%I%RSCO nqﬁ}ed to th%_mjreless GSM
onpu

communi cat i o7 "Hedufe- 2 §f i%ent &r “?3PUESTHe reporti ng server

27 is connected to other servers or conputers 29 via the Internet. The
reportin% senver 27 al so haseg W rel ess 3G 1 anhg érThe conputer 29

. 80Itln% SeffV 1S conn O ervers 6]:
conprises a Web Séfver that acts as a software application. 10 In a genera

sense, for compunecatinhgiw the ebcierother The hepomspegtiscarvegelVer 12 and t he

smart pho“eaﬁéocggshg%%l%h%g%e§§rﬁﬁkMPEB.Cﬂﬂ?%%hﬁ@%é?ﬁxﬁndu'651 VLAN
(Wreless Local Area Networ conmuni cat1 on nodufes, or other 15 wreless
comruni cat i orrmppdetess Welsteade bfthelie 2aGSM Tommsniftat¥on nodul es. The W.AN
connunicatiggpqqgng§Luses W - Fi conmuni cati on protocol as published by the
WFi Aliance. 20 Simlarly, the client conputer 13 and the inspection
server 12 can al so have GSM communi cati on nodul es, WLAN communi cati on

nodul es, or fH'AegeMéféﬂ %%%sgpnﬁggﬂda%hhgﬂcating with each other,

the inspection 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 o0f the card reader are also possible.

In use, the integrated feedback 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 user has

received the service. The service feedback is then used



nodul es for comrunicating with each other. While the RFID card reader 18 is
one formof a card reader, other forns 25 of the card reader are al so

possi bl e.wOnroles@2422he i nt egrat ed feedback nanagenent sysgtCeEmBidvsowsed to
obtain i medi ate service feedbacks fréem custoners, e.g. in an airport. The
i mredi ate feedback 30 refers to a feedback froma user wherein the service
feedback is provided soon or quickly after the user has received the
service. The service feedback is then used WO 2012/042422PCT/ 1B2011/ 054044
6 to transformor to inprove services provided by a workforce of the
airport. Referring to the client conputer 13, this device serves 5 as
an i medi ate or instant feedback device. The feedback device can be
install ed at_ check- %n counters at |nn1gration ang information counters, at
retai | count'dr STRSTURT °TasCat ™SO A beverdgE ott IBt & 10 The feedback
devi ce can aks&fbeCensﬂambedla@oﬁﬂher areas, including custominspection
and refund counters, and transfer counters. Being installed at these areas,
t he feedback device is easily accessed by passengers at these areas to
register thékﬁe$ath@fantm@ncﬂemeisxmmnedtathlyhis aétiere rseceeving their

service fronkjgontllqg_gkgggslgt gﬁe§e reas., The touch screen 15 is used

for dlsplayﬁ%g SerVice sat rsfaction ra i ngs to VcUStomers after the
customers 20 have received services. The custoners can indicate their

sati st acti o peryl e AUNGS, Uslng. MLLLEL £.d agt Lhe. sensors of the touch

screen 15. Atacti sensor s sensitive etermned sel ective motion
of a user sumwnasra,UﬁuawmlarébnveaﬂdrlafgmﬁﬁswpeCO@ﬁtdmm eki ent conputer

antenna 17 H%m%%?dchﬂkﬂ% WL el eSS gogguﬂ&%ﬁ dnPnpopdul & 259 L he client

conputer 13 to transmt the received satisfaction service ratlngs to the
i nspect ildn sBrevépedRackTeviaei pas adre beahsitistiled #h @mer areas,

including custom inspection and refund counters, and

transfer counters. Being installed at these areas, the

feedback device is easily accessed by passengers 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
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 online and el ectronic manner to achieve a rapid feedback. The service
staffs use the card reader 18 for clearing or for resetting the recorded
servi ce rwi2ngpa4e42at the WO 2012/ 042422PCT/ 1B2011/ 054024 T/IBII11/@5¥044conput er
13 has received and has recorded. Thi3 clearing is usually done after the
service staffs have responded to anonmaly in the service ratings. 5
Referring to the inspection server 12, the 3G nodem 20 has the wrel ess
comuni cation nodule 19 that is used for receiving the satisfaction service
ratings transmtted by the client conputer 13. The 3G nodem 20 is al so used
for transmtting the said ratings to a nenory unit of the 10 inspection
server 12 for storing The menory unit is not shown in Fig. 1. The

i nspection server i s 1 ?% %o |dent|fﬁ unsatlsnﬂ%%or .service rating
in an aut omat 8nﬁaﬁ%%WJ§ﬁd 573 EENdVER HertSor el it 8 request

regar di ng thaeumsaglsiaﬁmenny@mua@ﬁtéattm@:kﬁvﬁbe stepfis phose 24 via the
3G nodem 20 in_an tomat e ?¥d el§1tron|c manner . The alert is transmtted

usi ng SMVS té?ﬁﬁSPgaé'Y%aﬁﬁ RTY W d°&r £ 6 Theé SrBP - phone 24. 20 The smart

phone 24 is intended to be carried by a supervisor of the service staffs
who are resgiQ%lble for the. areaglcovered b%ch%P % onFHters 13. After
a

recei ving the arert: ?%e §u53? Fsor S§r¥%% ord ert. The

response carhasnthadei ialvest cgatimgathenahetitlcand thatnatmmgda¢¢rons to
correct the k%&%iﬁghglS%B%E¥k§83uﬂﬁ¥e99£cé%éﬁﬁﬂgﬁrtﬂﬂkggﬁﬁgﬂg certain

si tuati ons. en t ert is regarding certain estaurants,
t he supervi sdre mayemeebrroteespondhenB§ m@i&m'2§ever@4&ah6Eﬁsfexe recei ved

such that tr%%a%%%@£é&ng 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 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 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 1like 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



alerts forma consistent trend verifying that the alerts are valid. On the
ot her hand, in the case of washroom WO 2012/042422PCT/ 1B2011/ 054044 8
faciliti esQ20tenazzper vi sor shoul d respond to the washroecraBai/o®g44s00n as
possi bl e and not wait for several aleBts confirmng the validity of the
alerts. 5 The supervisor may al so generate an alert report using the smart
phone 24. The report can include photographs that are taken using the smart
phone canera 24. The smart phone 24 is also used to transmt the alert
response report to the inspection server 12, where they are stored 10 for
eval uati on purposes. The smart phone 24 with its built-in canera is

i ntended for use by the supervisor to scan a 2D (two di nensional ) barcode.
The 2D barcg%g has. vertical and horiz 15 conponents that are used to
o d-ocar L i e bF it (0 SAPCHOUGH FHB Chioreaaiy Soods 2boRarabde. ot her
types of barxede Eﬁﬂ&ﬁhﬁ@sbﬁou§ﬂﬂe kadanoenkdd ment sexedirashewarhere, severa
smart phones are 20 V|de ﬁf fsrr%rt Phqpe is dedicated to a pre-

det ermi ned al%&Ft Hed age Vguc%l hat™ dA°afevt™S's pushed to the respective
smart phone. There may be one smart phone for a plunber one for a toilet
paper and hand towel supplier,,one for an elegtrician, .etc. 25 The smart
phones cgn ggepﬁg %%%l(%p i il %?% enernﬁ?aé%uﬁefg gﬂ%MGéuer%Ided as

di fferent nudelsmafhaﬂakerﬂ4isTMsua@bytsentgnalvhe smerdgrphbre hel d by a
supervi sor, éﬁ%% 5§e|{Bﬁéﬁaﬂg?ngftﬁéq%nﬁggkpﬁgﬂg1ﬁam§9a 24 . The smart

phone 24 is also used to transmit the alert response
report to the inspection server 12, where they are stored

10 for evaluation purposes.

The smart phone 24 with its built-in camera is intended
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.



WO 2012/ 042422PCT/ 1B2011/ 054044 9 The 2D barcode is fixed at certain

| ocations and it is intended to be scanned before the supervisor starts
checki ng wo 20res@eki ng t hese | ocations. The barcode i nf @CEAB200N034844 at er
used to match a data nessage from5 the smart phone with a 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 |ocation and not at
ot her locations. 10 The smart phone 24 is used for attaching the |ocation
information to the alert response report or to other types of report. The
smart phone 24 is also used for receiving an 15 inspection checklist froma
set of predeterm ned checklists that are kept at the inspection server 12.
The inspectign hecklig% i.s i.ntended for use by the supervisor to remnd or
to infornltﬁjeé%Be?%%QP = éﬁoﬁ%x?ﬁéﬁéEFFBﬁl?g%%%tfﬂ%ﬁ t'He *Sup@rvi sor need to
do at pre- 2Gtdetesnmdaed lseeahtédns:fofrbetehetiderst Soareaant ent-w se
pre-determ ned and there is a.relationship betwe the rank or capability
of the supef%%?%%ngﬁﬁffﬁ?pg8ﬁ%%%ﬁ§5?et C%ﬁ%%frigg? Eﬁf%ﬁﬁ?er usi ng the

i nspection cheokhastion oscheckr orsdd tongpect cektai nedocat ifons, the

super vi sqQr es _the smart phope 24 to generate report regardi ng the
chocki ng. TRE'r E5GFE AR HE Ud 'SHOLGGT ApHe 'Gr “Phe THcH fop [hat are 30
t aken usi ng tchetspar tTigherencameret 25eahdrdiddd el atdes ddwel lkocat i on

| nf or mat i on v%%%%“@ﬁa{ ey %DgeP\% code M%@léftoéﬁé‘%@ci@é?llf 054044 10
The supervisors can al so access the recelved sérvice ratings that are
stored i n t hedanspecindomoseprvepti docaeidnas the alert response report for

noni tori ng purpose.

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 inspection checklist from a set of predetermined
checklists that are kept at the inspection 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.



5 The inspection server 12 is also used for transmtting the received
service ratings and the alert response report to the reporting server 27.

I n one exwopbe/o4e42e service ratings and al erts are col | @ecrasancs4as4e
transmtted to the reporting server 2Ip three tinmes a day. 10 Referring to
the reporting server 27, this device is used for receiving the service
ratings together with the alert response report. The reporting server 27 is
used for generating nanagenent reports using the received service 15

rati ngs. The managenent reports can be generated every period, which can be
a week or a nonth. The nmanagenent reports can include trend charts and

ot her anal yti cal graphs 20 In a generic sense, the feedback managenent
system 10 acts as a sten1for égpportlng facilitie nana%enent servi ces.
The front - er cFP@ﬁfv 6ﬁﬁuF8P PP RECECaE P TIHERt VERrHimMal Sconput er . The
touch screemnrat5nget shas aacdesptay idevheei ndddrtaohastéttea ilnput devi ce. The
antenna 25 17 Qelng connec ed to a connunlg?tlon modul e acts as a client

wi rel ess confiini 2at F5n Todbl £5SHHES ASBREY i'sH LePver 1Y &PFE°a%: an

| nspection server conputer. The 3G nbdem 20 acts as a wreless

comuni cat i nodul e f.or caonmuni cat.ing,.with t client t rnlnal conput er
and it 3% aﬁgg écf%e%%K§1§SFV%?:§?fglgégo oﬁg%ﬁﬁdu¥%p¥%glcoﬂnunlcatlng

wi th the sndrtte phoﬁeved\N@r2®¢2/ﬂﬂ24®zP€ﬂdﬁBEOblb®54£EBbdhbeCne met hod of
using the i e t,syste 0 sp e to a service
report is d(ra%3 |be % qg%%ﬁeﬂﬁgqﬁggggo%irﬁgéghé %%%@ %% ? % frontline
staff provi dﬂeﬁg'laesearmrtge; todaa bustsopse. cHlIAfdterl pedeind ng the service, the
customer is I [ edba ser e via the

t ouch screeﬁﬂ%ggﬁggt&%g¥1gggte <gglre t%g In ?ﬁe%g?%%1¥Q§fegtﬁ%§serV|ce IS
provi ded0 This allows the custoner 10 to provi de i medi ate service
feedback. The :cust oer, RuQVEAES N J Rdicat i on of;Lhe.servisce, by; sel ecting a
service rating shown on the touch screen 15. The service rating i s then
transmitted 16 FReSinspectPoRcTS Fervér nd2, CAMNERT nBHi 67 EherF ecei ved
service rathﬂQ@onM@eﬂﬁkﬁ% | REPeLti AN 88T VeF k2 sdet gcis.aranomaly in the
service ratings, such as a dirty waiting area, the inspection server 12
transmts aﬁﬁ@PéEFl%ﬁdﬁ¥mﬂﬁ@e%¥Fé&FéGSsé?V%bé*Por?ﬁ%“§ﬁhﬁ€rﬁh@ﬁe 24.

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 input 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.



