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(57) ABSTRACT

An illustrative example system that facilitates honoring cus-
tomer service requests includes a mobile station including an
application that provides an indication to a user when the user
is at a participating establishment where the user can use the
application to request customer service through the applica-
tion. A service management device is configured to receive a
wireless communication from the mobile station indicating a
customer service request and determine an approximate loca-
tion where service is desired including identifying the par-
ticipating establishment. A service request response device at
the participating establishment includes a user interface that
is configured to provide information regarding the request to
allow an appropriate individual to respond to the request. The
service request response device provides an indication of the
acknowledgement to the service management device. The
service management device is configured to communicate an
indication of the acknowledgement to the customer.
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SYSTEM AND METHOD FOR PROCESSING
CUSTOMER SERVICE REQUESTS USING AN
ELECTRONIC DEVICE

CROSS REFERENCE TO RELATED
APPLICATIONS

[0001] This application claims priority to U.S. Provisional
Application No. 62/024,519, which was filed on Jul. 15,
2014.

BACKGROUND

[0002] There are a variety of situations in which an indi-
vidual customer may require assistance or service from an
employee or representative of a business establishment. For
example, customers in a restaurant often require attention
from their server at various points during their meal. The
customer typically has to get the server’s attention when the
server is within view. At times, this process can be frustrating
for an individual especially if their particular need requires
immediate attention and their server is particularly busy in
another portion of the restaurant. Another example situation
may occur in a relatively large retail store when a customer
needs assistance in a particular aisle and does not see any
employees for several minutes. The customer typically has to
wander about the store to locate someone who can provide the
required assistance. This can be annoying and typically
increases the amount of time it takes for the individual to
complete their intended shopping.

[0003] There are a variety of situations like those described
above. It is not possible in many situations to increase the
number of employees to minimize customer wait time for a
response. Businesses could benefit if their customers had
improved service experiences.

SUMMARY

[0004] An illustrative example system that facilitates hon-
oring customer service requests includes a mobile station
including an application that provides an indication to a user
when the user is at a participating establishment where the
user can use the application to request customer service
through the application. A service management device is
configured to receive a wireless communication from the
mobile station indicating a customer service request and
determine an approximate location where service is desired
including identifying the participating establishment. A ser-
vice request response device at the participating establish-
ment includes a user interface that is configured to provide
information regarding the request to allow an appropriate
individual to respond to the request. The service request
response device provides an indication of the acknowledge-
ment to the service management device. The service manage-
ment device is configured to communicate an indication of
the acknowledgement to the customer.

[0005] Various features and advantages of at least one
example embodiment will become apparent to those skilled
in the art from the following description. The drawings that
accompany the description can be briefly described as fol-
lows.

BRIEF DESCRIPTION OF THE DRAWINGS

[0006] FIG. 1 schematically illustrates a system for pro-
cessing customer service requests.
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[0007] FIG. 2 schematically illustrates how the example
embodiment of FIG. 1 may be implemented in a restaurant
setting.

[0008] FIG. 3 is a flow chart diagram summarizing an

example method designed according to an embodiment of
this invention.

[0009] FIG. 4 schematically illustrates how the embodi-
ment of FIG. 1 may be used in a retail setting.

[0010] FIG. 5 schematically illustrates an embodiment
where the system is utilized for facilitating customer service
at a variety of business establishments.

DETAILED DESCRIPTION

[0011] Embodiments of this invention facilitate customer
service requests by allowing a customer to indicate a desire
for service using an application on a mobile station, such as a
smart phone. The application on the mobile station provides
notifications when an individual is near or in a participating
business establishment and presents appropriate options to
the individual to request assistance or service. The request is
processed by a service management device, such as a cloud
based system, and sent to an appropriate individual with an
indication of the customer’s location. The customer experi-
ences more convenience and better service while the indi-
vidual or business providing the service experiences
improved efficiencies.

[0012] FIG. 1 schematically illustrates an example system
20 for facilitating customer service requests. A service man-
agement device 22 is configured to receive customer service
requests, report them to an appropriate individual at a busi-
ness establishment and process information regarding the
requests and responses to those requests. The service man-
agement device 22 in this example is realized using at least
one computing device including a processor 24 and a memory
26 associated with the processor. The memory 26 in this
example is used to at least temporarily store information
regarding customer service requests. The memory 26 also
may include instructions executable by the processor 24 for
performing the various functions of the service management
device 22.

