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ing experience includes: receiving a re-
quest to sell a product; negotiating a
service level agreement with the busi-
ness; receiving customer feedback on
the group buying experience: comput-
ing a customer satisfaction score for the
group buying experience representing a
degree of customer satisfaction; map-
ping the computed customer satisfac-
tion score to terms in the service level
agreement; and providing an instruc-
tion related to the customer satisfaction
score.

oooooj:;;y



WO 2013/063720 A1 |IIWAT 00TV VR0 00 0 AR

—  with amended claims and statement (Art. 19(1))

Published:
—  with international search report (Art. 21(3))



WO 2013/063720 PCT/CN2011/001850

APPLYING CUSTOMER FEEDBACK TO GROUP BUYING DEALS

CROSS-REFERENCE TO RELATED APPLICATIONS
[0001] None.

STATEMENT REGARDING FEDERALLY SPONSORED-RESEARCH OR
DEVELOPMENT
[0002]) None.

10 INCORPORATION BY REFERENCE OF MATERIAL SUBMITTED ON A
COMPACT DISC
[0003] None.

FIELD OF THE INVENTION
15 [0004] The invention disclosed broadly relates to the field of Internet

Services, and more particularly relates to the field of group buying on the Internet.

BACKGROUND OF THE INVENTION
[0001] The past several years have witnessed a boom in group buying
20  websites. Group-buying services are a booming Internet service, which has already
produced a market of billions of dollars each year and is still expanding very
rapidly. Millions of people are making purchases with great discounts through these
shopping websites. Group buying can be seen as a new kind of online advertising or
promotion method, supplementary to the traditional Internet advertising methods
25  (such as paid search and display ad). As compared with paid search or display ad,
the group buying service is particularly useful for and welcomed by local small and
medium businesses. The leading group buying websites like Groupon and

LivingSocial make billions of dollars every year with revenues increasing at a fast
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rate.
[0002]) A group buying deal generally involves three parties. These parties
are: 1) businesses (sellers); 2) customers (buyers); and 3) service providers or
trading platforms (i.e., group buying websites). In a typical case, a business agrees to
5  offer a product or service at a heavily discounted price; the deal is then announced
by a trading platform via its website, third-party social media, or other
communication channels; and a customer who receives the announcement may
decide to take the deal. Typically, the deal will go into effect if the number of
customers deciding to take the deal exceeds a predefined minimum number, as in
10 Groupon, where the deal is considered "tipped" when the number of prospective
buyers reaches a minimum. Once a deal is "tipped” the bargain price is offered
(generally at a deep discount).
[0003] All three parties can benefit from a good group buying deal. The
customers receive a product or service at a very low price, thus saving money. The
15  trading platforms benefit from a commission offsetting a percentage of the seller's
sales revenue. The business promotes its products or services and increases sales
from returning customers.
[0004] In a group buying scenario, there exists a strong incentive to offer
good bargains. Bad deals can hurt all parties involved. All three parties can be
20  jeopardized as a result of a bad deal: the customers receives low-quality products or
services; the trading platform acquires a bad reputation because of false advertising
and ultimately loses customers; and the business damages its reputation and can lose
existing customers. In most cases, a business will deliver the same-quality product
or service delivered to full-price customers to its group buying customers, and
25  achieve a triple win.
[0005] However, in spite of the strong incentive to offer good deals, some
bad deals are offered. The reasons are various. For one example, a business may

underestimate the power of group buying and get acquire more initial customers
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than it can service. In this case, the business may unintentionally alienate these new

customers. For another example, a business may underestimate the negative impact

of unsatisfactory group-buying customers to its reputation and fail to adequately

regulate their quality control, thereby delivering a low-quality product or service.

5 And in an extreme case, the trading platform may be maliciously utilized by
swindlers in order to cheat customers.

[0006] The group buying phenomenon is still in a growth stage, spreading

quickly to take up market share. As yet, there are no reliable methods in place to

ensure the sustainable development of the group buying market. Thus, there is a

10 need for a system and method to address the sustainability and consumer

satisfaction of group buying sites.

SUMMARY OF THE INVENTION

[0007] This invention recognizes that the customer satisfaction is essential to
15  a successful group buying market and introduces a method for guaranteeing and

improving user satisfaction with group-buying deals. The method and mechanisms

disclosed in this invention are very useful for boosting the sustainable development

of the group buying business.