20 The supervisor carrying the smart phone 24 | ater receives the alert and
responds to the alert. The supervisor then visits the site indicated with

t he al ertwOThe/®eqer vi sor | ater scans the | ocation barcede/1Batl/oi4e44 ocat ed
at the 25 site using the smart phone B4. The scanning is to verify that the
supervisor is present at the particular site. The scanni ng obtains |ocation
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 supervi sor may
assign service staff or resources to rectify the reason for the alert. WO
2012/ 042422PCT/ 1B2011/ 054044 12 The supervisor may al so generate a data
report about_ the aéeét:ysing the smart ghq$e 24, The smart phone 24 can

al so be used o "Eake’ FilctiirBE bt° tRECET et o SREr LI HE SR t he report .
The smart phonec?dl @lso ratbachestd he seecety etdpoacat § ofedadifiseaati on to the
report for verifyi t hat the supervisor, is ent at the said |ocation.
The reporti%ﬁlggrvereiﬁﬂﬁggeFV@?gfﬁg ge?%@%éﬁigg?n%rﬂngﬂfosgﬁgfthe al ert
and with t hemssdthatededatiacrepar tcusTheer eporting server 12 periodically
gener at e management reports using the said received information. The
managenent then uses the report or a trend report generated fromthe data
to notivat e Afiterr ewarid;ingndhe osdSriceunsed ddwiomeseiviade esttaf f as

appropri at e... [he ,0ef Hod;;nag %&?A&%b%iiﬂ% easi,ng. the nyaber of feedbacks

from passengers, since the touch screen 15 1s conveniently | ocated near
wher e the custiehessrescdiovedaR0it Hecgeevi derecThe inctleasedaf eedbacks better

refl ect _needs,of Lhe GUSLOEPLS, oMY iclacam e Aseds b aldagbheagenci es or

groups for inproving their service. The nunber of passenger feedback may
i ncr easd Oby 25 rrprede villeyedii hee | Fregcat édedeedbadke nendgewent system 10 i s

used. The 23,.seruice, feedback:ls &l 3.done, i g,real ding and el ectronic
manner, whi ch nmeans that the feedback is done quickly.
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 is 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.



Besi des generating anal ytical service report to rectify 30 bad servi ces,
the received service ratings can be used to reward servi ce personnel that
show a gow0 2perdfser2aance. WO 2012/ 042422PCT/ 1B2011/ 054024 TAB20D0v@s4poissi bl e
i npl enentation is for allocating bonuges, which are received by
restaurants, to service personnel with good service performance. In
countries, such as Singapore, restaurant custoners pay a nmandatory service
5 charge that is collected by the restaurant. The restaurant owner can

| ater all ocate these service charges using the received service ratings.
Service staffs with good service performance would be allocated a | arge
part of the service charges. 10 The reporting server 12 can also correlate
the service ratings to other information of the custonmers, such as their
airline travelling class, which can be busi ness or econony, spent

char act eri stines supatvonal nby, a biwd gerdete dSaEta képSrmamﬂet,th@e service
requi renents of certalqh%r %s onlthe usf omer s ga rlved I n
addition, tKeEor Fat’sd ThedEd %t o VAT i*daE F%edbaok This is
because certaise berwvsakr t20 theedbackirerayoberts ased bgrcukﬂuden@nd may t hus
need to he int?ﬁ' §éed dlg%grgq%! Epr dif f e renttg ustomer _groups. This

. . ort one
val i dati on of T Vi Cce PServes” to "avoi n15|nterpret|ng t he

service feedhaekve25hﬁn¢1nethmﬂmmbtusnngotﬁeemﬁpegtaﬂEdVEeedbamk managenent
system 10 tq,mnage ark.isodeperihed.bel o, M, pethod cqmpri ses a step of

the inspection server erating an |nspect|on checklist or an
i nspection to-do 30 Ilst for the supervi sor of frontline service staffs. In

a generic sense, Lhe. inspectiom checklist serves,ap.insnegthop, data lists.

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 airport 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.



WO 2012/ 042422PCT/ 1B2011/ 054044 14 The inspection checklist includes itens
be checked or be inspected. These itens reflect conditions or status of a
servi ce swarderwd242hat the airport nanagenent wants to S5PaThBEME0S4Me itens
can be regarding conditions of a faciBBity, |like a washroom Alternatively,
the itens can be regarding services provided by frontline staffs. The

i nspection 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 checkli st
via the smart phone 24, the supervisor proceeds to the |ocation indicated
by the checklist. 15 The supervisor then scans a barcode | ocated at the

i ndi cated | ocation us t he camera 25 O% the smart one 24 to obtain

| ocat fon i nSEEORBH ot BT T Ohe 1BoF Bode. CTAE: SRt ishone 24 I at or
stores this Whacat boa ﬁﬁxhﬂ%drBﬁhﬁﬁﬁau?hﬁt§upﬂf%bSOicéhﬁﬁsbﬁﬁélthe checkl i st
to i nspect th | ocation and to §ect|f¥ any matters arls%n% fromthe

i nspection. " Pe?o? e S nspectfon, the SUpeﬁVnnlrlﬁﬁy t'8ke “25 phot ogr aphs
for reportingn@ayovesua%tdetentsnu&bmgrshansmamhnphomaz@&meﬂanS Af ter

this, su erV|s enerat es th ectign report.using the smart phone
24. The r%epo o ?hdatlgncl u %?%%tec‘? gtg ?ar Sl ﬁgﬁ earﬁ ier. The smart phone

24 Iater_send$taheapmspﬁeﬂ1oﬂnrhpnﬂia3®o¢@geﬁmeseWﬁ$iwmhmCheceewed | ocation
Infornat'On1&gn5hghénﬁggﬁkﬁgnsgﬁgfgg’r%ginggyjég%%gégégé%%gcxégﬁzolll054044

good service performance would be allocated a large part
of the service charges.
10
The reporting server 12 can also correlate the service
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 is 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 1list for the supervisor of frontline service staffs.

In a generic sense, the inspection checklist serves an

inspection data lists.



15 The nethod is al so useful for controlling and managi ng quality of work
especi ally when such work is done by outsourced vendors. 5 1In a
iwpl2ereeaeei on, the client conputer 13 is instalPCedBa1/e540ashr oom

or service,

speci al

of an airport termnal.

The airport menagement of this particular term nal

pl aces great enphasis on cleanliness of the washroons. To ensure 10 that
the washroons are clean at practically all tinmes, the client conputers 13
are installed at the washroons. Passengers using the washroons are enabl ed

to rate the cleanliness of the washroons via an
15 using a five scale points of washroom sati sfaction

with a set of on-screen icons 45 for rating is illustrated in F
the |l ess satisfactory rating icon 45 is selected, 20 the passengers are

i mredi ately pronpted to indicate reasons for the selected ratings by

sel ecti ng onMeeohnEPEE:iaintheheORt 51 eenlLeonsi Ahs as chddkstdr akeldein Fig. 3.

These on-screen icons eflecg
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condttr
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30

be regarding services provided by frontline staffs.

The inspection server 12 then sends the inspection
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.

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

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
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
together with the received location information to the

inspection server 12.



WO 2012/ 042422PCT/ 1B2011/ 054044 16 The cl eani ng supervi sor may then visit
the unsatisfactory washroomas indicated by the alert to rectify the poor
condi t i orwof2otg242ashr oom The smart phone 24 is used t ®CIABRMW1H03I844 code at
the washroomto indicate that the 5 sipervisor is present at the washroom
The cl eani ng supervi sor |ater generates a report 52 using the smart phone
24, as illustrated in Fig. 5. The smart phone 24 al so attaches the washroom
| ocation information to the report 52. 10 The supervisor nay alternatively
log in to the respective client conputer 13 using an appropriate RFID card.
The client conputer 13 then displays the respective feedback of the
custoner. The supervisor can then clear the 15 respective response in the
client computer 13, ich_in turn transmts tq§ respective data as an alert
feport to tAZS REHERYi'oh "SEPVETSD. TRouTTHEIS, 1P~ tt dRHG Super vi sor al S0
recei ves a 2fhaclieans hgraaheekl sstvind,f eeped hel liynspect $100h servetfs 12 on the
smart phone 24, as illustrated ny Fig. 6. The supervisor afterward visits a
| ocation in f%?tgé By THE CEReCRIT954. The smart phone 24 is then used to
scan 25 a bar code at the indicated |location to receive the |ocation
information contained in the bar .code. After. this, the sqgeggisor conduct s
an i nspection as Thar cat'ed Ey the cl éanihg ¢ SCkIF PS54, Theé supervi sor 30
al so gener atiestalteport a56aaBiagn tdfeasmaitpphioner@dnalas illustrated in Fig.
7. The smart phone 24 then attaches the received | ocation information the
report 56. WD 2012/ 042422PCT/ 1B2011/ 054044

The airport management of this particular terminal places
great emphasis on cleanliness of the washrooms. To ensure
10 that the washrooms are clean at practically all times,

the client computers 13 are installed at the washrooms.

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

15 screen 15 using a five scale points of washroom
satisfaction. 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.



17 Fig. 8 shows anot her enbodi ment of the integrated feedback managenent
system Fig. 8 depicts an integrated feedback nanagenent system 58 t hat

i ncl udes wo=x0pPaui2gor nodul e server 35 bei ng conmuni cat iPCENB2@onFIeEt ed tO a
5 front-end client conputer 37. The sWpervi sor nodul e server 35 has a
supervi sor screen 39 and a router 40 with a wirel ess access point. The
router 40 is comuni catively connected to the client 10 conputer 37 via the
Wi rel ess access point. The supervisor nodul e server 35 is also

comuni catively connected to the reporting server 27 of Fig. 1 via a

wirel ess nedium The client conmputer 37 has a WLAN (Wreless Local Area 15
Net wor k) antenna 41 and a touch screen 42. The client corrput er 37 is
conmmuni cat i vel ﬁonnect ed to a POS g{ nt of sal é term ng The
POS term naI ST UERCEE SR 30T &P FP8hop Hid T8 9871 9¢ ?BBo%ar to the
client corrputae;rhraa’m 49 iadgenecalbsemsealthe yeperting tser yebr27 and the
super vi sor ﬁog serv rth%S can hz%ﬂve X\LAé\I commu n| | caf ) on m)d | es, GSM
conmuni cat i on) u ot AR W el 885 ¢ 6iHifi catl dif es for
comuni cat i regam hhbeeaoibdaat her thd nvasdepoth hieo ROSitet il et ct:Bel s used in a
retail o%tlet sucgojg frestaurant, . t%r ac%]ptl ng.payent from custoners. 30
In one inpl em?n{a%lon t he “PCS ter minal “ 43 el'eéctrica tl'gl ggers the client
conput er 37 all@@mvssannrﬂlart@ragémnsattast enrefport Pur chase ttjrye ameust omer. The

W0 20151 0424320CT] 102611/ dadon th T oo £ 1l B dRoserukee rating via

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 in
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 inspection 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.



the client conputer 37. The tine period extends fromthe scanning of the
first itemof the purchase to the end of the service rendered to the

cust oner .wOroopgei son, the client conputer 37 is adaptred/IBmizosiept the
service 5 ratings fromthe custoners Mithin the tine period. In a further

i npl enentation, the POS termnal 43 electrically triggers the client
conputer 37 to accept service feedback after accepting the paynent while
the 10 client computer 37 is used for accepting or receiving service
ratings fromthe custonmers. Put differently, the custoners are enabled to
provi de service rating via the client conputer 37 inmmediately after
receiving the service, which refers here to paynent of the service. 15 In
effect, this allgws each custonmer tq provide only one service feedback. An
unhappy cusﬁgﬁérgnﬁvmﬁbﬁPoF eE%ﬁHﬁ@PQ@Btﬁ? 13%?6¥E%g?%%ﬁ%ack by provi di ng
mul ti pl e serfdecieateethackmethi syddnentigonputeeric8¢ 4dwogeitheravned h 20 t he POS
term nal 43:fr %enﬁs such nugtiple igga%ﬁdtfeeqb cks_fromoccurring. The
client conputer 37  HEAHTS an® B pEer ®of "# ecdiVithg® radU®Ed 'RVl i d cust oner
rating. |n addiuflEoseritde 36| bentg compuhércaBiidigs cantéae=dMtrdew i n 25 whi ch

t he cust%nephggg_gﬁ Wh%%n hgoger%hp%jtatlngs to the client conmputer 37.

Upon conpl eti'on o i'me mn%ﬁbmn it is assuned that the custoner does
not wi sh to provide the service feedback. Hence the client computer 37 does

not accept any servi.ce.fendhack unon,couplation,gf (he 3Q.tiop wndow The

time windowis S used to prevent o re not the rel evant
custoners, fI¥omnproviditegy 40servi ce vieedbatlaccFhe poimEc wiThdow al so provi des

an aspect of reduchng J nyalid; serviee t :
2012/ 042422PCT/ 1B2011/054044 19 The in§ etmeeﬁoygis§€ffﬁée person and the
client dénputaairuisr ptbwildedhbyyareledternadsdepice. Nee gtipervigentifier is

necessary. a%bu§gng%ﬁ%eﬁIySSi§Q£M&p%oﬁﬁﬁﬁfégtively connected to the

reporting server 27 of Fig. 1 via a wireless medium.