[0013] The service management device 22 is schematically
represented as a single device or unit for discussion purposes.
One or several computing devices may be used as the service
management device 22. In one example, the service manage-
ment device 22 is a cloud-based system (e.g., one or more
virtual machines) that includes appropriate computer pro-
gramming for facilitating responses to customer service
requests. In another example, the service management device
is a dedicated server device. Those skilled in the art who have
the benefit of this description will realize what combination
of hardware, software and firmware will best meet their par-
ticular needs to realize a service management device 22.
[0014] The service management device 22 includes a ser-
vice management module 28 that includes programming so
that the service management device 22 is configured to pro-
cess information regarding customer service requests. The
service management module 28 is configured to process a
customer service request and determine at least an approxi-
mate location where the requested service is desired. In the
example of FIG. 1, the customer service request is made
through a wireless communication from a mobile station 30,
which may be a smartphone or a tablet device for example.
[0015] The mobile station 30 in most implementations
belongs to the individual customer. The mobile station
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includes a customer service request application 32 that
includes programming to allow a customer to use a user
interface 34 to place a request for assistance or service. The
application 32 may be stored in memory that is part of the
mobile station device and the application 32 may be executed
by a processor of the mobile station. The mobile station 30
includes a transceiver 36 that is configured to communicate
over a wireless link 38 with the service management device
22. The service management device includes a transceiver 40
configured for communications with the mobile station 30.
While not specifically illustrated, the wireless communica-
tion from the mobile station 30 may be first to a local access
point and then relayed to the service management device.
Alternatively, direct communication between the mobile sta-
tion 30 and the service management device 22 may be used.
Communications between the access point and the service
management device 22 may occur over a wireless link, a
landline, Internet connection, or a combination of these.

[0016] Intheexample of FIG. 1, there are location markers
42 and 44 that facilitate identifying a location of the mobile
station 30 so that the individual customer may be located for
providing the requested service. In this example, the location
marker 42 is considered a passive location marker because the
customer is passive when the marker 42 is used. An example
of a passive marker 42 includes a wireless signaling beacon
that communicates with the mobile station 26 in a manner that
allows the customer application 32 to make a determination
regarding a distance between the mobile station 30 and the
passive marker 42. Known beacon technologies are used in
one such example. Other location markers that do not require
any particular input from the customer may be used in some
implementations.

[0017] When the position of a location marker 42 is known,
at least one characteristic of a signal received by the mobile
station 30 from the marker can be utilized to make a location
determination using a known technique. While only one pas-
sive location marker 42 is illustrated, some example systems
will include multiple markers that are collectively used to
provide an indication of the position or location of the mobile
station 30. For example, where multiple markers 42 are situ-
ated near the mobile station 30, the mobile station 30 may
detect a stronger signal from the closest of the markers 42 and
that signal strength is a characteristic that may be used by the
service management module 28 to determine the location
where service is desired. In another example, triangulation
techniques are used with information regarding multiple
location marker signals received or detected by the mobile
station 30 to determine the location where service is desired.
Providing a location where service is desired facilitates a
more rapid response to the customer request.

[0018] The location marker 44 is considered active for dis-
cussion purposes because it is a type of location marker that
requires or involves some user input or action to either initiate
location determination or to confirm a location. In the illus-
trated example, the location marker 44 includes an image that
contains information that can be recognized by the service
management module 28 as associated with a particular loca-
tion. For example, the image includes a bar code or scan code
that the customer’s mobile station 30 is capable of reading or
imaging through a camera or reader 46. The customer appli-
cation 32 communicates appropriate information to the ser-
vice management device 22 regarding the location marker 44
for providing an indication regarding the location of that
mobile station 30 for a particular visit to that establishment.
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[0019] The service management device 22 in this example
also includes a tracking module 48 that is configured to at
least temporarily track customer requests that are received by
the device 22 and processed by the service management mod-
ule 28. The tracking module in this example maintains a
variety of information pertaining to received requests. The
information tracked by the tracking module 48 is available in
real time to provide a current status regarding an individual’s
or a business’ use of the system. The type of information
maintained by the tracking module 48 includes pending
requests, any customer identification information associated
with any pending request, average number of requests by time
interval, average number of visits, average time to resolution
of requests, average number of requests by location, and
average customer satisfaction rating information. The track-
ing module 48 in this example associates such information
with the records regarding the corresponding request.

