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(57) ABSTRACT 

Various disclosed help center features provide help to a user 
Without a staffed help center, provide help to a user before the 
user recognizes the need, or create targeted commerce oppor 
tunities for a provider of goods or services. One help center 
feature provides a user With help that is speci?cally related to 
a component in the user’s computer system and that is sup 
plied to the help center feature by the component manufac 
turer. Another help center feature detects a condition that 
degrades performance, and hence user satisfaction, and alerts 
the user. Another help center feature detects an attempt by a 
computer system to inform the user of degraded performance 
and offers the user a solution. Another help center feature 
provides a user With a commerce opportunity speci?cally 
related to a component in the user’s computer system and/or 
to the user’s geographic location. 
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HELP CENTER AND PRINT CENTER 
APPLICATIONS 

CROSS-REFERENCE TO RELATED 
APPLICATIONS 

[0001] This application claims priority from US. Provi 
sional Application No. 60/330,590, ?led Oct. 25, 2001, and 
titled HELP CENTER APPLICATION, Which is incorpo 
rated by reference. This application is being ?led concur 
rently With tWo related applications titled HELP CENTER 
AND FILTERING APPLICATIONS (Attorney Docket: 
06975-2l700l/Member Services 07) and HELP CENTER 
AND CONDITION-BASED APPLICATIONS (Attorney 
Docket: 06975-28300l/Member Services 07). 

TECHNICAL FIELD 

[0002] This invention relates generally to computer net 
working, and various aspects relate more particularly to pro 
viding help center functions electronically. 

BACKGROUND 

[0003] Providers of goods and services generally desire to 
satisfy their users With the performance of the goods or ser 
vices. This desire may arise for a variety of reasons, one of 
Which is the likelihood of future sales. To help ensure user 
satisfaction, the provider of a good or service generally 
includes an instruction manual, Which may be paper or elec 
tronic, that provides guidance on using the good or service 
and that helps a user to solve certain problems that may arise 
during use of the product or service. Providers of goods and 
services also often make available one or more staffed help 
centers With Which users can communicate by phone or elec 
tronic mail. 

SUMMARY 

[0004] There is a continuing need, hoWever, for additional 
forms of assistance that provide good results for the user and 
that are cost effective, compared, for example, to staffed help 
centers. Various help center features described beloW, for 
example, provide help or services to a user in addition or as a 
surrogate to a staffed help center, before or after the user 
recogniZes the need for help or services, or create and enable 
targeted commerce opportunities for a provider of goods or 
services. One help center feature provides a user With help 
that is speci?cally related to a component in the user’s com 
puter system and that is supplied to the help center by the 
component manufacturer. Another help center feature detects 
a condition that degrades performance, and hence user satis 
faction, and alerts the user. Yet another help center feature 
detects an attempt by a computer system to inform the user of 
degraded performance and offers the user a solution. Still 
another help center feature provides a user With a commerce 
opportunity speci?cally related to a component in the user’s 
computer system and/ or to the user’s geographic location. 
[0005] In one general aspect, providing automated elec 
tronic customer service for a computer includes electroni 
cally accessing a component identi?cation item identifying a 
component of a target computer system, electronically select 
ing based on the component identi?cation item at least one 
but less than all of multiple service providers for Which elec 
tronic component support items are available, electronically 
accessing a component support item relating to support of the 
identi?ed component, and electronically determining a sup 
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port recommendation based on the component support item 
accessed and the at least one service provider selected. 

[0006] Accessing the component support item may be 
based on the at least one selected service provider. Accessing 
the component identi?cation item and selecting the service 
provider may be performed by a ?rst computer system, and 
accessing the component support item and determining the 
support recommendation may be performed by a second 
computer system. The ?rst computer system may include the 
target computer system and the second computer system may 
include a computer system of the service provider, and the 
component identi?cation item may be provided to the service 
provider computer system. The target computer system may 
provide the component identi?cation item to the service pro 
vider computer system after selecting the service provider. 
The target computer system may provide the component 
identi?cation item to a computer system of a second service 
provider. The target computer system may receive a ?rst 
support recommendation from the service provider computer 
system and a second support recommendation from the sec 
ond service provider computer system, and the target com 
puter system may select the service provider after receiving 
the ?rst and second support recommendations. 