[0008] Briefly, according to an embodiment of the invention a method
20  includes steps or acts of: receiving a request to sell a product; negotiating a service

level agreement with the business; receiving customer feedback on the group buying

experience; computing a customer satisfaction score for the group buying experience

representing a degree of customer satisfaction; mapping the computed customer

satisfaction score to terms in the service level agreement; and providing an

25  instruction related to the customer satisfaction score.

[0009] According to another embodiment of the present invention, a system
for performing group purchase transactions includes: an information processor

configured for implementing the method of ensuring the quality of a group buying
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experience.

{0010] According to another embodiment of the present invention, a
computer program product includes computer-executable instructions that enable a
computer to perform the method steps of ensuring the quality of a group buying

experience.

[0011] The method can also be implemented as machine executable
instructions executed by a programmable information processing system or as hard
coded logic in a specialized computing apparatus such as an application-specific

integrated circuit (ASIC).
BRIEF DESCRIPTION OF THE SEVERAL VIEWS OF THE DRAWINGS

[0012] To describe the foregoing and other exemplary purposes, aspects, and
advantages, we use the following detailed description of an exemplary embodiment
of the invention with reference to the drawings, in which:

[0013] FIG. 1 is a high level block diagram showing an information
processing system configured to operate according to an embodiment of the present
invention; and

{0014] FIG. 2 is a simplified depiction of the process flow among the three
entities involved in a group buying scenario, according to an embodiment of the

present invention;

[0015] FIG. 3 is a flowchart of a method according to another embodiment
of the invention; and

[0016] FIG. 4 shows a mapping between an SLA and a customer feedback
survey.

[0017] While the invention as claimed can be modified into alternative

forms, specific embodiments thereof are shown by way of example in the drawings

and will herein be described in detail. It should be understood, however, that the
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drawings and detailed description thereto are not intended to limit the invention to
the particular form disclosed, but on the contrary, the intention is to cover all

modifications, equivalents and alternatives falling within the scope of the present

invention.
5
DETAILED DESCRIPTION
[0018] Before describing in detail embodiments that are in accordance with

the present invention, it should be observed that the embodiments reside primarily in
combinations of method steps and system components related to systems and

10 methods for placing computation inside a communication network. Accordingly, the
system components and method steps have been represented where appropriate by
conventional symbols in the drawings, showing only those specific details that are
pertinent to understanding the embodiments of the present invention so as not to
obscure the disclosure with details that will be readily apparent to those of ordinary

15  skill in the art having the benefit of the description herein. Thus, it will be
appreciated that for simplicity and clarity of illustration, common and well-
understood elements that are useful or necessary in a commercially feasible
embodiment may not be depicted in order to facilitate a less obstructed view of these
various embodiments.

20 [0019] The present invention is described below with reference to flowchart
illustrations and/or block diagrams of methods, apparatus (systems) and computer
program products according to embodiments of the invention. It will be understood
that each block of the flowchart illustrations and/or block diagrams, and
combinations of blocks in the flowchart illustrations and/or block diagrams, can be

25 implemented by computer program instructions. These computer program
instructions may be provided to a processor of a general purpose computer, special
purpose computer, or other programmable data processing apparatus to produce a

machine, such that the instructions, which execute via the processor of the computer
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or other programmable data processing apparatus, create means for implementing

the functions/acts specified in the flowchart and/or block diagram block or blocks.

[0020] These computer program instructions may also be stored in a
computer-readable medium that can direct a computér or other programmable data
5  processing apparatus to function in a particular manner, such that the instructions
stored in the computer-readable medium produce an article of manufacture including
instruction means which implement the function/act specified in the flowchart
and/or block diagram block or blocks.
(0021] The computer program instructions may also be loaded onto a
10 computer or other programmable data processing apparatus to cause a series of
operational steps to be performed on the computer or other programmable apparatus
to produce a computer implemented process such that the instructions which execute
on the computer or other programmable apparatus provide processes for
implementing the functions/acts specified in the flowchart and/or block diagram
15  block or blocks.
{0022] The flowchart and block diagrams in the figures illustrate the
architecture, functionality, and operation of possible implementations of systems,
methods and computer program products according to various embodiments of the
present invention. In this regard, each block in the flowchart or block diagrams may
20  represent a module, segment, or portion of code, which comprises one or more
executable instructions for implementing the specified logical function(s). It should
also be noted that, in some alternative implementations, the functions noted in the
block may occur out of the order noted in the figures. For example, two blocks
shown in succession may, in fact, be executed substantially concurrently, or the
25 blocks may sometimes be executed in the reverse order, depending upon the
functionality involved. It will also be noted that each block of the block diagrams
and/or flowchart illustration, and combinations of blocks in the block diagrams