[0020] The information maintained by the tracking module
may be stored in the memory 26 and may be used by a
business owner or manager to evaluate customer satisfaction,
employee effectiveness, etc. In some embodiments, the track-
ing module 48 maintains information for individual custom-
ers. By utilizing the customer application 32, an individual
may access information regarding previous visits to various
businesses including, for example, response times to service
requests placed through the application 32 and any comments
the individual may have entered regarding a particular busi-
ness or its quality of service. Such information may be useful
in helping an individual make decisions on where to shop for
a particular item or where to eat given time constraints or
particular food preferences.

[0021] The service management device 22 includes a trans-
ceiver 50 configured to communicate information regarding
customer service requests to a service request response device
52 over a link 54, which may be a wireless link, an Internet
connection or other communication link. The service request
response device 52 communicates with the service manage-
ment device 22 regarding any request and any response to the
customer request.

[0022] The service request response device 52 in the illus-
trated example includes an employee portion 60, which may
be a mobile station, such as a smart phone or tablet, that may
be carried about by an appropriate individual at a business
establishment to receive notification of service requests and
to input information regarding responses to those requests.
The employee portion 60 includes a user interface 62, such as
a touch screen, that provides an indication of the customer
request(s), a type of service requested (if applicable or avail-
able), an indication of the location where service is desired,
and an ability for the user or employee to enter an acknowl-
edgment of the request. One example includes various screen
display options that may be selected to indicate an acknowl-
edgement. Multiple employee portions 60 may be included as
part of the service request response device 52 with each of
them being given to a particular individual for use during a
particular shift, for example.

[0023] The service request response device 52 communi-
cates the acknowledgement to the service management
device 22. In this example, the service management device
communicates an indication of the acknowledgment to the
customer. The mobile station 30 may show an acknowledg-
ment on the user interface 34 so the customer knows that
someone is aware of the request.
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[0024] The service request response device 52 in this
example includes a business or manager portion 64 that has
administrative and notification features to provide informa-
tion to an appropriate individual at a business establishment
regarding the customer service request. This example
includes a display device 66 that provides a master display to
a manager or business owner, for example, regarding all
requests that are handled by the service management device
22 on behalf of that particular establishment. The display
device 66 in this example provides a real time, dynamically
updated, status of all requests currently pending in the system
with ongoing collective information over a selected window
of time, such as the current day or shift.

[0025] In some examples, the employer portion 64 is con-
figured to allow an authorized individual to assign a customer
request to a particular individual for a response. In other
examples, the request is automatically assigned to an appro-
priate individual depending on information regarding who is
assigned to a service area including the location of the request
or based on another appropriate criterion.

[0026] In the illustrated example, the employer portion 64
includes a tracking module 68 that maintains information
regarding customer service requests for that business entity.
The tracking module 68 may be used in place of the tracking
module 48 or in addition to it, depending on the configuration
of the particular implementation. The tracking module 66 in
this example includes information like that maintained by the
tracking module 48 described above. The information regard-
ing tracked requests may be stored in local memory 70 or in
an offsite memory.

[0027] In embodiments in which the service management
device 22 isimplemented as a cloud-based system, at least the
display device 66 may be a portion of any device that an
authorized individual has registered or otherwise associated
with the system 20 so that the authorized individual has
access to the information regarding use of the system from
any location and at any time. The ability to access such
information through a cloud-based service management
device 22 provides significant flexibility and convenience to
an owner or manager of a business establishment for moni-
toring various aspects of customer service and customer sat-
isfaction. Additionally, any pressing our current concerns can
be more efficiently addressed when the pertinent information
is available at essentially any location where access to the
cloud based service management device is possible.

[0028] FIG. 2 schematically illustrates an example situa-
tion in which the system of FIG. 1 may be used. FIG. 2
schematically illustrates a restaurant including a service area
where customers may be seated at tables. In this example, a
customer 80 has a mobile station 30 that includes the appli-
cation 32 to allow the customer 80 to place requests for
service. The system determines that the customer 80 is seated
at the table 82 based upon one of the location techniques
mentioned above. Another customer 84 has a mobile station
30 that includes the application 32. The customer 84 is seated
atatable 86 and the service management device 22 is capable
of identifying differences in location between the tables 82
and 86 based upon the manner in which the location markers
or beacons have been situated within the restaurant establish-
ment. The example of FIG. 2 includes a master display 66
within a kitchen area that may be used by a restaurant man-
ager for monitoring any or all service requests that are placed
by customers utilizing their mobile station or smart phone. In
FIG. 2, an employee 88, such as a waiter, has a mobile noti-
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fication device 60 for receiving notification of customer ser-
vice requests. The individual 88 may use the device 60 to
respond to the request, to provide an acknowledgement to the
customer, and to indicate when and how the request was
fulfilled.