The client computer 37 has a WLAN (Wireless Local Area
15 Network) antenna 41 and a touch screen 42. The client
computer 37 is 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



5 nmeans is sinple to inplenent. The client conputer 37 can use a two | evel
manner for service feedback. A state diagram65 for the two | evel service

f eedback we 28teemed2en Fig. 9. 10 The state diagram 65 i neCudB1a0zat e 67 of
the client conputer 37 waiting for colpletion of an event, such as bil
paynent. The POS termnal 43 triggers the client conputer 37 when the event
is conpleted. The client 15 conputer 37 then noves to a state 69 of
requesting for service data fromthe custoner. After the custonmer accepts
the request, the client conputer 37 enters into a state 71 of entering a
first 20 level service data by the custonmer. Upon receiving the data from
the custoner, the client conputer 37 then noves into a state 73 of
pronmpting the custonmer to enter_a second | evel servic ata. 25 The two
Pevel servi ABQHTAotr IRHER: ha: AX CacpBEErof FOFIG CHETCbEE oner a
structured wapnhanprovitthe moret Sedan o€ td grurathbea. t Afdrer ehhi sf the client
conput er 371;eturns.back %p t he 3qj§tate 67. TQe client, conp {er 37 can

al so nove badk 6 Vhe StAFE™87 &t teF WA t9 Wy f of 8°Pre-'d&'er Mined time with
t he assunpt idnehhatotheecust oneradigesdnot avdcsiptt ohprovivdeenore data after

t he pre-get%%qhned %h%?thew€h§Q%%£%A2§%§B§T/15%0%1/Q§§O44 20 Fig. 10 shows

. n W the . 1 . .
a state |agran1§6 oTf an exanpl e of an |nplenen€a |%n of 't he service

feedback of Fig. 9. In this exanple, a sale or counter staff is servicing a

customer. 5 whg 8. MAN S L9RUENASE, ODp. PArt Leuhay. | temor a list of

itens. The state di agram includes a state e client computer 37
wai ting for edecomptetionrobgarparhecodeent computer 37 to accept

service feedback after accepting the 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 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.



10 scanning event of the first purchase item The bar code scanni ng event
denotes a tine-point that is close to or that is at a conpletion of the

pur chase wb 2btp4242em The state 82 is foll owed by a statreT8B200i/0340et sal e
staff 15 scanning a bar code of the f¥9rst item which the custoner w shes
to purchase. The scanning is done using a bar code scanner that is part of
a POS termnal 43. The act of scanning triggers or initiates a state 85 of
a 20 touch screen 42 of the client conputer 37, wherein the touch screen 42
di spl ays messages to pronpt the custoner for providing data or inputs
relating to the service that the customer has just received. The touch
screen 42 is al so adapted accordingly for receiving the inputs, which 25
are in the formof touches fromthe custonmer. This service data input
occurs at an appropriate tine when the customer has received the service or
during the tine 1wherodthecaushonBtrviser peetat rGIdt hee seridnge from a 30
particular counter staff. | t.her morgs the collection. of service
Fecdback |s (EAPatE DA 001270454 23PCH 1 1Bo6T 17054544 1 Thi s 15 then
fol |l owed by iglestafece 87 0heckosang cutobimenct ithati sgrihe senvice data

coIIecti%n. This closing of the service data collection is initiated upon
. eans Is S1 e to lmplement.
conpl eti on of the |npﬁ? of SerVice data fromthe customer or after a 5

pre-determned waiting tine. Wien the service data request is closed or is

deact i vat ed,Thteh%l%xj%@”éom Qupyter 34 qg%ga”«m%o take, i fany fyrther service

comments or inputs fromthe customer. e maltlngatlne provides a tine
for the customerictofgrdvicde histzer vileergomiers. the e demaent is received

by the client., computerydt i Lhig, fhe waifing time, the
10
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.



client conmputer 37 deens that the custonmer does not wish to provide the
service comments and it then closes the 15 service data collection. Leaving
t he serviwe mi@2e0l | ecti on acti vated beyond the waiti ngCrilBB1resaoad | ow

ot hers, rather than the customer, to 29rovi de service coments. These
service coments would probably not reflect the quality of service that is
provi ded by the 20 service provider. In short, a predefined period or

wi ndow is provided for the customer to provide his service comments. These
service coments are captured in an electronic manner and 25 can be
processed i medi ately according to predeterm ned guidelines by the
conputer. In summary, these features inprove integrity of received service
data. The received service data can then be used 30 to direct service
quality inmprovenent in the required areas. WD 2012/042422PCT/ 1B2011/ 054044
22 In a generial. sensiewalat Boagh diheracasni sy 0f ckbep barofcadeiof the
purchase denotes or signals,a sale praocess, .other.steps, such as printing
of a sale régé?fP,aEﬁ% a%sgh%es?ﬁﬁifetgeg frial Oghél%ale 6?0%@%% and be used
to trigger S:chelepquestleserviceentdat atalf her sneansito 4 rduggemet he client
comput er 37 for Leguast ind seryl e feedback are possible (These, means

i ncl udes "a butt on, ich pPOVI 6s 4 service Téedback 10 reques? si gnal upon
conpl eti on dfteascertain service task, such as paynent of service. The neans
can also include a touch screen that allows the custoner to initiate a
service feedback. In certain cases, the neans can refer to a notion sensor

i n whi ch t héheptsitahe stiroarndéd evts valesbapslesenéé of ehecwstiener in front of

the client computer $7..Mhergi A, each GUsLONBY Jes ahl ovedito provide one

10 scanning event of the first purchase item. The bar code
scanning event denotes a time-point that is close to or

that 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 is 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 in 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 is immediate.



singl e service feedback. The notion sensor does not only provide

i nformati on about a specific and sel ective novenent of the custoner but it
detects aweaotda220 unspecific presence of one or nore peranrdi/mirod« ont of
the client conmputer 37. A group of cudtonmers would then only be allowed to
enter one single custonmer feedback response. This can be useful for
check-in counters, where several persons create one single business
transaction 25 that is valid for the nultitude of persons. In a general
sense, the front-end client conputer 37 acts as a client term nal conputer.
The touch screen 42 acts as a display device and with one or nore
corresponding 30 tactile input device. The antenna 41 is connected to a
conmuni cation .nodul e to act a client mn | ess connunlcatlon nodul e for
connunlcatl&ﬁﬁﬂffiEP?%F?ﬁéPW%%ﬁﬁhteFtGE%l e CWAT R EAP h&Tan | nspection
server or a<k%%k2@éﬂh&ﬂ&%22EEH%ﬂ&QQ&ibOSéﬂ&Atzansup@iykﬂ@eln@dufe server.
The front-engﬁcllent conput er 7_.i.ncl udes tr| goer ort 1 % rece|V|ng a
trigger signal® FroftthePOsCrerinal 43, 1% 1&p% oW Faturt her

enbodi ment aoff tthe impegreet edrieedhack ﬁamagﬂnenmssyeeenn:Eﬁgerki depicts an
i nt egrat ed feedgagkrnqﬁg egeEgnsxgkgn1§§ t hi %i incl udes, the supervisor
nmodul e servér 35 6f Fi gt hat? i's "conmuni ca |ver connected to a client
conput er GOJIi@eihelsuﬁemeﬁsor nodigketsesvat, 35e|nti@desomheteouter 40 with
B oS AR POl e L0 WILP1999,,86 CEBR, DO bk S, COTGUNT cat] el y
connected to the client conputer : e client conputer 0 includes an

RFI D reader1@®utbnfaﬁgeﬁerabssem®e, the client conputer 60 and the
supervi sor nodul e server 35 can have WLAN communi cati on nodul es, GSM
conmuni cation nodul es, or other wrel ess conmuni cati on nodul es for

communi &t i Ngrewiveht ez i ioeherovifies RFEDne ebderthg2cistarsedtto read an RF
identifier of @;856ryiCednQuldes foaut hentd catgchhe; servieg provi der. Upon
aut hentication, the service provider is allowed to access information in
the client ébhﬁ@?e@leﬂﬁirnepeteeh¥7e@ﬁba@e@*ﬁ@@#§1@gdvmeedther col l ecting

custoner feedhack anfh SGVM@%ﬁB N9 thencusiouref gedback 1,054 he

supervi sor nodul e server . .
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.



30 The supervisor nodul e server 35 forwards the respective data to the

i nspection server 12 or to the reporting server 27. WO

2012/ 042420RCID/4B2011/ 054044 24 In a general sense, thePcEpBrali/ngposerver 27
and the supervisor nodul e server 35 c&n have WLAN communi cati on nodul es,
GSM communi cati on nodul es, or other w rel ess comunication nodul es for
comuni cating with each other. Fig. 12 shows anot her enbodi nent of the

i ntegrated feedback nanagenent system Fig. 12 depicts an integrated

f eedback managenent system 89, which is a variation of the integrated

f eedback managenent systemof Fig. 11. The feedback nanagenment system 89

i ncl udes a supervisor nodul e server 35 that is comrunicatively connected
to a client conputer ‘. 15 The supervj sor nodul e server 35 includes a
server nennﬁvlﬁnaﬁP%F%bfﬁﬁfFe ?Hﬁm@ﬁgeﬁ © CUIBUTEF 80 THicPGdeSCd conput er
menory nodules 22e pardsee theoconitt ef gheNDry sadupbeo@Xs, sousel for storing
20 data received b% Hpe clien .coq&uter fO' froma userj_Thg data incl udes
cust oner servi€s’ datd ¢ Eastontt Cofmeht® data PThe“ dat’d > n°the conput er
menory 92 areedr tangeghadln taecomputrecdat abas e<f oscealsy tacgegss. 25 These

dat a are5IaH§{ transferred.via,comuni cati on nodul es over a wirel ess nedi um
e redgue

to the sérver ne rys%ﬁﬁﬁWéC§0§m¥he data in the server nenory nodule 90 are
arranged in a server database for easy access and are intended for

( aoas | ! ODRC
Processing Q%h%@?m§%@§?¥JEEE?%?P%h% %?%X%iéggéﬁterﬁéy%%&~ca” use (Qpen

Dat abase Connectiv S ructure anguage), or COLEDB ((nhj ect
Li nki ng and rey0e2012¢ (:42422PCT¢dB20k1 08404 i23e. These means

includes a button, which provides a service feedback

10 request signal upon completion of a certain service task,
such as payment of service. The means can also include a
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 wvalid 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



Enbeddi ng Dat abase) protocols for accessing or for managi ng these
dat abases. The transfer of the data fromthe conputer nenory nodule 5 92 to
t he serveworerng42o0dul e 90 usual |y occurs soon after tRETABIMPUORINIATENDS Y
nodul e 92 receives the said data. W3 the communication |ink between the
supervi sor nodul e server 35 and the client conputer 60" is broken or is
di srupted, the data received by the client conputer 10 60' is not sent to
the server nmenory nodule 90 and it continues to reside in the nenory nodul e
92. These data are later then sent to the server nenory nodul e 90, when the
communi cation link is established or restored. In other words, data
synchroni sation between the supervisor 15 nDduIe server 35 and the client
conmputer 60" is done when_the connunb %lon %k hs est abl i shed or
restored. SUPATYFRatti @ fas®t e -advant Byt 6F %aft 6% ng ¥RE Feedback
managenent syehenlﬁmbi(m cantyatepanar Kbngretiviggaa shordge20 sdgss upt i on of
t he connunlggtlo In a %fqﬁfal sense, data can al so be sent fromthe
server menory noau?e 6"th& conputer nmenory nodul e 92 via the sane said
mechani sm 25 In a further enbodlnent t wo or nore of the enbodi nents of
Figs. 1, 8, }g an be i ned | nto one s %Ie Sy, sten1 y linking the

0

ur iment :
report|ng ser&br e I nspec |on server 5 anéﬂ{ e report|ng

server 27. ﬁhedBGCEWmndKMBmhs ofstleirgs F18. ald dk@icasn @ezcmﬁbrae@dinto one
oo, ot L 0B R Yo S0 AT 33T 50 Lo the s

supervisor module server 35 of Fig. 8 that is
communicatively connected to a client computer 60.

10
The supervisor module server 35 includes the router 40
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.



In the enbodi nents of the application, the phone is provided as a smart
phone that supports both audi o communi cation with other phones and data
comuni cawvpanidme42r ansnitti ng data nessages. Wil e for PChaBzho0&05
applications it is not necessary that24 he phone 24 provi des audi o

comuni cation capabilities, this is hel pful, because such a device is nore
acceptable to a user than a pure data conmmuni cati on phone that does not
provi de audi o conmuni cati on capabilities. The phone in 10 general can be a
nobi | e conputing device but the quality of the services provided is
inproved if at |east the supervisors are equipped wth nobile conputing
devi ces that also provide instant audi o comuni cation capabilities w thout
the necessity to plug in an external 15. m crophone_and headphones. This can
be done by provi APRG S SAPE: pHEnE “PPE L7 & (1ran “beaf (F™d £ 1ehi s type of
device is alspeusedof alodueeesytwg dat aasucdyd hersl esdimdatcatand for
conpiling and transmtting data such a he ins tion data reports. 20 In
short, the MSCAERentS Sropt b Ko B LLpubiT PLas’ of Fasetr oo for
operati ng arccaimupocitidassenyes stat cobheual cqaomy ateh enaldl edhby. t he
enbodi ments 25 to provide airport nmanagenent with real-tinme or i medi ate

f eedback "of services received by the passengers using pre-determ ned
termnal s, duch a8 shdawsuechopbenterdrodioath-strigeniteematald fPatd-di fferently,
t he passeng a o] | de..a service feedpa r imredi ately
after 30 thg*%ﬁs@g%%%%g”ﬁasgggéﬁe?3§a ?%e&%%¥§$cgg %ﬁ%igﬁggginents al so

al | ow t r ackifregdandk noariagemeny ofstere$é, custdners beedbackon When service
recovery act.i,qn i t S st oner feedbacks,

t hese actiorgl%cgﬁgé rﬁ%%ﬁ%%%%%%ﬁé%%%%?%%%%ﬁ/ §%%§485$H3'sg€be initiated
soon aftlér receiving these custoner feedbacks. Ratings of the custoner
Services th%%eaggeﬁﬁﬁﬁgh%ﬁagéméhéh%%t@&e8§FQMﬂ99st¥:ﬁhkﬁ@&%oﬁront|'ne

staff can then
module server 35’ that is communicatively connected to a

client computer 607.