[0007] Accessing the component identi?cation item may 
be performed by a ?rst computer system, and accessing the 
component support item, selecting the at least one service 
provider, and determining the support recommendation may 
be performed by a second computer system. The component 
may be a printer, and accessing the component identi?cation 
item may include deriving, at least in part, the component 
identi?cation item from a ?lename for a device driver asso 
ciated With the printer. 
[0008] A single computer system may access the compo 
nent identi?cation item, select the service provider, access the 
component support item, and determine the support recom 
mendation. The single computer system may be the target 
computer system. The target computer system may select 
among several potential component support items made 
accessible by a support computer system, the potential com 
ponent support items representing support for various com 
ponents by various service providers. The single computer 
system may be a second computer system that is physically 
remote from the target computer system, and the support 
recommendation may be forWarded electronically from the 
second computer system to the target computer system. 
[0009] The component support item may include a header 
and a body, the header identifying the component being sup 
ported by the component support item, and the body includ 
ing an item selected from a group consisting of a Warning 
regarding the component, a notice of an available upgrade, 
and a softWare patch. Accessing the component identi?cation 
item may include performing a scan of the target computer 
system. Pre-authoriZation may be received from an oWner of 
the target computer system for performing the scan automati 
cally. 
[0010] Accessing the component identi?cation item may 
include accessing a pro?le of the target computer system. The 
support recommendation may be displayed electronically. 
The support recommendation may be executed electronically. 
Executing the support recommendation may include doWn 
loading and installing a piece of softWare. Executing the 
support recommendation may include modifying a con?gu 
ration parameter of the target computer system. 
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[0011] The service provider that is selected may be dis 
played electronically. Determining the support recommenda 
tion may include determining a non-commerce support rec 
ommendation. The non-commerce support recommendation 
may include a recommendation selected from a group con 

sisting of a notice of a recall, help operating or installing an 
application or device, an application note, a notice of a soft 
Ware patch, and neWs. The non-commerce support recom 

mendation may be communicated to a user using an applica 
tion that is not primarily a component support application. 

[0012] In another general aspect, a system for providing 
automated electronic customer service for a computer 
includes a storage device, and one or more processors collec 
tively programmed to access electronically a component 
identi?cation item identifying a component of a target com 
puter system, to select electronically based on the component 
identi?cation item at least one but less than all of multiple 
service providers for Which electronic component support 
items are available, to access electronically a component 
support item relating to support of the identi?ed component, 
and to determine electronically a support recommendation 
based on the component support item accessed and the at least 
one service provider selected. 

[0013] At least one processor may be programmed to per 
form each, but not necessarily more than one of the operations 
of accessing the component identi?cation item, selecting at 
least one but less than all of multiple service providers, 
accessing the component support item, and determining the 
support recommendation. One processor may be pro 
grammed to perform at least the operations of accessing the 
component identi?cation item, selecting at least one but less 
than all of multiple service providers, accessing the compo 
nent support item, and determining the support recommen 
dation. 

[0014] In another general aspect, providing automated 
electronic customer service for a computer includes elec 
tronically accessing a component identi?cation item identi 
fying a component of a target computer system, electronically 
accessing a component support item relating to support of the 
identi?ed component, electronically accessing a geographic 
indicator related to the computer for Which automated elec 
tronic customer service is provided, and electronically deter 
mining a geographically-based support recommendation 
based on the component identi?cation item, the component 
support item, and the geographic indicator. 
[0015] Accessing the component support item may be 
based on the component identi?cation item. A service pro 
vider may be selected based on the component identi?cation 
item. Accessing the geographic indicator may include access 
ing a Zip code in a pro?le for a user of the target computer 
system. Accessing a geographic indicator may include 
accessing local point-of-presence information. The geo 
graphically-based support recommendation may include an 
advertisement from a service provider in a Zip code related to 
a Zip code of the user. 