[0029] The owner or operator of the restaurant schemati-
cally shown in FIG. 2 subscribes for service through an appro-
priate service provider. The business owner in some examples
provides a number of points of interest that would be appro-
priate for the particular business establishment. For example,
the restaurant owner may wish to divide the service area by
particular tables or particular zones. The service provider
may assist the restaurant owner in determining how best to
arrange the markers or beacons for identifying particular
locations of customers. For example, individual tables may
have a bar code or scan code situated on the table or on some
display marker located on the table to facilitate identifying the
particular table where a particular customer is located during
that visit. Once the appropriate markers or location beacons
have been installed, they may be associated with appropriate
points of interest and that information is provided to the
service management device 22 for configuring responses and
notifications regarding service requests.

[0030] Once all of the appropriate location markers have
been installed, the master display 66 has been situated in a
desired location and any mobile devices 60 have been con-
figured, it becomes possible for the business establishment to
utilize the system for providing enhanced customer service.
[0031] The individual customers in some examples down-
load the location or service request application 32 on their
mobile station 30. The customer may be provided with
options such as receiving a notification when they arrive at a
business establishment that is a subscriber to the service. Ina
situation where the individual with the mobile station 30
approaches a participating business, the application 32 may
provide a notification on the mobile station 30 regarding the
possibility for using the system to request service. In some
examples, the application 32 sends a notification to the ser-
vice management device 22 that a customer having the capa-
bility to utilize the system is approaching or has arrived. The
service management device 22 provides a corresponding
notification to the business through the service request
response device 52.

[0032] In some examples, the application 32 presents a
welcome screen to the customer as they approach or enter the
business facility and may present information regarding par-
ticular sale items or specials that are available at that time.
[0033] Once the customer has entered the establishment,
locating the mobile station 30 through one of the example
processes described above may begin. Assuming at some
time during the customer’s visit to that restaurant they require
attention from the server, the customer may utilize the appli-
cation 32 to request service. The request is received by the
service management device 22 and reported to the service
request response device 52. In some examples, a timer is
initiated once the notification for service has been sent. The
display 66 and the device 60 provide visual and perhaps
audible notifications regarding the requested service.

[0034] The tracking modules 48 and 68 in this example
save information regarding each request and information
regarding timing for responding to the request. In the case of
FIG. 2, the individual with the device 60 provides an
acknowledgement to a request that is then communicated to
the individual customer on the display 34 of the mobile sta-
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tion 30. The acknowledgement may be an indication that the
request has been received and that the server is approaching.
The tracking modules 48 and 68 record the timing between
the notification and the acknowledgment of the request. Once
the server arrives at the appropriate table and addresses the
customer’s request, the server may enter information regard-
ing completing the request and providing the desired service.
The tracking modules 48 and 68 track the amount of time
between service request and completion and provide reports
on a schedule selected by the business owner (e.g., hourly,
daily, monthly). In some examples, the application 32 pre-
sents an option to the customer to acknowledge that service
was received. The customer may also be provided with the
option of entering any comments regarding their satisfaction
with the offered service.

[0035] In some examples, the service management device
22 includes the capability of storing information regarding
particular customers to identify customer preferences and
communicating that information to the business establish-
ment, which may be useful for providing enhanced, person-
alized customer service during future visits.

[0036] FIG. 3 schematically illustrates another scenario in
which the system of FIG. 1 may be useful. FIG. 3 schemati-
cally illustrates a retail establishment having different sec-
tions or aisles 120,122, 124, 126 and 128. Individual custom-
ers 130 and 132 each have a mobile station 30 upon which the
application 32 has been stored so that those customers may
request service while they are in the store schematically
shown in FIG. 4. The two employees 134 and 136 have
devices 60 to provide those employees notification regarding
any received customer request. In the scenario shown in FIG.
3, the employee 136 is assisting a customer 138. Therefore,
the employee 136 may, through the device 60, decline to
respond to a request received from the customer 130 or 132.
The employee 134 will receive notification of the customer
request and may receive notification that the employee 136
has declined that request because the employee 136 is busy
with the customer 138. Assuming each of the customers 130
and 132 request assistance, the employee 134 may use the
device 60 to provide an acknowledgement to the customer
132 indicating that the employee will be there shortly. Given
that the employee 134 is located relatively closer to the cus-
tomer 130, the employee 134 may approach that customer
without having to provide an acknowledgement through the
device 60. On the other hand, the employee 134 may be
required to provide an acknowledgement through the device
60 for tracking the quality of service over time at that store.
The locations of the individual customers in the example of
FIG. 4 may be obtained using beacons or wireless signaling
technologies or through bar codes or scan codes that are
presented to the customers in the different sections or aisles of
the store.