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

30 357.

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



derived imediately and quickly. Current trends or status of services

provi ded by business entities operating at the airport can al so be known
and be amabysexd4eepi dly for inproving these business sePgraBx11/Mader n
technol ogi es 10 and novel innovations25are used for delivering an end-toend
or conprehensive solutions for managi ng the airport services. The

enbodi nents have an aspect of ensuring high standards for services and high
standards for facilities at the airport. 15 These enbodi nents are different
fromother airport feedback systens that receive custoner feedback through
various channels, such as feedback kiosks within the airport term nal,
manual feedback forns, airport website, 20 and even verbally over tel ephone
and custoner_infarmation counters. These channel s have time lapse in

addr essing THEFaelbA PECE! Ve S TIcRCT i e 8 [Paken 13 consol | date, to
di ssem nat e,man@gt ny estd gpatierabage4.0 reply to the custoners. Wile these
channels allow the airport 25 staffs to identify areas where its service
performance falls short, the feedback is not imediate. This also limts

t he opport uniiey tkonsfdre odi tpordatst &frbs tioe tasmpuarounchany madpleasant

servi ce feedback. 30 JThe appLical i on, RLovh des, a19vstemd ar supporting out-
source facil1ty managenent services to a thir pér?y. Thé system has a

structure tafaklronhs oromputen| nereoor madued etz reives the said

2012/ 0424225&%%1.5%9&1& %4%@m%§315a&(1;&cﬂ}?}?qobeac%en"‘@ﬁ&hsd'ge r?%& and is

i mredi at e. I's system can be use or collecting servi eedback. The
syst em conpricsiedeaseeast3sonene|ifentclieni qaiputemboputer bwickhna di spl ay
device, wilf Al gast,one contesponding;tactl) enbnpilodeviGe,.and wth a
client wireless comunication nodul e. The tactile i nput device includes a
touch scfeerb0’bast onls,samt tacth¢ esarvansnehaty owduhasi? prmesstor touch in

order to prQ%%Q%nﬁ@shﬂPQ%side in the memory module 92. These data

are later then sent to the server memory module 90, when

the communication link is 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.



10 The system al so conprises an | nspection server conmputer with a server

W rel ess communi cati on nodul e for conmunicating to the at |east one client
term nal worepiteae422as well as with a server wirel ess pheoe/1Bwdub&ofor
comuni - 15 cating to at | east one no¥i |l e conputing device. The nobile
conputing device can include a smart phone or a wirel ess phone. The server
W rel ess communi cati on nodul e and the server wrel ess phone nodul e can be
provi ded as one single nodule, which perfornms both functions of com 20
muni cation with the client term nal conmputer and with the nobile conputing
device. The Inspection server conputer further conprises a pre-determ ned
set of inspection data lists. 25 The system al so i ncludes one or nore
nobi | e conput i I n use, the sten1prgéides a yser feedback data

ng devi ces. ,
AoqUi Si i on Tod6S SHPETEFRtiots. T dPRL Sht e I s pBEL P S ode. 30 By
provi di ng t heotdedegcaded smbetipispecthen smeeyrtst bbsh posKicbl e to nake sure
that service providers do.not minimze or reduce their .expenditures for
areas that (HEJURFETC VD J015/ 0442 IBCHT 1 EI01 1F0B4044" S5 FasBBnsi bl o i n such
a manner t hatorcausesnitrtacgeps abdle scagtonerhisier beethd rekatvker wor ds, the

dedi cated site i,nspectian ggaﬁ?ahkgﬁgsgpe_gg{v%%g rgﬁgq%rs to manage their

expenditureé¥%%lfﬁe|r areas e preventing these areas from produci ng
unaccept abl erowstieserudsier vooeunication capabilities, this is
helpful, because such a device is more acceptable to a
user than a pure data communication phone that does not
provide audio communication capabilities. The phone in
10 general can be a mobile computing device but the quality
of the services provided is improved if at least the
supervisors are equipped with mobile computing devices
that also provide instant audio communication
capabilities without the necessity to plug in an external
15 microphone and headphones. This can be done by providing
a smart phone. It is then useful if 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



In the user feedback data acquisition node, the client term nal conputer
provides a pre-determ ned set of user feedback nessages on the display

devi ce. TWo2pér2422ed- 10 back nmessages serve as servi ceCtapmandsiofsor

sel ecting by users. Upon receiving a 2iser input into the tactile input
device, the client termnal conputer issues a pre- determ ned user feedback
nmessage over the client wirel ess communi cati on nodul e. 15 The
pre-determ ned user feedback nessage is selected or is generated according
to the user input. The client term nal conputer is often equipped with a
program for selecting the pre-determ ned user feedback nessage ac- 20
cording to the user input, wherein the selection does not require manual
intervention _or |nput. Because of this, the jssu'ng of the user feedback
message can BECUPSSHOTEIRY 241 £ 67" rcarvERG tHECUSE ST NBRECBP T eedback. 25
The | nspect ifeadsec¥er conputer receives |later the pre- determ ned user

f eedback nessage fromthe client term nal conputer over the server wrel ess
comuni cati on nodul e. The I nspection server conputer then checks the

recei ved usearatfiegdbatkmessagenas seavihes hgratt hecusenddreedback 30 nessage

indicate% a yser alert .Th%_gésten1ent rs into the glert de, if the
i

are provide irport ontliné stafif can then be
Inspect|0n server comnputer rﬁl 1 es ﬁa? %ﬁe sald user eed%ack message

i ndi cat es a degeredl ertediaWol 204 CA2422PCTVB201 11 0540414 r36thtua generic
sense, the Inspection, Sp?[{(\)‘é/?{i%(gp Y84 nOBY L 8GRLUE ?ﬁ@ﬁétifngegpaCk MESSAges

besi de the user alert. ction server conputer 1s usually equipped
with a 5 softhsapérpeogream wiith ormegpoadi iy dacdyviet dhirfifléyenty -

improving these business services. Modern technologies

10 and novel innovations are used for delivering an end-to-
end or comprehensive solutions for managing the airport
services. The embodiments have an aspect of ensuring high
standards for services and high standards for facilities
at the airport.

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 in 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 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 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-



ating the other feedback nessages fromthe user alert. In the alert node,
the I nspection server conputer issues an alert nessage over the server

wi rel ess woene/maegal e to 10 the nobil e conputi ng devi ce PCThB20d &€034044

wi rel ess phone nodul e can include a 38 GV5 network nodul e or ot her

comuni cati on network nodul es. The alert nessage is selected or is
generated according to the user feedback nessage. The alert nessage acts
for instructing a supervisor to 15 proceed to the client term nal conputer
that has issued the respective user feedback nessage, which indicates a
user alert. Since the Inspection server conputer can check the user 20

f eedback nessage electronically, the alert nessage can be issued quickly.

This in turn allo t he appropriate supervisor to be informed quickly of
any servicet%ﬁ?ﬁﬁr%e%ﬁ%ﬂﬂ%h5?9?$é”%§W§F5ea? thﬁgmﬁgﬁﬂﬁ% gggFessing soon.
As one can ssetkmomait hesuskthi sosystieacal hows:forcaréasiadke- 25 sponse to a
service failure. In the inspection node, the Inspection server conputer

sel ects one inspection data list fromthe set of inspection data lists. The
i nspecti on dateaslksstém camphessel @ctleds80oae caridinngttoniryd wser i nput. The

| nspectiQn server ¢ uter _then.issues the sel.ected |inspection data |i st
pect i g MUt er ot b gd

over the servVer wre esslﬁ on %%’Fe’vﬁf 1 /dﬁ?i PET/ 1B2011/ 054044 31 ul e

to the approprirateombbid eaconputinrgtdevite:, Brel whspectdlorndata |ist serves
L9, TSt B MR L P SR, SRR RALLAREnd Lo | nspec
includes a touch screen, buttons, or tactile means that
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 inspection 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



5 Upon arriving at the given location, the nobile conputing device reads in
pre-determ ned | ocation informati on data that corresponds to the inspection
data |istwbnomve24ae- vice that is |ocated at the said | ecatiBoni/osihet r eadi ng
of 10 this pre-determ ned |ocation irornati on data serves to indicate that
the supervisor is physically present at the said | ocation. The nobil e
conputing device then receives site inspection 15 data fromthe supervisor.
The supervisor inspects the site or |ocation according to itens 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 nobile conputing device then issues a site
dat a nessage containjng the received | ocation informati on data 25 and the
recei ved sitréesipﬁ%é%i‘? G4F8 T "INETI hBpecti SiTSsBPIeT=réahptt er. The
| nspecti on serstemnceosgitier .| at estHeacebves, the sabdcstdd® sdatainessage
cont ai ning the Iocatiqp iq or Hion data and the site inspection data. 30
The di ffer entodee BT Re 8Y3t 6 provide & Trracture 19¥98 qui ck service
f eedback andHedr axpasiitservice timrspeetedn.whiWd preventing these
2012/042%22PCT/1B§011/054044 32 The agggigati nmgrovides a systemthat is

b

.areas Oom roaucin un ce CUusSTO r sService.. .
bot h econom ¢al "and e sycko u%e.éﬁy 53|ng a no e conputi'ng device, such

as a smart nobile phone, both for alerting a supervisor about an i medi ate
and urgent %H§E9geﬁsé¥nggeﬁkggk%ﬂng%Equisition mode, the client
terminal computer provides a pre-determined set of user
feedback messages on the display device. The user feed-
10 Dback 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 is 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.



5 providing well-prepared site inspection lists, such an automated system
is nore easily accepted or received by users. Since nost users are famliar
wi t h operwiviznp/moize forns of a nobile phone, these user ®CraBtudi/boabl e to
easily adapt to the use of this said 3obile conmputing de- 10 vice. This is
especially so if the nobile conputing device is also providing conmon

t el econmuni cation features, such as voice communi cation and SVM5 or MVB

(Mul timedi a Messagi ng Service) data transm ssions. 15 Optionally, the
client term nal conputer can also serve to provide the | ocation information
data. In the alert node, the nobile conputing device can read in a |ocation
information data at the particular client termnal conputer that has issued
the respective user feedback 20 nessage, which indicates a user alert. The
nobi | e conputing device then issues a site data nmessage containing the
recei ved | ocat i=opgehafof rehisen et arspetheod nepeetri ovm@aferemnagonput er .

Later, the Inspectlo seryver, conmputer receive e site nmessage
cont ai ni ng tH&° Ea?? it 2553t of %§888e eSliéa%E%ru?ﬁ1 i SrgV|ding anot her
devi ce, th|snsﬁépsp@@@uﬂheeebeenkmmamﬂrna$1cnn@m&eeqummmmmWatheady exi sts,
to provi%e th%,locatupn %nforgatl%gegaggdln aagltlon jﬂ%r kent term na
conput er “can 4é flf% t'het mﬂ %l%\ evi ce %% s connunlcatlng
with the cIuﬁnmgtEhﬂhﬂakrcéﬂp@beﬂinkﬁsa@esaMEmtthed@$mihéecttent term na
conputer can al so receive uni que phone identity data relating to the nobile
conputing device WD 2012/042422PCT/ 1B2011/ 054044 33 that has received the
al ert nessade. tTheapdioneoddentie yIr@@t%at$@m vesvas aohpltercarpues ng devi ce

i dentity data and.li.Acksel g.Ldentd Ly bhe mmile comul ing.devige. The
client term nal conputer then |Issues a data nmessage 5 containing the

recei vedOunitdqwemphohe dadentiny datizet oThhesdmspert Foleserpense The

I nspection selyer COMPULEKgkal ef; IRgeh¥es g Sihie dataessgge containing
t he uni que phone identity data. 10 The | nspection server conputer can store
t he recei veddaration r&@rarakt oM mor-péses2 Bty esdaga-ifi weagCpet poses. The

eval uation Y i %eggﬁ%réﬂé%ng§c9fd§§fchghéakkﬁr@eedback 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 inspection 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-



whi ch can be used for resource managenent. The |nspection server conputer
can also forward the stored received data 15 to a reporting server conputer
for furthwo 2ewal4ei on purposes. The nobil e conputing deciraB2oaans40enpri se a
text data input device. The nobile coitputing device and the server 20

wi rel ess phone nodul e each can conprise a GSM comuni cati on nodul e. The GSM
communi cati on nodul es can provide GPRS, 3G or 4G capabilities. Besides the
GSM comuni cati on nodule, the client wreless comruni cati on nodul e and t he
server w reless conmuni cati on nodul e each can al so 25 conprise a W.AN or

ot her wireless comruni cati on nodul e. The al ert nessage can also be sent in
an SM5 or a MMS format. 30 The client wirel ess conmuni cati on nodul e and the
server w reI ss . copnuni cati on nodul e _each can conprise a GSM conmuni cati on

modul e. I n &'Gel8r BI® SBWIEPTHAES C19%8nE GRS Eohhmi ¢afi oR modul e and

t he server wigeelkess dANA 2032/ 042422 PCTL A B20i1/ @54@14<4r\814bo@0m§’un| cation

nodul e each can al.so conprise \/\Ll omTunl tion m)dcul elortotper W rel ess
communi cat i 1 9reddl € 5gcé% SecPf%%c sér vér “conput er and
the 5 cli entitegsnmsnaln aomhéernmtbent damrmzistted in an SVMS or a MVB
format . %II nmessages between communi cation nodul es can be sent as SMS or
MVE nessages or even as a sinple push data packet, such as over FTP (File
Transfer Pradirecobyridihdatathe nkis/dreflneeni conphtensbore sempetsncan be

provided as £IR data dd %SgtEQrd@JeQ:‘quﬁleQ@ét%nf EL%PnPae%%E' Qps, 1t is also

possi ble to provide a direct data packet communi cation between applications
on t he Var|dw@tcgqp{ﬁ$gqu@nto the 1nspectlon data list from a de-

vice that is located at the said location. The reading of
10 this pre-determined location information data serves to
indicate that the supervisor is physically present at the

said location.