[0016] In another general aspect, providing automated 
electronic customer support for a computer includes elec 
tronically accessing a component identi?cation item identi 
fying a component of a target computer system, electronically 
selecting one of multiple service providers based on identi? 
cation of the component identi?ed by the electronically 
accessed component identi?cation item, and providing the 
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user electronic access to a component support item relating to 
support of the identi?ed component and to the selected ser 
vice provider. 
[0017] Accessing the component identi?cation item may 
include scanning the target computer system. Accessing the 
component identi?cation item may include querying a user of 
the target computer system for information. Selecting a ser 
vice provider may include performing a table look-up based 
on the information in the component identi?cation item. Pro 
viding access may include providing an Internet link to an 
on-line store associated With the selected service provider, the 
store having the component support item. 
[0018] Providing access may include electronically sup 
plying the selected service provider With the component iden 
ti?cation item, and receiving the component support item 
electronically from the selected service provider. The com 
ponent support item may include an advertisement relating to 
the identi?ed component. 
[0019] Accessing the component identi?cation item may 
include issuing an application-program interface (“API”) call 
to an operating system running on the target computer system 
to determine the device driver ?le name for an active printer 
on the target computer system. Providing access may include 
determining if the device driver is a current version, and 
providing, if the device driver is not the current version, the 
user electronic access to the current version. Determining if 
the device driver is the current version may include electroni 
cally storing a current version number for the device driver, 
issuing a secondAPI call to determine a version number of the 
device driver, and comparing the device driver’s version num 
ber to the current version number. 

[0020] A geographic indicator may be electronically 
accessed that indicates a location of the target computer sys 
tem, and the component support item may be tailored to the 
geographic indicator. The target computer system may be 
connected to a network, and the geographic indicator may 
include a city identi?er determined from the target computer 
system’s connection to the network. The geographic indicator 
may include a Zip code of the user of the target system. The 
user may be queried to determine if the user is presently in the 
Zip code. 
[0021] In another general aspect, an apparatus for provid 
ing automated electronic customer support for a computer 
includes a storage device and a processor programmed to 
access electronically a component identi?cation item identi 
fying a component of a target computer system, to select 
electronically one of multiple service providers based on 
identi?cation of the component identi?ed by the component 
identi?cation item, and to provide the user electronic access 
to a component support item relating to support of the iden 
ti?ed component and to the selected service provider. 
[0022] In another general aspect, providing automated 
electronic customer support for a computer includes elec 
tronically accessing a component identi?cation item identi 
fying a component of a target computer system, electronically 
accessing a geographic indicator indicating the location of the 
target computer system, and providing the user electronic 
access to a component support item relating to support of the 
identi?ed component and to the geographic indicator. 
[0023] A service provider may be electronically selected 
based on the component identi?cation item, and the compo 
nent support item to Which the user is provided access also 
may relate to the selected service provider. 
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[0024] The details of one or more implementations are set 
forth in the accompanying drawings and the description 
below. Other features will be apparent from the description 
and the drawings, and from the claims. 

DESCRIPTION OF DRAWINGS 

[0025] FIGS. 1 and2 are examples of systems con?guredto 
implement a disclosed help center feature. 
[0026] FIG. 3 is an example ofa user system for use in the 
systems from FIGS. 1 and 2. 
[0027] FIGS. 4-6 are ?ow charts of examples of processes 
that determine a support recommendation based on an iden 
ti?ed component. 
[0028] FIGS. 7-9 are ?ow charts of examples of processes 
that provide a user access to support based on an identi?ed 
component. 
[0029] FIG. 10 is an example of a modi?ed print window 
for providing access to support. 
[0030] FIG. 11 is a ?ow chart of an example of a process 
that ?lters component support items. 
[0031] FIGS. 12 and 13 are ?ow charts of examples of 
processes that communicate to a user a solution to a prede 
termined condition. 
[0032] FIG. 14 is a ?ow chart of an example of a process 
that provides a variety of combinations of the operations in 
the processes shown in FIGS. 4-9, and others discussed 
below. 