[0037] FIG. 4 shows how the example system 20 may be
used for a variety of business establishments. The service
management device 22 is cloud based in the example of FI1G.
4. A variety ofbusiness owners are participants in the network
provided by the service provider that operates the service
management device 22. The service management device
memory 26 includes a database or listing of participating
establishments, their locations and other information regard-
ing each such establishment. Each of the establishments sche-
matically represented in FIG. 4 may have customized point of
interest identifiers and configurations. Each of the establish-
ments may have customized service request response devices
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52 for providing notifications and other information to the
business establishment according to their particular needs. In
this example, individual mobile station owners (e.g., custom-
ers) and participating businesses can be considered subscrib-
ers of the service provider that operates the server manage-
ment device 22.

[0038] FIG. 5 is a flow chart diagram 150 summarizing an
example approach to facilitating customer service requests.
At 152 the customer application 32 is operative in coopera-
tion with signal detecting or location determining capabilities
(e.g., GPS) of the mobile station 30 to determine that the
mobile station (and its owner) is near or has entered a business
that is a part of the network including the service management
device 22. In some embodiments, the locations of the partici-
pating businesses are available for the application 32 to com-
pare with a current location of the mobile station 30. In other
embodiments, participating establishments will have a bea-
con signal (an example is shown schematically at 151 in FIG.
4)near the entry or other suitable location that is detectable by
the mobile station 30 and recognizable through operation of
the application 32 as an indicator that the current location
includes a network participant.

[0039] At 154, the application 32 determines whether noti-
fications should be provided on the user interface 34 (e.g., an
image on a screen display, an audible indicator, or a combi-
nation these). In this example, the application 32 provides
different “do not disturb” (DND) options. One such option
allows the customer to avoid receiving information through
the application 32 when the individual does not wish to be
bothered or otherwise does not desire to take advantage of the
features available through the application 32. For example,
the individual may not wish to be notified when entering a
participating business. In the example of FIG. 5, the applica-
tion 32 checks this type of “do not disturb” status at various
times when a potential notification may be sent to the mobile
station 30 even if not specifically illustrated in the flowchart
diagram.

[0040] Another do not disturb feature in the example
embodiment allows the customer to provide an indication to
the employees or service personnel at a restaurant that the
individual does not wish to be disturbed. In one such embodi-
ment there is a button presented on the user screen while the
application 32 is active that, when toggled, changes the screen
to a DND screen. The user can then place the mobile station
30 where it can be seen by others nearby. The application 32
disables or overrides any screen saver so the DND stays
displayed. The screen provides notice to the server that the
customer desires privacy or at least does not want to be
interrupted.

[0041] In some embodiments, the do not disturb feature
includes communicating this desire to the service request
response device 52 and the appropriate individual(s) are noti-
fied through a user device 60, for example.

[0042] The determination at 154 in this example is that the
customer desires notifications. At 156 the customer is notified
and once the customer realizes that the application 32 can be
useful, he places a request for assistance or service. The
service management device 22 receives that request at 158
and it is processed by the service management module 28 at
160. The request is processed to determine where assistance
or service is desired including determining the participating
business establishment and where in that particular establish-
ment the customer is situated. In this example the customer
location is determined from information included with the