The mobile computing device then receives site inspection

15 data from the supervisor.

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.



15 any 1SO | evel. The inspection data |list can conprise a checklist with

bl ank data fields for receiving the site inspection data, wherein the site
dat a nesswigeopdEpzses the inspection 20 data |ist and Phe/IB2og0inspecti on
data. The inspection data list provid@s a list of itenms for inspecting
while the site inspection data provides a corresponding list of inspection
results or information. 25 The nobil e conputing device can conprise a
built-in cam era being configured as a Bar code reader. The nobile
conputing device can also be used for transmtting photos to a superior
data server, for instance for securing evidence, if a damage is detected.
30 The client term nal conputer can conprise client nmenory unit for storing
client data ile the Inspection server conputer can conprise cJient nmenory
Gni € for stOPGPW FOL2) 6424 9IPCT Sho0TL/ 05404% 35 K&t V8P dath. In the
event of di ssndpeken ©f wenmani eairnor hbhkl betonpeni hdedstiicent stet m nal
conputer and the | nspec an server c%gpgteaﬂ_these menory units can
transfer thels “d8Fa”t §Cach BYWEr. Pridséohetory LR t S HféK *&tbre 5 and

| at er transfaouthenridatddate eathirofeher cafterert hempboiminiagat fon link is

establlsged Qr t8§toggql_ln Oth%531 rds tQﬁjﬂEﬂ?E¥t¥”%&%hp58V'de a nmeans

for the ¢liént terninal ¢ ﬁ%ﬁ?%ﬁ an ethgs?nspectlon server conputer to
function untadtotmheed crpmimmcasiword ienkily aestrdreddor 10:CcEigedppli cati on al so

provi des a glJ.ent ternd nal. couput er weth, & di splay,devicg, wih one or more
correspondi ng tactile 1 nput evil ces, mnth a client rel ess communi catl on
nodul e, and sy aft¢iqﬁy;ﬂepghQne,15hese users would be able to

easily adapt to the use of this said mobile computing de-

10 wvice. 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



In particular, the tactile input device includes a touch screen, buttons,

or tactile neans that one nust press or touch in order to provide an input.
The cl i emwownrzél4eee conmuni cati on nodul e is intended foPCTaRIMINIBAL4 on Wt h
a 20 further conputer device, which c8@n be provided as an Inspection server
conputer or as a supervisor nodul e server. The trigger port is used for
receiving a trigger signal froma further electronic circuit. 25 In use,
the client term nal conputer provides a user feedback data acquisition node
and a wait node. In the wait node, the client termnal conputer 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 node.
The trigger signal serves to jnitiate the user feedback data _acquisition
mode. VIO 201270423 35T TB2011/ USAG4R 36T T (HE GRBT- [EGUbatk dat a

acqui sition amdeseties cls enbilerdanpal i agnpiitiele prowt tes catpr endet er m ned
set of user feedback nessages an the display devi e..TheT#ser f eedback
messages provi 46 2erVi'cE EEhiehts OoF Lt e ULEr o 8V k& edf'S Bhbn recei ving
a user i nputentnterhheal actpheet ncheputi sdews ce,datthemedsayt term nal conput er

i ssues a.pre- determ ned user.feedback ssage over. the client, wirel ess
connunicgti5ﬁn%gaﬂf%gg%§ f?cg'gﬁgé?lﬁﬁ?gg?IggﬁgFPgﬁ% é%tfhéoué%ﬁ f eedback
nessage i s geweratedn orerverselectiedpactidi®) ssomvdirngotouttadre laser i nput and it

serves to pﬂ%%%qgegeﬁﬁP%ﬁ%e?QQHiréﬁ%gbgeﬁmﬁﬁﬁ%hﬁ di by fhguuser. After

| apsing a pre-determned wait tinme wthout receiving a user input into the
tactil e inputhodeviidentitthyvedabaclient term nal conputer can change fromthe
user feed-

10 The Inspection server computer can store the received da-
ta for evaluation purposes or for data-mining purposes.
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 in-
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



back data acquisition node into the wait node. The client term nal conputer
deens that the user does not wish to an input if no user input is received
wi t hin t wopnedeteenm ned wait time. Changing into the wact/ipmdeoiden 20
prevents other users, who are not theddpresent actual user, from providing
user input. In this manner, data integrity of the user input is preserved.
In the user feedback data acquisition node, upon receiv- 25 ing a first
user input into the tactile input device, the client term nal conputer can
provi de a pre-determ ned second set of user feedback nessages on the

di spl ay device. The second set of user feedback nessages can be sel ected
according to the first user input. Upon receiving |later a 30 second user
input into the tactile inpgt device, the cli- ent termnal conputer can
change i nt o TPHERAFT S TBUEC D [BB225YPCERITB20T 17 054044°%7 The
structure prravadesntmmidievel osierr seteilees feedbhackat i eldalkows for a
detail ed service feedback. The application also provides a user feedback
acquisition 5 system The system conprises the above client term nal
conput er andiexsagt s OretSerRsSOorhbeimgpeelect rscaldry coopmeet echawtchd a tri gger

port of the glignt L srmnalcomul er,, Yhen, Lhe mpLion, sensge detects a
t ient term na

user, thé notion sensor actuates thé trirgger por of "'t He ¢
conput er to d0Mseferwa .a2sér veserdesettbaeked rommuhécatsiem mPhdelappl i cati on

al so provi dec%nablé?gé?g cedbgek, aGgp %iegkgg%éyo%t e, The aSBéslgqg%CO”p” ses the

above client term nal conputer and a purchase item bar co scanner being
el ec- 15 triahl gatomredesd awth & treggefP pdritteof ramefeql iPentot er m nal
conputer. Wien,the bar code scanner scans a purchase item it also actuates
the trigger port of the client term nal conputer to receive a service

f eedback Of rom t he user.

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 ISO 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



20 The application also provides a user feedback acquisition system The
system conpri ses the above client term nal conputer and a purchase item
recei pt pwormbevo4bezng el ectrically connected with a tri ggenBpot/v54044 t he
client 25 term nal conputer. Wien theSprinter prints a receipt of a
purchase, it also actuates the trigger port of the client term nal conputer
to receive a service feedback fromthe user. 30 The application al so

provi des a user feedback acquisition system The system conprises the above
client term nal conmputer and a POS (point-of-sale) being connected
electrically with a point-of-sale (POS) term nal device. The WO

2012/ 042422PCT/ 1B2011/ 054044 38 POS term nal device actuates the client
term nal conputer to receive a service feedback froma user. The

appl | cat i on BPGFdes ar 8t hBa T oser 11 HeF @ Fadf | <o ey rifagement

servi ce. The ingt hetweanphesesiantstiepmahal heorfraekeli dyd nrRagespat- servi ce
provi di ng a user f eedback dgta atrci%ui sition seréi ce, an al ert service, and a
site i nspecti'GA §8FVTce " Ref er g "t 8 T he isEr CFR2ediFAck Sdat a acqui siti on
service, it wedprises @ sbkep ofhear.clThent terarynahiconputrestprovi ding a

pre- det e ned, get of user feedhack messages,on, g di splay device. These

f eedback "'nessages relates to service feedback Or to Service comments for
sel ecting bycamibuseriorn dtiek, isuportabédehad nyr acgsered nput ovhara tactil e

| nput devi ce, gft he, g1l ant ! 6L Dal.conpul ol el ghing,d a1t bg, feedack
messages, the client term Ral conputer |ssues a pre-determ ned user

f eedback neggag@n@b amdutspeetd orhe Inspection server computer to

function until the communication link i1is restored.

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



server conmputer. The issued user feedback nmessage is selected or is
generated according to the user input. The Inspection server conputer |ater
recei ves wheotvEne2 25 mtted pre-determ ned user feedbach/rEaseyesd romthe
client term nal conmputer over a serve¥% wrel ess comruni cati on nodul e. The

| nspection server conputer then checks the user feedback nessage whether it
i ndicates a user alert. The nanagenent service changes to provide the 30
alert service, if the Inspection server conputer identifies that the user

f eedback nessage indicates a user alert. WD 2012/042422PCT/ 1B2011/ 054044
39 Referring to the alert service, it conprises a step of the Inspection
server conputer issuing an al ert nessage over a server W reless phone
nodul e to a wirel ess nD % uting devjce. aI rt nessage serves to
instruct a 5 sUuperViSor 9%8 BF%C S 5 hE 9% WP f% &' *&Bhput er that has
i ssued the u&ﬁhlﬁeedhﬁ@ht%ﬁSﬁﬂgﬁﬂkmhBChré%ﬂhtenmahéﬁ $de afseseal ert. The
managenent ég g_ce t hen changes to %g¥|de t he |n§9ect|on service. 10 Since

a conput er WHSE 5t OF he' USEPPt 8 dback Smesdagt et h&alert nessage

can be seledted.mESgeneratedle@ubdmylsentommﬁnu$uﬁokI@he'Hue% to turn all ows

for a qU|ck Jesponse to an l%?FVICG fallurq: 13, Rgfeﬁxﬂgglto t he i nspection

servi ce, i t conpris a'step o gf%esFﬁs ST oR Ser Ver conp ut er sel ecting
one |nspectunn:davacéASﬂmﬁc@nemtsgﬂmohaﬂnspﬂatﬁmnldamasku@ts and i ssuing

the sel ected,J.nspectd qn.data. ki st uer.a. comunhealionmodyle. Lo the mobile

conmputing d i nspection “1i'st can be sel ecte according to
the us- er unpumn@¢atUNDmhéplﬁsankltThéamm@pectbohh@aﬁailmsﬂeserves to

[ nstruct thesupetyi 500 Phocesd e goparticubarlagatiaaqand to perform
site inspection accor |ng shown in the |nspect|on ata list. 25
10 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 input into the tactile input device, the

15 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 input is received within the pre-
determined wait time. Changing into the wait mode then

20 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-
25 ing a first user input into the tactile input device, the
client terminal computer can provide a pre-determined se-
cond set of user feedback messages on the display device.
The second set of user feedback messages can be selected
according to the first user input. Upon receiving later a
30 second user input into the tactile input device, the cli-

ent terminal computer can change into the wait mode.