and/or flowchart illustration, can be implemented by special purpose hardware-
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based systems that perform the specified functions or acts, or combinations of
special purpose hardware and computer instructions.

[0023] We describe a solution to address the inadequacies of the group
buying scenario, as presented earlier. Qur solution puts a mechanism in place to

5 guarantee and/or improve the quality of group buying deals. With such mechanisms,
the benefits of all three parties involved in a group buying deal are protected, which
are essential for building a healthy group-buying ecosystem and boosting the group-
buying business.

[0024] Advantages of the Invention.

10 [0025] First, the method for improving the quality of group buying deals
points out an important problem facing current group buying markets; namely, how
to guarantee/improve customer satisfaction in online group buying. This is deemed
to be essential to the sustainable development of the business.

[0026] Second, the method addresses the problem with a set of mechanisms

15  to push the business to provide the best quality product or service for the group-
buying customers, thus leading to a triple-win situation.

[0027] Third, the method emphasizes the protection of customers who
benefit by leveraging a set of incentive and refund mechanisms. Satisfied customers
are the foundation for a healthy group buying market.

20 [0028] Fourth, the method pi’otects the benefit of good businesses by
rewarding them with a lower commission and a higher payment. Meanwhile, the
method builds a healthy market environment by penalizing bad deals and finally
banning the bad businesses.

[0029] Fifth, the method also protects the benefit of the trading platform by

25  ensuring the happiness of customers and businesses, which will bring more deals
and users to the trading platform.

[0030] In our discussion of the method for guaranteeing and/or improving

the quality of group buying deals, we initiate a reward and penalty mechanism for
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stimulating businesses to deliver high-quality products or services. The mechanism
computes a degree of customer satisfaction based on customer reviews and feedback
to a group buying deal. According to the computed degree of customer satisfaction,
a reward or penalty to the Business is applied. The method also involves an incentive

5 mechanism for encouraging customers to provide feedback, as well as some other
auxiliary mechanisms, which will be described in detail.

[0031] The system for improving the quality of group buying deals.

{0032} Referring now specifically to the drawings and to FIG. 1 in
particular, there is shown a high-level block diagram illustrating an information

10 processing system 100 upon which an embodiment of the present invention may be
implemented. System 100 includes a bus 102 or other communication mechanism
for communicating information, and one or more processors, such as processor
device 104 coupled with bus 102 for processing information. System 100 also
includes a main memory 106, such as a random access memory (RAM) or other

15 dynamic storage device, coupled with bus 102 for storing information and
instructions to be executed by processor device 104 for carrying out the steps in the
flow chart of FIG. 2.

[0033] Memory 106 stores logic for performing the method steps discussed
with respect to FIG. 2. Memory 106 can also store the algorithms 138 and

20  computations for applying customer feedback and customer rewards.

[0034) Main memory 106 also may be used for storing temporary variables
or other intermediate information during execution of instructions to be executed by
process device 104. System 100 further includes, inter alia, a read only (ROM)
memory 108 or other static storage device, coupled with bus 102 for storing static

25  information and instructions for processor device 104. A storage device 110, such
as a magnetic disk or optical disk, is provided and coupled with bus 102 for storing
information and instructions.

[0035] In an embodiment of the present invention, computer system 100 is
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used for implementing the mechanisms for ensuring the quality of the group buying
experience. According to one embodiment of the invention, the customer feedback
validation is provided by system 100 in response to processor device 104 executing
one or more sequences of one or more instructions contained in memory 106.