DETAILED DESCRIPTION 

[0033] The following introductory implementation pro 
vides at least one context for the subsequent discussion. One 
implementation provides help center features, support fea 
tures, and customer service features for a user dialing in to a 
host computer system that provides information services, 
such as the services provided by America Online, Inc. 
(“AOL”). Note that the words help, support, and service, as 
well as terms involving these words, are used interchangeably 
through this disclosure. The user computer system and the 
host computer system each include software components 
communicating with each other over a communication link. 
After securing the user’s authorization, the software compo 
nent on the user computer system acquires information about 
the components on the user system, and sends this informa 
tion to the host computer system. The host computer system 
uses the component information in searching a database of 
partnering service providers to identify and select which 
potential service provider may be able to offer support or help 
to the user. A service provider is a provider of help, support, 
or service, and examples of service providers include manu 
facturers, repair centers, sales centers, technical support call 
centers and other help centers, and integration specialists. 
After selecting a service provider, the host computer system 
accesses a database containing support information from the 
service provider that relates to one or more of the components 
on the user computer system. The host computer system then 
determines which piece of support information to communi 
cate to the user. 

[0034] As a result, the host computer system can provide 
the user with timely information relevant to the user computer 
system. Such information can include, for example, a notice 
of a software patch, a notice of an available discount on an 
upgrade, a notice that a more recent version of particular 
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software is available, or answers to frequently asked ques 
tions about installation or use of a particular component. 

[0035] The implementation allows either the user or the 
host computer system to initiate communication. The user 
can query the host computer system to get customer service 
for a particular component, such as a new modem that the user 

is having trouble installing or operating. The help or support 
can be provided electronically and automatically, that is, 
without human intervention other than the user, thus freeing 
up the limited resource of operators staf?ng a help center for 
a service provider, and allowing the host computer system to 
provide much of the help center service for more than one 
different service provider. Conversely, the implementation 
also allows the host computer system to initiate communica 
tion and provide the user with unsolicited support informa 
tion relating to components on the user computer system. 
This can prevent occurrence of problems at the user computer 
system. It can also provide a commerce opportunity for the 
service provider. The user may be provided an opportunity to 
opt out of such unsolicited support information messages. 

[0036] Accordingly, the implementation provides a back 
ground support feature at a user computer system that 
attempts to solve problems as, or before, the problems are 
experienced or otherwise perceived. The implementation 
searches the registry of the user computer system for various 
sub-optimal conditions, such as inef?cient modem settings, 
and either changes the conditions or alerts the user that the 
conditions are sub-optimal. Attempts by applications or the 
operating system to inform the user of particular errors are 
also captured. Such errors can include, for example, a failure 
to get a dial tone on a modem. The errors are either ?xed or a 

solution is suggested to the user. In this way, the user com 
puter system and particular applications run more ef?ciently 
and the user’s satisfaction is increased. 

[0037] The above implementation offers the additional 
advantage that the customer service is provided through an 
information services network. Such a network provides a 
base of customers, all typically having a periodic need for 
service for a variety of components. The network, and the 
application that interacts with the network, also offers users 
additional services beyond the support provided by an appli 
cation that is primarily a component support application, such 
as, for example, a utilities application. 

[0038] Referring to FIG. 1, a system 100 that implements at 
least one disclosed help center feature includes a user com 
puter system 105 coupled to a host computer system 110 over 
a communications link 115. The user computer system 105 
includes a user device 120 connected to a user controller 125 

by a wired or a wireless data pathway 130 capable of deliv 
ering data. The host computer system 110 includes a host 
device 135 connected to a host controller 140 by a wired or a 
wireless data pathway 145 capable of delivering data. 
[0039] The user device 120 (or the host device 135) is 
generally capable of executing instructions under the com 
mand of the user controller 125 (or the host controller 140). 
One example of a user device 120 is a device driver. 

