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i nformati oNcomputerized help desk database. As one or more assets are
transitioned, information relating to each transition is
recorded into the computerized help desk database.

15 Concurrently therewith, the computerized help désk database
is wupdated so as to improve the speed with which
information is available to the help desk.

Large enterprises are faced with a daunting task when
it comes to managing their information technology

20 resources. It is not uncommon for an information
technology group within an organization to handle hundreds
and even thousands of calls each day from technology users
within the enterprise seeking support and assistance. In
many cases, the users have specific questions relating to

25 the configuration of their specific device or devices. 1In
such cases, it is critical for the help desk support staff
to have accurate, up-to-date information regarding each
user’s devices.

Typically, the help desk staff will have a

30 computerized help desk database containing information
relating each user’s devices. In many cases, the
information was input into the database at the time the
original equipment was installed. The information may not

have been updated to reflect past calls to the help desk,



rel ating each user's devices. In many cases, the information was input
Into the database at the tine the original equipnment was installed. The
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desk responsgfodtatSIBAMARY the computerized help desk database. This
delay can sometimes be considerably long, and even in those
instances where it 1is relatively short, it can 1lead to
15 significant problems if the difficulty experienced by a
user is not fixed timely because the computerized help desk
database contained inaccurate or out-of-date information.
In addition, because the information is being recorded by
help desk technicians and subsequently keyed into a
20 separate asset management database, 1in many cases by
another individual, the quality and level of detail of
information input into the system can suffer. Accordingly,
there is a need, therefore, for an improved method and
system for help desk response.
25 SUMMARY
The present invention addresses the need for an
improved method and system for help desk response. In
traditional help desk systems, information is not
continuously input into the computerized help desk database
30 as asset transitions occur. In the present invention,
information is first aggregated from a variety of sources
into a computerized help desk database. As one or more
assets are transitioned, information relating to each

transition is recorded into the computerized help desk



The present invention addresses the need for an inproved nmethod and system
for help desk response. In traditional help desk systens, information is
not contwpwaMsleyo i nput into the conputerized hel p desk daCahmez4@07 as

asset transitions occur. In the present invention, information is first
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which are [negor ted | n speci fi ion hergof .by reference, erein:
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of the pres&RECTRBERFELt i bR wihe bEPHRSEITHetrmi theyret | & arref@xa€ife to
the present]y-preferred exenplary enbodi nents. However, it should be
understood that these enbodi nents provide only a few exanpl es of the many
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statement s HE?S desk response; and
FIG. 2 illustrates the preferred system for improved
help desk response.
EMBODIMENTS OF THE INVENTION
15 The numerous innovative teachings of the present
application will be described with particular reference to
the presently preferred exemplary embodiments. However, it
should be understood that these embodiments provide only a
few examples of the many advantageous wuses of the
20 innovative teachings herein. In general, statements made
in the specification of the present application do not
necessarily delimit any of the various claimed inventions.
Moreover, some statements may apply to some inventive
features, but not to others.
25 FIG. 1 illustrates a work flow process for the
preferred embodiment of the improved help desk response.
The first step in the method is the creation of a
computerized help desk database 101. The database will
contain substantive information concerning assets owned by
30 the enterprise. The database may be, for example, a
relational database. In addition, the database may be
located remotely from the location of the help desk or the
location at which the transition of assets occurs.

Information included in the computerized help desk database



in the specification of the present application do not necessarily delimt
any of the various clained inventions. Moreover, sone statenents may apply
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i nformati on regardi ng such assets as desktog conputers, |aptop. conputers,
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101 haslbeedatabased, an asset transition 102 occurs. An asset tranS|t|on
102, be a1 eUgiL Sl BRcaly, TSRO ASHE) VBl MRS AL e
database 101 has been created, an asset trans1t10n 102
occurs. An asset transition 102 may be an event such as an
asset installation, asset relocation, asset disposition or
15 asset maintenance activity. Information from the asset
transition 102 may be transmitted to the computerized help
desk database 101 through, for example, the Internet or a
local area network. In addition, the transmission may
occur by secure, encrypted means. The information is
20 transmitted to the computerized help desk database 101
concurrently with, and as part of, the asset transition
102.
Information from the asset transition 102 is recorded
directly into the computerized help desk database 101 in
25 real time 103. The database is simultaneously and
instantaneously updated 104 based on the real time
recording information  103. By instantaneously and
simultaneously recording information into the computerized
help desk database 101, any delay can be eliminated with
30 respect to updating the database. As a result, help desk
staff are able to have immediate knowledge of any changes
resulting from the asset transition 102.
FIG. 2 1illustrates the preferred embodiment for a