5 [0036] System 100 also includes a communication interface 118 providing a
two-way communication coupling with a network link 120 for interoperability with
a server or servers 130. Examples of a communications interface 118 may include a
modem, a network interface (such as an Ethernet card), a communications port, a
PCMCIA slot and card, etc. Software and data transferred via communications

10 interface 118 are in the form of signals which may be, for example, electronic,
electromagnetic, optical, or other signals capable of being received by
communications interface 118. These signals are provided to communications
interface 118 via a communications path (i.e., channel). The communications
interface 118 further is enabled to receive input 140 (customer feedback) from the

15  group buying customers. Input 140 such as customer feedback and the Service
Level Agreement is received through the interface 118.

[0037] Network link 120 typically provides data communication through one
or more networks to other devices. Network link 120 may provide a connection
through a local network or to web browser providing access, through the Internet.

20  [0038] The group buying process flow.

[0005] The present invention will now be described with respect to FIGS. 2,
3, and 4 which are block diagrams and flowchart illustrations of embodiments of the
present invention. It will be understood that each block of the flowchart illustrations
and/or block diagrams, and combinations of blocks in the flowchart illustrations

25  and/or block diagrams, can be implemented by computer program instructions.

[0039] FIG. 2 shows the process flow among the three main entities involved

in a group buying paradigm. The Trading Platform 210 receives a request from the

Business 240 to offer goods and/or services for sale on a group buying website. The
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Trading Platform 210 in turn negotiates with the Business 240 to set up guidelines
for providing and delivering the goods and/or services offered for sale. The result of
this negotiation is the Service Level Agreement 260. The Business 240 then sets up
the group buying deal using the Trading Platform 210. Customers 250 view the
5  group buying site and bid on and/or purchase the products offered for sale by the
Business 240. Note that the term "product” as used herein can refer to both tangible

goods (shoes, bicycles) and services (massages, haircuts).

[0040] The method for promoting a quality group buying experience.
[0041] The disclosed method includes:
10 [0042] 1) a mechanism for negotiating a SLA (Service Level Agreement)

between the business and the trading platform for a specific group buying deal;
[0043] 2) a mechanism for customers to provide feedback about a group
buying dea! and a corresponding customer incentive mechanism;
[0044] 3) a mechanism for computing the degree of customer satisfaction
15 based on customer feedback;
[0045] 4) a mechanism for rewarding/penalizing a business according to the
negotiated SLA and the computed degree of customer satisfaction; and
[0046] 5) a mechanism for refunding customers for low-quality deals.
[0047] In addition, the method according to an embodiment of the invention
20 also includes the existing mechanisms for implementing group buying deals, e.g.,
for the business to publish a deal to the trading platform, and for the customer to buy
a deal from the trading platform.
[0048] With reference now to FIG. 3 we show a flowchart 300 of an
embodiment according to the present invention. The method steps described here are
25 discussed from the point of view of the Trading Platform 210. The first step 302
involves negotiating the Service Level Agreement (SLA) 260. In this step, the
Trading Platform 210 negotiates with the Business 240 conceming the quality of

products or services to be delivered to Customers 250 in a group buying deal,
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resulting in an executed SLA 260. The purpose is to cause (or push) the Business
240 to deliver high-quality products or services to the group-buying Customers 250
and prevent unethical businesses from deceiving customers. Typically, the
negotiated SLA 260 will specify the amount of payment that the Business 240 can

5 ultimately receive from the group-buying deal according to different levels of
quality. The higher the quality level, the more the payment.

[0049] The SLA 260 will also specify other terms and conditions of the sale.
For example, the SLA 260 may disclose terms describing the expected quality of the
product and/or the expected delivery of the product. For example, in a group buying

10 deal where the Business 240 is a restaurant and the product is a discounted meal, the
SLA 260 may mandate that the meal offered for sale on the Trading Platform 210 is
expected to be of the same quality as the same meal served in the restaurant outside
of the group buying deal. Things such as portion size and whether or not dessert is
provided can be specified. Also, the SLA 260 may mandate the manner in which

15  the product is delivered. This can involve the type of packaging for the product,
whether or not the product is delivered assembled, and delivery fees.

[0050] Note that fees paid by group-buying Customers 250 are usually
charged by the Trading Platform 210, and a portion of the fees is then transferred to
the Business 240 according to a negotiated ratio. Under the guidance of the SLA

20 260, the Business 240 will try to deliver the best service in order to get a larger share
of the payment. Because the Trading Platform 210 acts as an intermediary, it will
refund Customers 250 a sum of money for low-quality or bad deals. In an optional
step 304, the Trading Platform 210 may ask a Business 240 to pay a sum of
guarantee money in order to prevent malicious deals, much like a security deposit is

25 used today. The guarantee money may be a percentage of expected sales or some
other amount negotiated between the Business 240 and the Trading Platform 210.