Upon arriving at the location, the nobile conputing device reads in a
pre-determ ned | ocation informati on data that corresponds to the inspection
data | i stwOTBhi2g4eeadi ng of the | ocation infornmation datCaaB®it/o5404udi cat e
or 30 to confirmthat the supervisor 37s present at the said |ocation. WO
2012/ 042422PCT/ 1B2011/ 054044 40 The nobil e conputing device | ater receives
data of site inspection, which is perforned by the supervisor according to
the inspection data list. The supervisor also of-often corrects or fixes
any service failure detected the 5site inspection. The nobile conputing
device then issues a site data nmessage containing the received | ocation
information data and the received site inspection data to the Inspection 10
server conpu%%r. The site datg message serves as a,regg;t of the site

i nspecti on. e SFhEpEttS &1 °¢e %%r”%bgﬁﬁ? rUH EPMAFTE rECEPFES” t he

transm tted8iikte datavdaressageddtatl cgoptarns tfhhedbacat i on i nformati on data
and the site inspection data. 15 The inspection service can serve to
initiate a site inspection of a particular location in which a user

i ndi cat es t hine epalioatihas adssermivdeletan | wseer f26dFhek nanagerentn servi ce

then changes to proyide the user feedback data acquisition service. In a
system. 1he %¥stem co%PrLses e ove client terminal.
general sensé€, tThé i1nspection service can be iniftiated according a

pre-det er m nedipuhspertd enmethedanswhi bei @b crecitmiedl &t ecungentd i nspecti on
servi ce can 190,014 9agked Q%Otﬁht@leﬁggﬁé SENLEE- I JUPTREY, , t he met hod

allows for a service ter the service is provided to a
user. |t al sde30ocaidoveersor defasts geneenat idre gbtamn adsersori actire event of a

service fa]léH@%'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 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



WO 2012/ 042422PCT/ 1B2011/ 054044 41 The alert service can conprise the
nobi | e conputing de- vice reading in a |ocation information data at the
client tewoizaelosepaputer that has issued the user feedbach/IrEasefe44 which
indicates a user alert. The nobile co¥puting 5 device later issues a site
data nessage containing the location information data to the Inspection
server conputer. After this, the Inspection server conputer receives the
site data nessage containing the |location information data. 10 This step
allows the location information data to be obtained fromthe client

term nal conmputer, which already exists while w thout requiring additional
infrastructure. 15 Alternatively, the alert service can also conprise a
step of the client termpal conputer receiving phone identity data relating
Lo the mobi € cEBBTTHg &Y FEe T HEt “Rabht sueived ‘e 1 o P HiESage. The
phone i dentitoy rdat avact scasioobfdeibcerpatima deeirce i dentity data. The
client term- 20 nal conputer afterward issues a data nessage contai ning
t he phone identity data to the Inspection server conputer. Later, the

| nspecti on skrvepptorgutoer preceiaes tnhehdat@mnressageicont denihg t he phone

identity data. 22.This act enabl es,the | nspection server gopputer to
identify the o |Pegconput|ng device fromt he Eﬁone identPty data, which is

included in the genélatie ehegsintet reeporite dherildispestuosr gepveaciconput er
often st Oresdattﬁeaég&eéivt%%n?’ge%%@e,f ar EYQw}%‘astérQ/][‘iCQWag%%s sQfdata-mni ng

pur poses. The T nspection server conputer also often forwards the stored
recei ved datiaspecaieepmrtviing, server conputer for further data-m ning

pur poses. WD 2012/ 042422PCT/ 1B2011/ 054044 42 The user feedback data
acqui sition service can conprise a step of the client term nal conputer
st ori ng the Forfedet ey ninddeuserr femdback drlssagaviFheldmspegtiron server 5

conput er re%%i%%%p%b&aﬁ%ﬁ%@@ﬁ35Fﬂﬁ%ﬂi%ﬁ@ftéﬁﬁ@@ﬁcKoﬂﬁ§§§9?1359@1the_C'ient
term nal conputer when a communication |ink between the client termna

conmput er and-Tohé PRIPESTEANSEr T cdoHpaT efeq®agkt aptiswedon 2

display device. These feedback messages relates to ser-
vice feedback 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.



10 When the comruni cation |ink between the client term nal conputer and the
| nspection server conputer is disrupted, the client term nal sores the user
f eedback wessega2end sends the user feedback nessage toPCi@Bims/pi044 on
server conputer when the conmunicatio® link is resolved. 15 The application
provi des a nmethod for operating a client termnal conputer of a facility
managenent service. The nethod conprises a step of the client term nal
conput er providing a user feedback data acquisition service and a 20 wait
service Referring to the wait service, it conprises the client term na
conputer waiting for a trigger signal at a trigger port of the client

term nal conputer. Upon reception 25 of the trigger signal, the client
termnal co ter change rovi de .t he user feedback data cqui sition
Service. RelBFFERYST ot RESUSLET] ERETIAER” bt £ABGUFST 17 ot SBaPei ce, 30 it
conpri ses thﬂmﬁEhepécﬁﬁﬂﬂﬂsﬁ&beﬁOﬁﬁ@hﬁérpIQMhd@ﬂgnaapiﬁ:dekea@tned set of

user feedback nessqges on.a sg devi e The feedpﬁck me s ges relate to
uy

service comtEiitst hat' Hr & prov 8rm Ser-t 8 Yefects®

2012/042422REW@&BQ@@&&QEA@44TH§eiﬂnﬁrmeasmsememnputt¢ehatmngtt@ t he

feedbacksnessa e |s rOV|ded %Ctl ngpt device of .the client
oC ent rm h co%ajter

{
term nal conpéier e Cchirent® ernlnal uter the es out a b
pre-det er m nédtuses i%@d%hcken®ssageedbe¢kaMﬁhﬁeﬁt wWii@ esgdieomruni cation

modul e to an t%%p’égé'@&e SGRVEL . CH{QD%‘EE%?%H:C %%?vgﬁé erfuned. Hser feedback

nmessage i s se ecte 1S enerated acc to the recelved user
to provide the 1nspectlon 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 failure.

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 inspection 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 inspection 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.



input. The client term nal conputer afterward changes to 10 provide the
wait service. This step allows collection of service feedback to be done

i mredi at evQ 2aftm@e422he service is provided. In an event @eCTaBrMmi/em0d4il ure,
the fast service feedback al- 15 | owsta qui ck response to the service
failure. O her neans of generating the trigger signal are possible. In one
i npl ementation, a scanning of a purchase item generates the trigger signal.
In anot her inplenentation, a 20 printing of a sale receipt generates the
trigger signal. After lapsing a pre-determned wait tinme wthout receiv-
ing a user input into the tactile input device, the user feedback data
acquisition service can conprise a step of 25 the client term nal conputer
changing to provide the wait servi.ce. The user feed ackﬁ&ata acqui sition
service cl osé§ BPPttaselPaftBY tHhe FaplEof THé V&I 219 ¢ WhER no user i n-
30 put is recepeediodhehdlchent perfrirnal oot enpdeetsort hatothe user does
not wish to pro idehany ser%lce qu?ac? wﬂﬁn no user i nput i§_received
within the vadi%t 0 S 1TEETCHE T HE [Wser >t eedbadkRPAAY B° He qui®Si £1on servi ce
active WO 200k2h042422PCToh1B2044d 054044 rdicafftaeiutbedaaidtetli niee may al | ow

other users,_.rather than the actual user, from providing service feedback
Si1té Inspection.

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 inspection service can serve to initiate a site in-
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.



Upon receiving a first user input into the tactile input 5 device, the user
f eedback data acquisition service can also conprise a step of the client

t ermi nal worepieteae42pr ovi di ng a pre-determ ned second set Pofi/iBaat/0346€dback
nmessages on the display device. The s”dcond set of user feedback nessages
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
term nal conputer changes to provide the wait service. This step provides a
two | evel service feedback, which is 15 able to provide a detail ed service
f eedback. Although a two | evel feedback is described here, three or nore

| evel s of service feedback are al so possible. The enbodi nents can al so be
described with the following 20 lists of features or elenents being

organi zed i Nt PLehk. SSie CPeSpectité *Eonbi ndla ons oF™'Eat’dr 85, which are

di scl osed i nritcherebemd iist 2 aseatriegat dedrms: iondepeadenttheubj eett mat t er,
respectivelytf t hat . can akso Pﬁ cqpbined métQ}other Eea ur es of the

appl i cati on. 28I & SYEMFEr MU pptit iTRGUFaciG 788 henagerefitSservices, the
syst em conprdagiengwhath lieastaoae <lusent alertn Mmalke cobpld eromponpng Si Ng a

di spl ay %evhﬁgﬁcat | east. aone cor .%ggggggﬁagﬁg%gégn Qhﬂgyttggvice, and a

. . & later i1issues {f
client wirel€ss conmuni cati on nodu I on server conputer

conprisi ng acsertven imifeimessorotmanitoat henimapdultéof osem@mmunneati ng with
WO 2012/042%%%%§T/%§&9;%%9§406%2%%spection 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 identity
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.



the at |l east one client term nal conputer, further conprising a server

W rel ess phone nodule for comrunicating with at | east one nobile conputing
devi ce, aw02bwraskee conprising a pre-determ ned set of PoT/IBEPEIMeN dat a
lists, and at |east one nobile conpwi ng device, wherein the system
provi des a user feedback data acquisition node, an alert node, and a site

i nspection node, wherein 10in the user feedback data acquisition node, the
client term nal conputer provides a pre-determ ned set of user feedback
nmessages on the display device, and upon receiving a user input into the
tactile input device, the client term nal conputer 15issuing a
pre-determ ned user feedback nessage over the client wirel ess conmunication
nodul e, the Inspection server conputer receives the predeterm ned user

f eedback nessage fromthe at |east one client term nal conputer over the
server MﬁrekBﬁSuBGEOﬂﬁumhﬁatH@ﬂaﬁﬂﬂmﬂ@iﬂﬂlehﬁ®kSet@ﬁluﬁﬁ@rﬁeedback nmessage
whet her it di cates a ser a%ert %hereln t he s¥sten1enters into the alert

node, if the FRspection s6PV et domsut F T et ifes"f hat® £h& user feedback

nmessage |ndm&a@eelaewsemraﬁeeﬁba@%mmsbheeak@miIneﬂectmhememnerthe

Inspecti§n server coqputer |§§ues a%_%lert ssad r the server wreless
CO, Uter celves erermi e use fe mes

phone nodul e for |ns¥ruct|n §ﬂperV|sor procee e at | east one

client termsmalk éowpdﬂ&rCﬂhanthasmuesmedommexﬂewhaﬁsmect|ve user feedback

ressate L B PELE e OBl ghds 9RO HET AP goeE on o

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 walt 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.



the Inspection server conputer selects one inspection data list fromthe
set of inspection data |lists and issues the inspection data |ist over the
server wweler4pizone nodul e, 5- the nobile conputing deciraB2messis4d n
pre-determ ned | ocation infornmation dBta that corresponds to the inspection
data list, the nobile conputing device receives site inspection data, 10-
the nobil e conputing device issues a site data nes- sage containing the

| ocation information data and the site inspection data to the Inspection
server conputer, and the Inspection server conputer receives the site
15dat a nessage containing the location information data and the site

i nspection data. 2.System according to item 1, wherein in the alert node,
20- the nobile conmputing device reads in a location infornmation data at the
| east one client term nal conmputer that has issued the respective user

f eedback nessage,thatisdmdinpat eselaatiser tal €id ,fectihechuobidsageomput i ng devi ce

issues a site data.25nessage. cont ai ni t he | tion informati on data, the
298 S5 Eh Loy

| nspecti on S8rVarH2orput %i%%%“iﬁgvé??éD a hessage “¢Ontai ni ng the

| ocati on i nfempateon Tat ali80t 3Syshen acgortdirnghto igemsloot atem 2,
wherein i.n the %jgrt nn%@ WO 2Q&gl942422PCT/182011/054Q44.47
5 'pré-determined user teedback meSsSage over a -client wire-
less communication module 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



the at |l east one client term nal conputer receives phone identity data
relating to the nobile conputing device that has received the alert
nmessage, WO 2012/042422 the at | east one client term nal coRpWiBIO11/83I06S a
5dat a nmessage containing the phone idgntity data, and the Inspection
server conputer receives the data nessage containing the phone identity
data. 4. System according to one of the aforenentioned itens, 1Owherein the
nobi | e conputi ng devi ce provides audio communi - cation capabilities with
ot her nobile conputing devices. 15 5. System according to one of the

af orenentioned itens, wherein the Inspection server conputer stores the
recei ved data for eval uation purposes. 20 6. System according to item5,
wherein the Inspection server conputer forwards the stored received data to
a reportingE§£F6th%dﬁﬁﬁt§ﬁme7ma 8t ALOT iS5t of OriE of "Ehe

af orenent i one@d kbteas] awhereon gheimabyl e cdrpureagodsyi ce conpri ses a
text data input device. 8. Systemaccording to one of the aforenentioned
itens, 30wherein the nobile conputing device and the server wrel ess phone
nodul e each WwonpresesviamMBARL commmasircatpon imodulkee tactile input

5 device, the user feedback data acquisition service can
also comprise a step of the client 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 item 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



WO 2012/ 042422PCT/ 1B2011/ 054044 48 9. System according to one of the

af orenentioned itens, wherein the nobil e conputing device and the

server wwelern43phone nodul e each conprises a GSM commieairaptoions4pid- ul e.

10. System according to one of the af®renentioned itens, wherein 10t he

alert nessage is sent in an SM5 format. 11. System according to one of the

af orenentioned itenms, wherein the client w reless communication nodul e and

the 15server wirel ess comruni cati on nodul e each conprises a W.AN

comuni cation nodule. 12. System according to one of the aforenentioned

items, wherein 20the client wrel ess communi cati on nodul e and the server

W rel ess comuni cati on nodul e each conprises a GSM comuni cati on nodul e.