system for improved help desk response. A series of assets



transition 102 may be transmtted to the conputerized help desk database
101 through, for exanple, the Internet or a |ocal area network. In
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the asset transiti 102 | G il ust es t preferred enbodi nent for a
system for ?‘T’T%‘T’%%/egbr}él p28§sk %%’sp@ﬁ‘ e. 5QL‘Seri 3? o?oasste]fasns“hl%ﬁj%/ 852600
PCT/ US02/ 408dflorfdi or 02rok08handoRPdt et £z@d t Rehgdat8kadeespuLer epedthel p
desk dat abase 200. Each of the assets 201, 202, 203 and 204 are

el ectroni catly GAfRfcted i1, 2022, 293 amRd21204 0 mMathe ROMbdEOGRed thel p
ek o e U CORMGSK S e Bpdginatjabese, 20 s bg hocat e
i nf or meltli ont famsmi el comoft einfzedndel gn deskwdehabdse 268@ets 20k, ag9t, s
201, 292" 205 20 204 oYy DB ILguol (e L e ek ot Lvough 8 | ocgl e
201, 202, assets 201, 202, 203 and 204 may be such assets as desktop
computers, laptop computers, hand held computers, printers,
scanners, network devices and storage devices. The
15 information retained in the computerized help desk database
200 may be such information as asset user information,
legacy asset information, new asset information, software
application information, financial information, site
information, event history information, logistical
20 information, ownership information and usage information.

When an asset transition occurs, such as an asset
installation, asset relocation, asset disposition or asset
maintenance activity, the system provides a means for
recording information related to the transition activity to

25 the computerized help desk database 200. Concurrently and
simultaneously therewith, the system provides a means for

updating the computerized help desk database.
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database
! concurrently therewith, thereby improving the
3 speed with which information is available to said
b enterprises’ help desk.

l 2. The method of Claim 1 wherein said computerized help
) desk database is a relational database.

L 3. The method of Claim 1 wherein said computerized help
) desk database is located remotely from the location of
; said transition.

L 4. The method of Claim 1 wherein said information is
4 transmitted to said computerized help desk database
} through the Internet.

L 5. The method of Claim 1 wherein said information is
) transmitted to said computerized help desk database
3 through a local area network.

L 6. The method of Claim 4 or Claim 5 wherein said
4 information is transmitted to said computerized help
] desk database through secure, encrypted transmission.

L 7. The method of Claim 1 wherein said assets are selected

! from the group consisting of desktop computers, laptop
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3 installation, asset relocation, asset disposition and

1 asset maintenance.

| 10. The method of Claim 1 wherein said updating is

v

conducted on a continuous basis and said changes are
3 made to said computerized help desk database in real-
} time.

L 11. A system for improved help desk response management

2 comprising:

3 a computerized help desk database;

{ assets electronically connected to said computerized
) help desk database;

) means for recording information concerning said assets
7 during a transition of said assets; and

3 means for updating said computerized help desk
) database concurrently therewith, thereby
) improving the speed with which information is

l available to said enterprises’ help desk.

l 12. The system of Claim 11 wherein said computerized help

(R

desk database is a relational database.
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16.

17.

18.

19.

20.

The system of Claim 14 or Claim 15 wherein said
information is transmitted to said computerized help
desk database through secure, encrypted transmission.
The system of Claim 11 wherein said assets are
selected from the group <consisting of desktop
computers, laptop computers, handheld computers,
printers, scanners, networking devices and storage
devices.

The system of Claim 11 wherein said information is
selected from the group consisting of user
information, legacy asset information, new asset
information, software application information,
financial information, site information, event history
information, logistical information, ownership
information and usage information.

The system of Claim 11 wherein said transition is
selected from the group consisting of asset
installation, asset relocation, asset disposition and
asset maintenance.

The system of Claim 11 wherein said updating is

conducted on a continuous basis and said changes are

made to sai d conputremiusezi4dsel p desk

1



information is transmtted to said conputerized help desk database through
secure, encrypted transm ssion. 17. The systemof Claim 11 wherein said
assets arwosebmwoted fromthe group consisting of desktopPCrarsprists,

| apt op conputers, handheld conputers, .printers, scanners, networking
devigces and storage, devices., 18. The syst . ai 1 erein_said
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| egary asset infogfméion, new asset information, software application
information, financial information, site information, event history
information, logistical information, ownership 7 information and usage
information. 19. The systemof Claim 11l wherein said transition is

selected fromthe group consisting of asset installation, asset

rel ocation, asset disposition and asset maintenance. 20. The system of
Claim 11 wherein said updating is conducted on a continuous basis and said
changes are 8 WO 03/052600 PCT/ US02/ 40817 nmade to said conputerized help
desk database in real- tine. 9