[0051] In step 306 the group buying program is implemented by the Trading
Platform 210. The group buying program proceeds for a negotiated length of time at
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the negotiated terms. Next, in step 308 customer feedback is sought. The quality
level of a deal is measured according to the feedback of Customers 250 who have
participated in the deal. The customer feedback may include numerical ratings on
various aspects of the group buying experience, and on the whole experience. The
5 feedback may also include textual comments. Ideally the interface for the
Customers 250 to provide the feedback is organized in such a manner that the
negotiated terms of the SLA 260 are presented as interrogatories.
[0052] The customer feedback can be in various forms. For example, in a
very simple case, a 5-star rating system can be used with each customer providing a
10 rating between 1 (or zero) and 5 to reflect her/his overall satisfaction with the deal.
See the customer satisfaction survey 420 of FIG. 4 reflecting a mapping 430 of the
negotiated terms of the SLA 260. The average rating is then computed based on all
feedback ratings. In a case where no feedback is received from some customers, a
default rating is used in the average rating calculation. Because the customers who
15  don't provide feedback are usually known to be happy customers, the default rating
can be set to a large value, such as 4 or 5 out of 5. It should be noted that the
customer satisfaction survey 420 of FIG. 4 is provided here as an example and to
show one embodiment of a forum wherein Customers 250 are able to provide
feedback on the group buying experience. The customer satisfaction survey can be
20  implemented in different formats within the spirit and scope of the invention.
[0053] Correspondingly, the SLA 260 may contain negotiated terms mapped
to customer satisfaction such as “if the average overall satisfaction score is above 4,
the negotiated lowest commission rate will be applied,” or “if the average overall
satisfaction score is below 2, the customers will be fully refunded and the security
25  deposit will not be returned.” In this manner a customer satisfaction score can be
easily mapped to a term in the SLA 260. Of course, more complicated customer
feedback forms can be used in a real system and the terms in the SLA 260 can be

more complicated to cover various fine-grained conditions. For example, bestdes the
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overall satisfaction rating, a Customer 250 can be asked to rate various
aspects/features of the deal, e.g. food, ambience, service, and value for a restaurant
deal. Correspondingly, a term in the SLA 260 can cover the average satisfaction
score for the various aspects.

5  [0054] Customers 250 are not always willing to provide feedback. In order
to encourage Customers 250 to provide feedback, a customer incentive may be
offered. In order to stimulate Customers 250 to provide feedback, the Trading
Platform 210 may provide some incentives to Customers 250 who provide feedback.
The incentive may be electronic money (e-money), which can be used to purchase

10 future deals, and/or a virtual symbol of reputation in the online customer
community. Other incentives are contemplated within the spirit and scope of the
invention.

[0055]) Once the customer feedback from multiple Customers 250 has been
received and aggregated, in step 310 the Trading Platform 210 performs a Customer

15  Satisfaction Computation. According to the customer feedback, a customer
satisfaction degree will be computed and mapped to an item in the negotiated SLA
260, which will be used to reward or penalize the Business 240. As not all the
Customers 250 participate in providing feedback, and some dishonest Customers
250 may provide false feedback, the customer satisfaction computation may utilize

20 some complicated. methods in order to derive an accurate estimation of the actual
customer satisfaction. Note that there may also exist a mechanism for the Business
240 to prove that the actual customer satisfaction should be higher than the
estimated one. This may involve a third-party survey of a set of randomly sampled
Customers 250 by some sophisticated statistical methods.