[0040] The communications link 115 includes a delivery 
network 160 making a direct or an indirect communication 
link between the user computer system 105 and the host 
computer system 110, irrespective of physical separation. 
The communications link 115 includes communication path 
ways 150, 155 that enable communications through the deliv 
ery network 160. 
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[0041] Referring to FIG. 2, another system 200 that imple 
ments at least one disclosed help center feature includes a user 

computer system 205 coupled to a host computer system 210 
over a communications link 215. The system 200 also 
includes a service provider computer system 220 coupled to 
the user computer system 205 over a communications link 
230 and coupled to the host computer system 210 over a 
communications link 240. 

[0042] The user computer system 205 is analogous to the 
user computer system 105. The host computer system 210 
and the service provider computer system 220 are each analo 
gous to the host computer system 110. The communications 
links 215, 230, 240 are each analogous to the communica 
tions link 115. 

[0043] Referring to FIG. 3, a user computer system 305 is 
an example of the user computer system 105 of FIG. 1. The 
user computer system 305 includes a user device 320 that is 
analogous to the user device 120 and a user controller 325 that 
is analogous to the user controller 125. The user controller 
325 controls the user device 320. 

[0044] The user device 320 includes a general purpose 
computer 370 having an internal or external storage 372 for 
storing data and programs such as an operating system 374 
(for example, DOS, WindoWs®, Windows@ 95, Windows@ 
98, Windows@ 2000, Windows@ NT, Windows@ Millen 
nium Edition, Windows@ XP, OS/2, or Linux) and one or 
more application programs. Examples of application pro 
grams include authoring applications 376 (for example, Word 
processing programs, database programs, spreadsheet pro 
grams, presentation programs, or graphics programs) capable 
of generating documents or other electronic content; client 
applications 378 (for example, AOL user, CompuServe user, 
AIM user, AOL TV user, or ISP user) capable of communi 
cating With other computer users, accessing various computer 
resources, and vieWing, creating, or otherWise manipulating 
electronic content; and broWser applications 380 (for 
example, Netscape’s Navigator or Microsoft’s Internet 
Explorer) capable of rendering standard Internet content. 
[0045] The general-purpose computer 370 also includes a 
central processing unit 382 (“CPU”) for executing instruc 
tions in response to commands from the user controller 325. 
In one implementation, the user controller 325 includes one 
or more of the application programs installed on the internal 
or external storage 372 of the general-purpose computer 370. 
In another implementation, the user controller 325 includes 
application programs externally stored in and executed by 
one or more device(s) external to the general-purpose com 
puter 370. 
[0046] The general-purpose computer 370 includes a com 
munication device 384 for sending and receiving data over, 
for example, communications link 115, and a television 
(“TV”) tuner 386 for receiving television programming. As a 
result, the user device 320 can selectively and/or simulta 
neously display netWork content received by the communi 
cation device 384 and television programming content 
received by the TV tuner 386. The general -purpose computer 
370 also includes an input/output interface 388 to enable a 
Wired or a Wireless connection to various peripheral devices 
390. Examples of peripheral devices 390 include a mouse 
391, a mobile phone 392, a personal digital assistant 393 
(“PDA”), a keyboard 394, a display monitor 395 With or 
Without a touch screen input, a TV remote control 396, a 
printer 397, and a video camera 398. 
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[0047] FIGS. 4-6 shoW processes 400, 500, and 600 for 
providing customer service. The processes 400, 500, and 600 
can be implemented by, for example, one of the systems 100, 
200, and 305 in FIGS. 1-3. The processes 400, 500, and 600 
are explained beloW, and implementations of each process are 
described. 
[0048] Referring to FIG. 4, the process 400 includes 
accessing a component identi?cation item (410). The com 
ponent identi?cation item can be accessed for a variety of 
reasons. For example, a user, an application, or an operating 
system may request help, support, or some other type of 
service; an application or another system may determine that 
some service is neededbased on, for example, user actions; or 
an application or another system may initiate the process 400 
based on, for example, a timer, Without any indication that 
some service is needed. 