13. System accol%gi(?ngBto one of the aforenmentjoned itens, 25wherein nessages
t

bet ween the Ins n v 8PS conpiter *aRE T he FP F8hst W@l i ent termi nal
conputer are traospiisedy iansanvaMsiifrenpat. pidthel dodbyst £1m aceer ding to one
of the afOrenen%hggggth&fqgthmggrfggét one mobile computing device,
and further comprising a pre-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 input 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 inspection data |list conprises blank data fields for receiving the site
i nspection data, wherein the WD 2012/042422PCT/ 1B2011/ 054044 49 site data
nmessage cwopniz@s4zhe i nspection data |list and the sitePCmgpaat/Hindddat a.
15. System according to one of the af#®renentioned itens, 5wherein the
nobi | e conputing device conprises a canera being configured as a Bar code
reader. 16System according to one of the aforenentioned itens, 10wherein
the client termnal conputer further conprising client nmenory unit for
storing client data, the client data is provided for transmtting to the
| nspection server conputer and 15the Inspection server conputer further
conprising client nenory unit for storing server data, the server data is
provided for transmitting to the client termnal conputer. 20 17. Cient
t er mi nal conputérta%t?Piééit§8Pa§eﬁ%V1ESmEHEFﬁMﬁq%eSFSI%%%fjﬁﬁ8céorresponding
tactile input devbeedatsd Misthfaoe!itentsew 6 el especonuniaat ilaatsodul e for
communi cation to g further conputer .device ﬁ$q:mjth ghtri er port for

r e

recei ving a tri gger 187 §nal i Fr om & Iarir thet 1% TiT

ectroni ¢ ciTCurt, the client

term nal conmput errtuesherhgpreomociilyg a user feedback data acqui sition node

and a wai.t node,_ tﬂherqg. in the wait, node, th client_éq;ninal conputer is
. . . e moplile com]tDu‘%Jhneg device’'r S l{l pre e ermln?d

wai ting for a trigger Signal a trigger port, “upon réception of a

trigger signal, lchahgimg nfotroat hen uber feedbackedabadacquitsiet ion node,

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,



wherein in the user feedback data acquisition node, the client term nal
conputer provides a pre- WD 2012/042422PCT/ 1B2011/ 054044 50 determ ned set
of user fwodbmald24z2ssages on the display device, and up®@aTnBai/ig a user
input into the tactile input device, 47he client term nal conmputer issues a
pre-determ ned user feedback nessage 5over the client wreless
communi cati on nodul e, and changing into the wait node. 18C ient term nal
conput er according to item 17, wherein 10in the user feedback data
acqui sition node, after lapsing a pre-determ ned wait tine w thout
receiving a user input into the tactile input device, the client term nal
conputer changing into the wait node. 15 19Cient term nal conputer
according to item 18, wherein in the user feedhack data acquisition node,
upon receiving a fIrst®uséfSnptt S8t ner HAct Fe™Phpt rﬁg\%‘é%? the client
term nal conput ephpi®@vidiesiaypdeca 2@det endqitedhsegond selomphit lsger feedback
nmessages on the gi S Iaythd%v'hce, and ugog recei in%%a second user input into
the tactile i nputdevt cétchangiig i'to the Waitt "nbeR?©/25 20. User feedback
acqui sition systenticomyr ilskhg o cllient terminadl cooppuirerisacesradi ng to one
of items 17 to 1 and not.i on, sensor bei.ng el ectrically connected
With a trigger parE o TRECcr TR vt Rel i ters: 3p dacas wnd

- the Inspection server computer receives the data

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.



21. User feedback acquisition systemconprising a client term nal conputer
according to one of itens 17 to 19, and WD 2012/042422PCT/1B2011/ 054044 51
a bar codwozemymes22bei ng el ectrically connected with a PCcrggenypimwis of the
client termnal conputer. 22. User feBdback acquisition system conprising
5- a client termnal conputer according to one of itens 17 to 19, and a
recei pt printer being electrically connected with a trigger port of the
client term nal conputer. 10 23. User feedback acquisition system
conprising a client term nal conputer according to one of itenms 17 to 19

and a point-of-sale (POS) being electrically connected with a
point-of-sale (POS) term nal device. 15 24. Method for operating a
managenent service, the nethod conprising t he managenent service

provi ding a user feedback data acquisition service, an alert service, and a
20si t e i nspexti onyseswizep rahes eid cnbeocsete fagedback: dateal acgus Sition
service conprisesh a client termnal conmputer providing a pre-determ ned
set of user feedBatk®Hessages, upon receiving 25a user input, the client
term nal conput eché ssuesSeacomputing 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



pre-determ ned user feedback nessage, and an Inspection server conputer
recei ving the predeterm ned user feedback nessage fromthe client term nal
conput er wodoiaekeng t he user feedback 30 nmessage whePhenBiail/diddiscat es a
user alert, wherein the managenent se®vi ce changes to provide the alert
service, if the Inspection server conputer identi- WO
2012/ 042422PCT/ 1B2011/ 054044 52 fies that the user feedback nessage
indicates a user alert, wherein the alert service conprises the Inspection
server conmputer issuing an alert 5 nessage to a nobile conputing device
for instructing a supervisor to proceed to the client term nal conputer
that has issued the user feedback nessage that indicates the user alert and
wherein the inspection service conprises 1Q0- the Inspectjon server conputer
sel ecting one | S pettifof aatE I1CEF Fom & 5er B T HebEEtron tat a |1 sts
and issuing the knspectisaredabspddtstont 6atde nobil e conmputing device for
instructing a supervisor, the nobil e conputing device reading in a
pre- 15determ ned |ocation information data that corre- sponds to the
i nspection dat.a Bystem ddvernbhy |t corpufitige deviregeneteied ngess t e
inspecti%n data,whéhgnpnbile conputing device issuing a site data 20nessage
containing the | 6cation information data and

the mobile computing device comprises a camera being

configured as a Bar code reader.

16. System according to one of the aforementioned items,

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

15 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
a trigger port for receiving a trigger signal from a

25 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

30 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-



the site inspection data to the Inspection server conputer, and t he
| nspection server conputer receiving the site data nessage containing the
| ocat i on woforzmae42on da- 25ta and the site inspection daCtaaBaB1/oMeishod
according to item 24, wherein the al it service further conprises the
nmobi | e conputing device reading in a location 30information data at the
client termnal conputer that has issued the user feedback nessage that
indicates a user alert, WD 2012/042422PCT/1B2011/ 054044 53 the nobile
conputing device issuing a site data nessage containing the |ocation

i nformati on data, and the I nspection server conputer receiving the
site Sdata nessage containing the location information da- ta. 26. Method
according to item24 or item 25, wher the alert service f rther
Conr L Sos 10- 1t NBEBTTREC SP: phl Eaptr S e JEPUFHE (HbAG™ e Tty data
relating to the pmbylceexﬁ@@uan@g;pdﬁvméeeixhatg Iaasséecmpxﬁd mhe aI ert

ressage, | the ol Lent, Lenrinal, GOTRULEL Tosuid 2. dpla,/imgoagg. contai ni ng

puter issues a pre-determined user feedback message
5 over the client wireless communication module, and

changing into the wait mode.

18. Client terminal computer according to item 17,
wherein
10 in the user feedback data acquisition mode, after

lapsing a pre-determined wait time without receiving
a user input into the tactile input device, the cli-

ent terminal computer changing into the wait mode.

15 19. Client terminal computer according to item 18§,
wherein
in the user feedback data acgquisition mode, upon re-
ceiving a first user input into the tactile input
device, the client terminal computer provides a pre-

20 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.

25 20. 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.

30

21. User feedback acquisition system comprising

- a client terminal computer according to one of

items 17 to 19, and



15- the Inspection server conputer receiving the data nmessage contai ni ng
the phone identity data. 27. Method according to one of itens 24 to 26
further cwoppi2ei4pg220t he | nspection server conputer stoPCmgBiheossecei ved
data. 28. Method according to item 2A1further conprising the Inspection
server conputer forwarding the stored 25received data to a reporting server
conputer. 29. Method according to one of itens 24 to 28, wherein the user

f eedback data acquisition service further conprises 30- the client term nal
conputer storing the pre- determ ned user feedback nmessage and the

| nspection server conputer receiving the predeterm ned user feedback
nmessage fromthe client WD 2012/042422PCT/ 1B2011/ 054044 54 term na
conmput er when a co ni cation |ink etmee the client term nal conputer and
The’ I nepect ton sergarontiit BF T e CERR: SO 165507 MITHEG Ror operati ng a
client term nal conpu eriggbhe petthed ebapelisnmgttheicdl entptiesn nal

conputer providing a user feedback data acquisition service and a wait
service, wherein the wait service conprises 10- the client term nal

conput er waidd.nguber feddoeggescquisition system comprising

5 - 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.

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 meth-

od comprising
- the management service providing a user feedback
data acgquisition service, an alert service, and a

20 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

25 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

30 message whether it indicates a user alert, wherein
the management service changes to provide the alert

service, if the Inspection server computer identi-



signal, upon reception of a trigger signal, the client term nal conputer
changes to provide the user feedback data acquisition service,

wher ei n twe 20edn2f22edback data acqui sition service 15compmiIBEE1/6540de cl i ent
term nal conputer providing a predete2n ned set of user feedback nessages
on a display device, and upon receiving a user input, the client term nal
conputer issues out a pre-determ ned 20user feedback nessage, and the
client termnal 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 25purchase item 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 3Q.33. Method accordi to one of itepns 30 to 32, wherein
the user feedback’dai A Hcqlrsiiton Saror d T ureher Comir s s ™ oo

2012/ 042422PCT/ 1B28441/ 054044 55 after lapsing a pre-determned wait tinme

W t hout receivin%ha user 'ngg%itthe client term nal conmputer changes to
5 :

i
provi de the wait "8etvittd e NEtHGd"act8rdi®ig to one of itenms 30 to 33,

wherei n the user -f eedbackedat an acquiesi tooputser Viseeifiwrdrheneconpri ses, upon

receivin% a first user input, the cliené.tenylﬂ nal conputer provides a
. message toa.mohile Tomputill evice Tor 1nstrict
pre-determ ned second set of user feedback nmessages on the d?%play
devi ce, and uponar eceiniingratsevoncedser thputliehhetefnient tent nal

conput er ChanginguEQrgﬂQMjggstig%ﬁgﬁ Ehgeﬁ¥59%éedback 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 instructing 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 inspection 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,



Al t hough the above description contains nmuch specificity, 15 this should
not be construed as limting the scope of the enbodi nents but nerely
provi di ngwol2biestse42i on of the foreseeabl e enbodi nents. Pha/1abovessstdat ed
aspects of the enbodi ments shoul d not33be construed especially as limting
the scope of the enbodi ments but nerely to explain 20 possi bl e achi evenents
if the described enbodi nents are put into practice. Thus, the scope of the
enbodi ments should be determ ned by the clainms and their equival ents,
rat her than by the exanples given. WD 2012/042422PCT/1B2011/ 054044 56
Ref erence Nunber 10feedback managenent system 12i nspection server
513front-end client conputer 15touch screen 17antenna 18RFID card reader
19conmuni cati on nndgle %9 03G noden12%connunication nodul e

- the mobille 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 identity 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 items 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



22ant enna 23conmmuni cati on nodul e 24smart phone 1525canera 28conput er
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30.

31.

32.

33.

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 wait service,
wherein the wait service comprises

- 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
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
user feedback message, and the client terminal com-

puter changes to provide the wait service.

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

purchase item.

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

sale receipt of a purchase item.

Method according to one of items 30 to 32, wherein
the user feedback data acquisition service further

comprises,

i con

35'
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after lapsing a pre-determined wait time without re-
ceiving a user input, the client terminal computer

changes to provide the wait service.

5 34. Method according to one of items 30 to 33, 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

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.