US 2016/0019551 Al

initial request although the request and the location informa-
tion need not be part of the same wireless communication.
[0043] At 162 the service management device 22 provides
an indication of the request and the customer location to the
appropriate service request response device 52. At 164, the
service request response device 52 provides an indication of
the request and customer location on the user interface 62. At
166 the appropriate individual provides an acknowledgment
of the request.
[0044] Assuming that the customer has not deactivated the
notification feature, at 168 the service management module
28 processes the response and communicates an indication of
the acknowledgement to the mobile station 30 where an indi-
cation of the acknowledgement is provided on the user inter-
face 34 so that the customer at least knows that the request has
been received. In some examples, the acknowledgement itself
or a subsequent notification provides the customer with more
detailed information, such as an expected wait time for an
actual response to the request, information about the indi-
vidual who will provide the requested service, or the manner
in which the response will be provided.
[0045] As can be appreciated from the preceding descrip-
tion, a customer has the ability through the application 32 to
make requests for service or assistance at a variety of types of
businesses or other establishments. By utilizing the applica-
tion 32 and being a subscriber, an individual can be informed
which businesses in a local area are also network participants.
The customer can customize their experience through options
provided by the application 32, such as selecting which busi-
nesses or business types are of interest, selecting the do not
disturb function mentioned above and various other options
for types or formats of notifications.
[0046] The example system facilitates customer service in
amore efficient and more consistent manner, which enhances
the customer’s experience and enables the business owner to
determine how effectively customer service requests are
being honored.
[0047] The preceding description is illustrative rather than
limiting. Variations and modifications to the disclosed
example embodiments may become apparent to those skilled
in the art that do not depart from the essence of this invention.
Some features may have been described or illustrated in a
particular combination but they are not limited in that way.
Other combinations of selected ones of the disclosed features
or aspects of the example embodiments are possible to realize
other embodiments. The scope of legal protection afforded to
this invention can only be determined by studying the follow-
ing claims.
We claim:
1. A system that facilitates customer service requests, com-
prising
a mobile station including an application, the mobile sta-
tion being configured through the application to
notify an individual when the mobile station is at one of
a plurality of participating establishments,
provide an option to the individual to make a customer
service request through the mobile station while at the
participating establishment, and
to wirelessly transmit a customer service request from
the mobile station;
a service management device comprising:
at least one processor;
memory associated with the at least one processor; and
a service management module configured to
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process a wireless communication from the mobile
station indicating the customer service request, and

determine an approximate location where the
requested service is desired including identifying
the participating establishment;

and

a plurality of service request response devices configured

to communicate with the service management device,

the service request response devices respectively includ-

ing a user interface that is configured to

provide an indication of the customer service request,

provide an indication of the approximate location where
the service is desired, and

provide the user an ability to enter an acknowledgement
of the customer service request;

wherein the service management device communicates

with a service request response device associated with
the participating establishment to provide notice of the
customer service request to an appropriate individual at
the participating establishment and the associated ser-
vice request response device provides an indication of
the acknowledgement to the service management
device.

2. The system of claim 1, wherein the service management
device is configured to communicate an indication of the
acknowledgement to the customer.

3. The system of claim 1, comprising

at least one location marker that provides an indication of a

position of the marker, the indication being useful to a
customer mobile station for providing an indication of
the approximate location where the service is desired as
part of the communication indicating the customer ser-
vice request.

4. The system of claim 3, wherein

the at least one location marker comprises a visible image

that includes information regarding the position of the
marker;

the information is included in the wireless communication

from the customer; and

the service management device is configured to interpret

the information regarding the position of the marker to
determine the approximate location where the requested
service is desired.

5. The system of claim 3, wherein

the at least one location marker comprises at least one

beacon device that emits a beacon signal;

the wireless communication includes at least one charac-

teristic of the beacon signal; and

the service management device is configured to use the at

least one characteristic of the beacon signal for deter-
mining the approximate location where the requested
service is desired.

6. The system of claim 1, wherein the application provides
a user with an option to have the mobile station display a do
not disturb indicator on the mobile station that is configured to
communicate the user’s desire not to be disturbed to another
at the participating establishment.

7. The system of claim 1, wherein the service request
response device comprises a mobile station.

8. The system of claim 1, comprising a tracking module
configured to at least temporarily provide information regard-
ing tracked customer service requests including an indication
of a status of the tracked customer service requests.
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9. The system of claim 8, wherein the tracking module is
configured to provide one or more of

an indication of currently pending customer service

requests;

an indication of a response time to each tracked customer

service request;

an identifier of a customer associated with at least some of

the tracked customer service requests;

an indication of customer feedback associated with at least

some of the tracked customer service requests;

an identifier of the user assigned to each of the tracked

customer service requests; and

an indication of user comments regarding at least some of

the tracked customer service requests.

10. The system of claim 1, wherein the application is con-
figured to allow a user to select not to receive indications
regarding proximity to a participating establishment or infor-
mation regarding pending customer service requests.

#* #* #* #* #*
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