25 [0056] Lastly, in step 312 we apply rewards and penalties, as appropriate.
The Business 240 can be rewarded or penalized according to the quality level of
delivered service or product. The reward and penalty are typically fulfilled in the

form of the final payment that is received by the Business 240. The higher the
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quality level, the greater the payment. Besides, the historical behaviors of a Business
240 will be recorded and visible to future Customers 250, which may have a heavy
impact on the reputation of the Business 240.
[0057] Cus;omer Refund: The Trading Platform 210 will refund the
5 Customers 250 a sum of money for any low-quality or bad deals. The refund is
usually less than or equal to what a customer has paid for the deal. In some cases,
the Trading Platform 210 may refund a small sum of money additionally as a self-
penalty for a bad deal to show its sincerity to customers.
[0058] As will be appreciated by one skilled in the art, the present invention
10 may be embodied as a system, method or computer program product. Accordingly,
the present invention may take the form of an entirely hardware embodiment, an
entirely software embodiment (including firmware, resident software, micro-code,
etc.) or an embodiment combining software and hardware aspects that may all
generally be referred to herein as a "circuit,” "module” or "system." Furthermore, the
15  present invention may take the form of a computer program product embodied in
any tangible medium of expression having computer-usable program code embodied
in the medium.
[0059] Any combination of one or more computer usable or computer
readable medium(s) may be utilized. The computer-usable or computer-readable
20  medium may be, for example but not limited to, an electronic, magnetic, optical,
electromagnetic, infrared, or semiconductor system, apparatus, device, or
propagation medium. More specific examples (a non-exhaustive list) of the
computer-readable medium would include the following: an electrical connection
having one or more wires, a portable computer diskette, a hard disk, a random
25  access memory (RAM), a read-only memory (ROM), an erasable programmable
read-only memory (EPROM or Flash memory), an optical fiber, a portable compact
disc read-only memory (CD-ROM), an optical storage device, a transmission media

such as those supporting the Internet or an intranet, or a magnetic storage device.
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Note that the computer-usable or computer-readable medium could even be paper or
another suitable medium upon which the program is printed, as the program can be
electronically captured, via, for instance, optical scanning of the paper or other
medium, then compiled, interpreted, or otherwise processed in a suitable manner, if

5 necessary, and then stored in a computer memory. In the context of this document, a
computer-usable or computer-readable medium may be any medium that can
contain, store, communicate, propagate, or transport the program for use by or in
connection with the instruction execution system, apparatus, or device. The
computer-usable medium may include a propagated data signal with the computer-

10 usable program code embodied therewith, either in baseband or as part of a carrier
wave. The computer usable program code may be transmitted using any appropriate

medium, including but not limited to wireless, wireline, optical fiber cable, or RF.

[0060] Therefore, while there has been described what is presently
considered to be the preferred embodiment, it will understood by those skilled in the
15 art that other modifications can be made within the spirit of the invention. The above
description(s) of embodiment(s) is not intended to be exhaustive or limiting in
scope. The embodiment(s), as described, were chosen in order to explain the
principles of the invention, show its practical application, and enable those with
ordinary skill in the art to understand how to make and use the invention. It should
20  be understood that the invention is not limited to the embodiment(s) described
above, but rather should be interpreted within the full meaning and scope of the
appended claims.
{0061] We claim:
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CLAIMS:

1. A method ensuring a quality of a group buying experience, said method
comprising:
using a processor device configured to perform:

receiving a request from a business to sell a product;

negotiating a service level agreement with the business, said service
level agreement providing conditions of the sale of the product, including terms
related to an expected level of quality of the product, and an expected level of
efficiency in provision of the product;

receiving customer feedback on the group buying experience;

computing at least one customer satisfaction score for the group
buying experience, wherein said customer satisfaction score represents a degree of
customer satisfaction;

mapping the at least one customer satisfaction score to at least one
term in the service level agreement; and

providing an instruction related to the customer satisfaction score.

2. The method of claim 1 further comprising a step of receiving a security deposit
from the business as part of the service level agreement, said security deposit

retained to provide a refund to a customer when necessary.
3. The method of claim 1 wherein providing the instruction comprises directing

the business to provide a refund to the customer as a result of a low customer

satisfaction score.

4. The method of claim 1 wherein providing the instruction comprises

providing a reward to the business as a result of a high customer satisfaction score.
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5. The method of claim 1 wherein providing the instruction comprises

providing a penalty to the business as a result of a low customer satisfaction score.

6. The method of claim 1 further comprising providing an incentive for the

customer to provide feedback.

7. The method of claim 1 further comprising providing an interface to
customers wherein said customers provide feedback on the group buying

experience.

8. The method of claim 7 wherein questions provided in the interface are

mapped to terms in the service level agreement.