[0049] A component identi?cation item identi?es a com 
ponent of a target computer system. The identi?cation can be 
general or speci?c. For example, if the component is a printer, 
the component identi?cation item can merely indicate that the 
component is a peripheral or a printer, or the component 
identi?cation item can indicate more speci?c information 
such as, for example, a manufacturer, a model number, or a 
con?guration setting. A component identi?cation item can be 
implemented, for example, as a data element having ?elds for 
information about the component, such as component type, 
manufacturer, and model number or version. 
[0050] Accessing a particular item, such as, for example, a 
component identi?cation item (410), refers to any process of 
obtaining, reading, or receiving the item. For example, an 
item can be accessed by reading the item from a memory, 
receiving the item from a keyboard buffer or other input 
device, receiving a transmitted item, or requesting the item. 
Accessing a component identi?cation item (410) can include, 
for example, scanning a target computer system to determine 
component information, accessing a pro?le of a computer 
system, or querying a user or device to supply component 
information. To facilitate providing customer service, a user 
may pre-authoriZe access to information on, at, or through the 
user computer system by scanning or otherWise. 
[0051] At least one, but less than all, of several available 
service providers is selected based on the accessed compo 
nent identi?cation item (420). Such selection may be made 
from among multiple available service providers, Which may 
include manufacturers, distributors, repair centers, sales cen 
ters, and help centers related to the accessed component iden 
ti?cation item. The available service providers may be indi 
cated in a variety of Ways, such as, for example, by 
maintaining a list or other record. Thus, if the component 
identi?cation item indicates that the component is a printer 
manufactured by Hewlett-Packard, and Hewlett-Packard is 
one of the available service providers, then Hewlett-Packard 
may be selected. 

[0052] At least one component support item is accessed 
(430). A component support item relates to support of a 
component identi?ed by the component identi?cation item, 
Where the support is intended to be bene?cial or relevant to a 
user of the component, Whether or not the user perceives the 
support or its effects. For example, a component support item 
supporting a Hewlett-Packard printer can include an adver 
tisement, a recall notice, and a notice of a softWare patch 
available for a particular device driver or the patch itself. A 
component support item can be implemented, for example, as 
a data element having a header identifying the component 
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being supported and having a body containing the support 
information (for example, the advertisement or notice). The 
data element may also have a ?eld indicating one or more 
service providers associated With the component support 
item. For example, if the body of the data element includes an 
advertisement for a Hewlett-Packard printer, then service 
providers such as Hewlett-Packard and any independent retail 
centers honoring the advertised offer may be associated With 
the component support item. 
[0053] Accessing the one or more component support items 
(430) can be based on a service provider that has been 
selected (420). For example, before accessing a component 
support item, it can be veri?ed that the component support 
item relates to a service provider that has been selected. 
Further, the component support item can be selected from 
among several potential component support items represent 
ing support for different components by different service 
providers. For example, a system may maintain a database of 
component support items With an entry for each component 
support item. The database may contain a ?eld for the com 
ponent(s) being supported by a component support item, a 
?eld for the service provider(s) associated With the compo 
nent support item, and one or more ?elds describing the 
support. The entries may be retrievable and searchable using 
these or other ?elds. One such database may include a data 
base entry With the component ?eld containing “printer,” a 
service provider ?eld containing “Hewlett Packard,” and a 
support ?eld containing an advertisement for toner cartridges. 