1588i nt egrat ed feedback managenment system 89i ntegrated feedback managenent
system 90server nenory nodul e 92conputer nenory nodule WO

2012/ 042420RCD/uB2011/ 054044 58 Clains 1. System for suppdnBimgodsaei |ities
managenent services, the system conpriési ng 5at | east one client term nal
conputer conpris- ing a display device, at |east one corresponding tactile
i nput device, and a client w rel ess comruni cati on nodul e, an Inspection
server computer conprising a 10server wrel ess conmuni cati on nodul e for
conmmuni - cating with the at | east one client term nal computer, further
conprising a server wreless phone nodule for comrunicating with at | east
one nobile conputing device, and further conprising a pre- 15determ ned set
of inspection data lists, and at | east one nobile conputing device, wherein
the system provi des a user feedback data acquisition node, an al ert node,
and a site imspeehtomumee, such that 20in the user feedback data

acqui sition node

10 feedback management system
12 inspection server

5 13 front-end client computer
15 touch screen
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 client term nal conputer provides a pre- determ ned set of user

f eedback nessages on the display device, and upon receiving a user input

i nto the waabidm242aput device, the client ter- 25m nal ®OFABL81/034881I Ng a
pre-determ ned user feedback nessage ¥ver the client wrel ess conmuni cation
nodul e, -the Inspection server conputer receives the pre-determ ned user

f eedback nessage fromthe 30at | east one client termnal conputer over the
server wreless comuni cation nodul e and checks the user feedback nessage
whether it indicates a user alert, wherein the systementers into WD

2012/ 042422PCT/ 1B2011/ 054044 59 the alert node, if the Inspection server
conputer identifies that the user feedback nessage indicates a user alert,
in the alert nod 5-%he | nspection server conputer issues an alert nessage
over the server (\%ﬁrel esegbﬁﬁgn@a%meéltf O¥ it ructing a supervisor to
proceed to the abol easticomecehpetdr t erm nal conputer that has issued the
respective user 1;5 edba];:.k nmessage 10that indicates a user alert, and in the
i nspecti on node, and &I A¥PEttTon server conputer sel ects one inspection
data list fromthe setFIof rengpection data |lists and issues the inspection
data |ist; 150ver ;the server,.wirel ess phone nodule, the nobile conputing

device reads in pre- de aetremdrl]%%r?nbcati on information data that

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



corresponds to the inspection data |ist, t he nmobil e conputing
device receives site in- 20spection data, the nobile conputing device
i ssues a WoReldate2nmessage containing the |ocation inforPcaiiBon/oxa and t he
site inspection data to the Inspecti 0% server conputer, and 25-the
| nspection server conputer receives the site data nessage containing the
| ocation informati on data and the site inspection data. 2. System accordi ng
to claim1, wherein 30in the alert node, -the nobile conputing device reads
in alocation information data at the | east one client term nal conputer
t hat has issued the respective WD 2012/042422PCT/ 1B2011/ 054044 60 user
f eedback nessage that indicates a user alert, the nobile conputing device
i ssues a si%: qata nmessage containing the location information da5ta, and
t he I nspecti g&rver conputer receives the site data nmessage containing
the location information data. 10 3. System according to claim1, wherein in
the alert npge’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 input 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 input
into the tactile input 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



the at | east one client term nal conputer re- ceives phone identity data

relating to the nobi | e conputing device that has received
t he 15al ewD 2029822, the at |east one client term nal ®OFgB2G1/034881UES a
data nessage contai ning the phone ideWtity data, and t he

| nspection server conputer receives the da20ta nmessage contai ning the phone
identity data. 4. System according to claim1, wherein the nobile conputing
devi ce provi des audi o communi - cation capabilities with other
nobi | e conputing 25devi ces. 5. System according to claim1, wherein the

| nspection server conmputer stores the received data for eval uation
purposes. 30 6. System according to claim5, wherein the Inspection server
conmput er forwards the stoged receiveg ata to are orting server conputer

WD 2012/ 042422PCT/ 1B2CF1F08Ab4AX 61 71 Syt BIPECELP Ui T €6 EP%im 1, wherein
t he nobi | e conputi ng devirc edeomirieseshat ttd udat aféapidckdews €sge 8. Syst em
according to Clain]lﬁjll%ggég a user alert,

in the alert mode,

5 - the Inspection server computer issues an alert
message over the server wireless phone module
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 in-
spection data list from the set of inspection
data lists and issues the inspection data list

15 over the server wireless phone module,

- the mobile computing device reads in 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 inspection 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



t he nobil e conputing device and the server wirel ess phone nodul e each
conprises a WLAN communi cati on nodul e. 9. System according to claiml1,
wher ei n twe 2nii4be2conput i ng devi ce and the server wi relPesdBphonaosmodul e
each conprises a GSM conmuni cation nmodul e. 15 10. System according to claim
1, wherein the alert nmessage is sent in an SVM5 format. 11. System according
to claim1, wherein 20the client w reless communi cati on nodul e and the
server w reless conmuni cati on nodul e each conprises a WLAN comuni cati on
nodul e. 12. System according to claim1l1l, wherein 25the client wreless
communi cation nodul e and the server w reless comuni cation nodul e each
conpri ses a GSM comruni cation nodule. 13. System according to claim1l,
wherei n 30nmessages bet wee tkﬂg1 I.nspection _server, conputer and the at | east
one client term nal cuc)sr‘?ﬁu?%?d € FPERSHT 18T rAtan’ forht. WO
2012/ 042422PCT/ 1B201110654044 62 14. System according to claim11, wherein
the inspection data Ii st Cﬁl ri ses blank. data fields for.t%ﬁgei ving the site
e

. ! c n ) . ; :
i nspection data, wheréin™Re si TETdat 3 nessage e ohpT i%ed @thspecti on
data |ist 5and the sirMessapspeectitizomidgt @he location information da-
5 ta, and
- the Inspection server computer receives the

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.



15. System according to claim11, wherein the nobile conputing device
conprises a canera being configured as a Bar code reader. 10 16System
accordi ngvoaodmp4zel, wherein the client term nal conpuPer/IBami/hin4d
conprising client menmory unit for stoiling client data, the client data is
provided for transmtting to the Inspection 15server conputer and the
| nspection server conputer further conprising client nmenory unit for
storing server data, the server data is provided for transmtting to the
client termnal conputer. 20 17. Cient termnal conputer with a display
device and wth at | east one corresponding tactile input device and with a
client wireless comuni cati on nodul e for communication to a further
conput er device, and with 25a trigger port for receiving a trigger signal
froma further electronic circuit, the client term nal conputer further
provi di ng a user s{eedbackodat ag acquilaihi on wedeiand a mait node, wherein in
the wait node, Q t he cl.ient termn%8 conputer .i s wai r a trigger

p

signal at the triggef®port CoUBOH 1% %F%ﬁxgprlsF?lggé?i dﬁ changi ng
into the user feedpackieddtca.acqui sition node, WO

2012/042%22PCT/182011/054044 63
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.



wherein in the user feedback data acquisition node, -the client
s a pre- determ ned set of user feedback nessages on the
di spl ay dw0i20e/04242d upon receiving a user input 5into tReTHBRZKI/HRHO4NpUL
device, the client ter- mnal conputei2 issues a pre-determ ned user

f eedback nessage over the client wreless comruni cati on nodul e,
changing into the wait node. 10 18Client term nal conputer accor
claim17, wherein in the user feedback data acquisition node, af
a pre-determned wait tinme without re- 15 ceiving a user input
tactile input device, the client term nal conputer changing into the wait
node. 19Cient term nal conputer according to claim 18, 20wherei
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15.

16.

17.

and the site inspection data.

System according to claim 1, wherein
the mobile computing device comprises a camera being

configured as a Bar code reader.

System according to claim 1, wherein

the client terminal computer further comprising cli-
ent memory unit for storing client data, the client
data is 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 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,



a notion sensor being electrically connected with a trigger port of the
client termnal conputer. WO 2012/042422PCT/ 1B2011/054044 64 21. User

f eedback woqoizi4ei20n system conprising a client term nalPCeappui/esdosccor di ng
to claim17, and 5a bar code scanner @eing electrically connected with a
trigger port of the client termi nal conmputer. 22. User feedback acquisition
system conprising a client term nal conputer according to claim 1017, and

a receipt printer being electrically connected with a trigger port of the
client termnal conputer. 23. User feedback acquisition system conprising

15a client term nal conputer according to claim17 and a

poi nt - of -sal e (POS) being electrically connected with a point-of-sale (PGS
term nal devi ce. 24. Method for ating a mana errent service, the

ot hod compr | s niATHE TeagEReHtS S dPTEe brivrdrng. & Uedr Fedtiback data

acqui sition service, tar alleeht Stesrr\mme; adStﬁbLEteSrl peoizmegm@t ip@B-ser Vi ce,
25wherein the user fe(gdcback d qfw Siti w ce corrprl se}gl a client
terninal computer providing” p?eedetell’lrsr?neae f"UeETe8dbatk nessages,
upon receiving a userdisppat, déhiec| isendt uper I’lflem:allv1ng a user input

5 into the tactile input device, the client ter-
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 input device,
the client terminal computer changing into the wait
mode.
19. C(Client terminal computer according to claim 18,
20 wherein
in the user feedback data acgquisition 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.



30conput er issues a pre-determ ned user feedback nessage,
| nspecti on server conputer

and an
recei ving the pre-determ ned user feedback

nmessage fwormina24290 2012/ 042422PCT/ 1B2011/ 054044 65 cl ip€mtiB20a1/n34084

conput er and checking the user feedbagk nessage whether it

i ndi cates a user

alert, wherein the managenent service changes to provide the alert service,

if the Inspection 5server conputer
nessage i ndicates a user alert,

identifies that the user feed- back
wherein the alert service conprises the

| nspection server conputer issuing an alert nessage to a nobile conputing
10structing a supervisor to proceed to the client term nal

devi ce for

conputer that has issued the user feedback nessage that

in-

i ndi cates the user

alert, and wherein the inspection service conprises 15-the Inspection
server conmputer selecting one inspection data list froma set of
data |ists and i ssat nfpddracknspecidianodaspstddnstconpri fiengrobi | e conmput i ng

devi ce for

instructin %ﬁsugegvisor 20-the mobile congyti
n

i nspection

devi ce readi ng

: ng.
in a pre- deternined Todcati ?%?%F%af?%%uﬁﬁi§C€ﬁﬁ?l%%r5>Fégb%nds to the
i nspection data fistand
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22.

23.

24 .

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 claim
17, 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 claim
17 and

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

nected 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 da-

ta 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-
determined 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



the nobile conputing device receiving site inspection data, 25-the nobile
conputing device issuing a site data nmessage contai ning the |ocation

i nf or mat iwo 2det@2ead the site inspection data to the | nepEaBRONIBIQIN Er
conput er, and the Inspection servér conputer receiving the 30site data
nmessage containing the location in- formation data and the site inspection
data. 25. Method according to claim24, WO 2012/ 042422PCT/ 1B2011/ 054044 66
wherein the alert service further conprises the nobile conmputing device
reading in a location information data at the client term nal conputer that
has issued the user feedback nes- 5sage that indicates a user alert, the
nobi | e conputing device issuing a site data nessage containing the |ocation
information data, and .. the |Inspection servercgonputer receiving the

10site data nmessage cont&inifigitHe IFSEBEFOh 479 CForetd dhcd4tas 26. Met hod

according to cl ai m 24fcanivarei neddwycalviethserid ecaedf ustdera ceapri ses
alert, wherein the management service changes
to provide the alert service, if the Inspection
5 server computer identifies that the user feed-

back message indicates a 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 inspection
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,



15-the client term nal conputer receiving phone identity data relating to
the nobil e conputing device that has received the alert nessage, the
client tewoizaelosepaputer issuing a data nessage cont ai niPel/IBIIa1/pis0se
identity data, and 20-the I nspection &erver conputer receiving the data
message containing the phone identity data. 27. Method according to claim
24 further conprising the Inspection server conputer storing the received
25data. 28. Method according to claim27 further conprising the Inspection
server conmputer forwarding the stored received data to a reporting server
conputer. 30 29. Method according to claim 24, wherein the user feedback
data acquisition service further conprises WO 2012/ 042422PCT/ 1B2011/ 054044
67 the client term nal onp ter storing_the predeterm ned user feedback
message and  t he P REPEET 6N L&t v el CaRpUE & FECEPUPHY The. pr e- det or i ned
user feedback nessagecHa awbthe cdnailtient déerdd rabdconpit er 1eben a

comuni cation |ink between the cl.ient %erniqﬁﬁ conput er and Ehe | nspection
e Cd 1l
od ?g?

server conputer is establi-ShRHIETION 9362 Fjpt YopetariAg a client

term nal conputer, thsr@nethodtconpriissmed tthe ckeenfeddapiknaés-conput er

providin% a user feedback gaga.ngyisition ser{icg and a wait service,
. . s%ge that 1nditates a user alert,
wherein the wait service conprises
- 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



the client termnal conputer waiting for a 15trigger signal, upon reception

of a trigger signal, the client term nal conputer changes to provide the

user feedwackiadat42acqui sition service, wher eCi/IBia 1/051044

f eedback data acquisition service 20c@nprises the client term nal conputer

providing a predeterm ned set of user feedback nessages on a display

devi ce, and upon receiving a user input, the client term nal conputer

i ssues out a pre- 25determ ned user feedback nmessage, and the cli- ent

term nal conputer changes to provide the wait service. 31. Method according

to claim30, wherein 30the trigger signal is provided by a scanning of a

purchase item 32. Method according to claim30, wherein WO

2012/042422PCT/1@2011/054344 §8tthe tgigger signal is provided by a

printing of a sale redti gt 6Ft a PuréRase ™ em” $3° Mt hd§ &ECording to

clai m 30, wherein 5t hestusetnteedhackedabaciacquisabti omi service further

conpri ses, - the Inspection server computer receiving the
pre—-determined user feedback message from the

5 client terminal computer when a communication

link between the client terminal computer and

the Inspection server computer is established.

30. Method for operating a client terminal computer, the
10 method comprising
the client terminal computer providing a user feed-
back data acquisition service and a wait service,
wherein the wait service comprises
- the client terminal computer waiting for a
15 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
20 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-
25 determined user feedback message, and the cli-
ent terminal computer changes to provide the

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

purchase item.

32. Method according to claim 30, wherein



after lapsing a pre-determned wait tinme w thout
conput er changes to provide the wait service.
Met hod acworadizig2420 cl ai m 30, wherein the user feedbackPdatiBacaunsi tion
service further conprises, upon recei68ing a first user input, the client

the client term nal

term - 15na

receiving a user input,
10 34.

conput er provides a pre-determ ned second set of user feedback

nmessages on the display device, and upon receiving a second user

client term nal

10

15

33.

34.

conput er changing to provide the wait service.

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.

i nput,

t he