9. A system ensuring a quality of a group buying experience comprising:
a memory storing instructions;
a processor device operably coupled with the memory, said processor device
configured to perform:
receiving a request from a business to sell a product;
negotiating a service level agreement with the business, said service
level agreement providing conditions of the sale of the product, including terms
related to an expected level of quality of the product, and an expected level of
efficiency in provision of the product;
receiving customer feedback on the group buying experience;
computing at least one customer satisfaction score for the group
buying experience, representing a degree of customer satisfaction;
mapping the at least one customer satisfaction score to at least one
term in the service level agreement; and

providing an instruction related to the customer satisfaction score.
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10. The system of claim 9 further comprising:
an interface for customers to provide feedback on the group buying

experience.

I'1. The system of claim 10 wherein questions provided in the interface are mapped.

to terms in the service leve! agreement.

12. The system of claim 9 wherein the processor device is further configured to
receive a security deposit from the business as part of the service level agreement,

said security deposit retained to provide a refund to a customer when necessary.
13. The system of claim 9 wherein providing the instruction comprises directing
the business to provide a refund to the customer as-a result of a low customer

satisfaction score.

14.  The system of claim 9 wherein providing the instruction comprises providing

a reward to the business as a result of a high customer satisfaction score.

15.  The system of claim 9 wherein providing the instruction comprises imposing

a penalty to the business as a result of a low customer satisfaction score.
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16. A computer program product comprising a non-transitory computer readable
medium including computer-executable instructions that when executed, cause a
computer to perform:

receiving a request from a business to sell a product;

negotiating a service level agreement with the business, said service level
agreement providing conditions of the sale of the product, including terms related to
an expected level of quality of the product, and an expected level of efficiency in
provision of the product;

receiving customer feedback on the group buying experience;

computing at least one customer satisfaction score for the group buying
experience, wherein said customer satisfaction score represents a degree of customer
satisfaction;

mapping the at least one customer satisfaction score to at least one term in
the service level agreement; and

providing an instruction related to the customer satisfaction score.

17.  The computer program product of ¢laim 16 further comprising:
activating an interface for customers to provide feedback on the group

buying experience.

. 18.  The computer program product of claim 17 wherein questions provided in

the interface are mapped to terms in the service level agreement.
19.  The computer program product of claim 17 wherein the instructions

comprise imposing a penalty on the business as a result of a low customer

satisfaction score.
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Il 20. The computer program product of claim 17 further comprising receiving a
2 security deposit from the business as part of the service level agreement, said

3 security deposit retained to provide a refund to a customer when necessary.
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AMENDED CLAIMS
received by the International Bureau on 04 March 2013 (04.03.2013)

1. A method ensuring a quality of a group buying experience, said method
comprising:
using a processor device configured to perform:
receiving a request from a business to sell a product;
negotiating a service level agreement with the business, said service
level agreement providing conditions of the sale of the product, said conditions
comprising:
terms related to an expected level of quality of the product;
an expected level of efficiency in provision of the product;
and
an amount of payment the business can ultimately receive
from the sale of the product based on a reported level of quality;
receiving customer feedback on the group buying experience;
computing at least one customer satisfaction score for the group
buying experience, wherein said customer satisfaction score represents a degree of
customer satisfaction;
mapping the at least one customer satisfaction score to at least one
term in the service level agreement; and

providing an instruction related to the customer satisfaction score.

2. The method of claim 1 further comprising a step of receiving a security deposit
from the business as part of the service level agreement, said security deposit

retained to provide a refund to a customer when necessary.

3. The method of claim 1 wherein providing the instruction comprises directing
the business to provide a refund to the customer as a result of a low customer

satisfaction score.

21
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4. The method of claim 1 wherein providing the instruction comprises

providing a reward to the business as a result of a high customer satisfaction score.

5. The method of claim 1 wherein providing the instruction comprises

providing a penalty to the business as a result of a low customer satisfaction score.

6. The method of claim 1 further comprising providing an incentive for the

customer to provide feedback.

7. The method of claim 1 further comprising providing an interface to
customers wherein said customers provide feedback on the group buying
experience.

l .
8. The method of claim 7 wherein questions provided in the interface are

mapped to terms in the service level agreement.