[0054] A geographic indicator also may be accessed (440). 
The geographic indicator provides geographic information 
on, for example, the target computer system, the identi?ed 
component of the target computer system, or a user of the 
target computer system. In an implementation involving a 
user connecting to a host computer system by dialing in or 
otherWise, the geographic indicator can include, for example, 
geographic information relating to user interest or usage, such 
as, for example, geographic information indicating the area 
from Which the user connected to the host system, geographic 
information detected from usage, or geographic information 
from a user pro?le. A host computer system that alloWs users 
to connect through one of many front end machines, With 
each machine being referred to as a point of presence 
(“POP”), may track that information. For example, a user in 
Washington, DC. may connect to a national netWork using a 
local call to a POP in, for example, Washington, DC. or 
Arlington, Va., and the host computer system may retain this 
information. Furthermore, geographic information may be 
gleaned from user activities during registration of softWare or 
devices, during entry of data With respect to e-commerce 
activities or other local or remote electronic interfaces pre 
sented to the user, or during other user manipulation of a 
computer (for example, search activities). The user also can 
be directly queried either to provide or verify geographic 
information, and the user’s response can then be accessed. A 
user pro?le can contain geographic information such as, for 
example, area code, Zip code, city, or state. 
[0055] A support recommendation is determined based on 
one or more of the component identi?cation item, the com 
ponent support item(s), and the at least one selected service 
provider (450). Determining a support recommendation can 
include determining Whether a component support item (or 
Which of several component support items) relates to the 
identi?ed component and to one of the supported service 
providers. For example, if the identi?ed component is a 
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Hewlett-Packard printer of a particular model, a supported 
(that is, potentially selected) service provider is HeWlett 
Packard, and a component support item is an e-commerce 
advertisement that offers a discounted upgrade for current 
oWners of the particular model of Hewlett-Packard printer, 
then determining a support recommendation can include 
determining to advise the user of the advertised offer. 
[0056] Continuing With this example, selected service pro 
viders may also include a repair center, and accessed compo 
nent support items may also include an advertisement for 
toner cartridges. In this continuing example, determining a 
support recommendation can include determining to advise 
the user of one or both advertisements (the upgrade and the 
toner). The user might be advised of the toner offer if, for 
example, information is available indicating that the printer is 
loW on toner. The user might be advised of the upgrade offer 
if, for example, information is available indicating a user’s 
preference for a printer upgrade. As these examples indicate, 
determining a support recommendation can be based on addi 
tional information, can relate to multiple service providers 
and/or multiple component support items, and can involve 
selection of one or more of multiple available options. Fur 
ther, some implementations do not select a service provider 
and, therefore, the determination of a support recommenda 
tion is not based on a selected service provider. 
[0057] Determination of the support recommendation 
(450) also may be based on a geographic indicator if one Was 
optionally accessed (440). For example, the support recom 
mendation can include determining to advise the user of a sale 
at a sales center in a geographic location convenient to the 
user. Determining Whether tWo locations are convenient to 
one another may be done, for example, by comparing Zip 
codes, area codes, or cities. 
[0058] Optionally accessing a geographic indicator (440) 
may be performed at another point in the process 400. For 
example, a geographic indicator optionally can be accessed 
(440) before selecting a service provider (420). In such a case, 
the geographic indicator may be used in the selection of at 
least one service provider (420), such as, for example, by 
selecting a sales center that is near a user. Additionally or 
alternatively, a geographic indicator optionally can be 
accessed (440) before a component support item is accessed 
(430). In such a case, the geographic indicator may be used to 
access one or more component support items. For example, if 
there are no local service providers, then component support 
items offering an e-commerce opportunity may be accessed 
(430) rather than component support items offering Walk-in 
service. As these and other examples illustrate, the order in 
Which the operations are performed in this process 400 and 
the other processes discussed in this disclosure may vary and 
depends on the implementation. 
[0059] A support recommendation can be forWarded to a 
target or other computer system or user (460), and commu 
nicated at that target or other computer system or otherWise 
communicated to a user (470). If a support recommendation 
is determined at a host computer system, the support recom 
mendation can be forWarded to a target computer system and 
communicated, for example, using a display, a printer, an 
electronic mail message, an instant message, or a sound. Any 
method of communication that uses a computer can be 
referred to as electronic communication. 

[0060] Multiple support recommendations may be deter 
mined (450). For example, an implementation may determine 
a support recommendation (450) for each of multiple selected 




