9. A system ensuring a quality of a group buying experience comprising:
a memory storing instructions;
a processor device operably coupled with the memory, said processor device
configured to perform:
receiving a request from a business to sell a product;
negotiating a service level agreement with the business, said service
level agreement providing conditions of the sale of the product, said conditions
comprising:
terms related to an expected level of quality of the product;
an expected level of efficiency in provision of the product;
and l
an amount of payment the business can ultimately receive

from the sale of the product based on a reported level of quality;

22
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receiving customer feedback on the group buying experience;

computing at least one customer satisfaction score for the group
buying experience, répresenting a degree of customer satisfaction;

mapping the at least one customer satisfaction score to at least one
term in the service level agreement; and

providing an instruction related to the customer satisfaction score.

10. The system of claim 9 further comprising:
an interface for customers to provide feedback on the group buying

experience.

11. The system of claim 10 wherein questions provided in the interface are mapped
to terms in the service level agreement.

12. The system of claim 9 wherdin the processor device is further configured to
receive a security deposit from the business as part of the service level agreement,

said security deposit retained to provide a refund to a customer when necessary.

13. The system of claim 9 wherein providing the instruction comprises directing
the business to provide a refund to the customer as a result of a low customer

satisfaction score.

14.  The system of claim 9 wherein providing the instruction comprises providing
a reward to the business as a result of a high customer satisfaction score.
15.  The system of claim 9 wherein providing the instruction comprises imposing

a penalty to the business as a result of a low customer satisfaction score.

i
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16. A computer program product comprising a non-transitory computer readable
medium including computer-executable instructions that when executed, cause a
computer to perform:
receiving a request from a business to sell a product;
negotiating a service level agreement with the business, said service level
agreement providing conditions of the sale of the product, said conditions
comprising:
terms related to an expected level of quality of the product;
an expected level of efficiency in provision of the product; and
an amount of payment the business can ultimately receive from the
sale of the product based on a reported level of quality;
receiving customer feedback on the group buying experience;
computing at least one customer satisfaction score for the group buying
experience, wherein said customer satisfaction score represents a degree of customer
satisfaction; ‘
mapping the at least one customer satisfaction score to at least one term in
the service level agreement; and’

providing an instruction related to the customer satisfaction score.

17. The computer program product of claim 16 further comprising:
activating an interface for customers to provide feedback on the group

buying experience.

18. The computer program product of claim 17 wherein questions provided in

the interface are mapped to terms in the service level agreement.

19.  The computer program product of claim 17 wherein the instructions
comprise imposing a penalty on the business as a result of a low customer

satisfaction score.

24
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1 20.  The computer program product of claim 17 further comprising receiving a
2 security deposit from the business as part of the service level agreement, said

3 security deposit retained to provide a refund to a customer when necessary.

25
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STATEMENT UNDER ARTICLE 19(1)

IN THE CI AIMS

Applicant is submitting amendments to claims 1, 9, and 16 of the above International
application. The difference between the claims as filed and the claims as. herein amended is that
claims 1, 9, and 16, as amended, now contain a further description of the conditions specified
in the service level agreement, namely "an amount of payment the business can ultimately
recejve from the sale of the product based on a reported level of quality.” Support for this claim

amendment can be found in paragraph [0048], page 11 of Applicant's ¢escription
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260

S

Service Level Agreement

I11. Terms and Conditions

A. Recommendation. If the recommendation score is above 3, then ... €. _

B. Value. If the average value perception score is above 3, then ... <
C. Ambience. If the average ambience score is above 3, then ... o,
D. Food Quality. If the average food quality score is above 3, then ... ¢

Overall Satisfaction. If average overall satisfaction score is above 3, ¢hen

430 one-to-one mapping

-~

Customer Satisfaction Survey

Please indicate your satisfaction by selecting a score between 1 and 5,
with 5 being the highest,

How would you rate your overall satisfaction with the meal?
How wouid you rate the quality of the food?

How would you rate the ambience of the restaurant?

How would you rate the overall value of the meal?

How likely are you to recommend this restaurant to a friend?
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00000 <

00000 "
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.

420 FIG- 4



INTERNATIONAL SEARCH REPORT

International application No.

PCT/CN2011/001850

A. CLASSIFICATION OF SUBJECT MATTER

G06Q 30/00 (2006.01)i
According to International Patent Classification (IPC) or to both national classification and IPC

B. FIELDS SEARCHED

Minimum documentation searched (classification system followed by classification symbols)

IPC: GO6Q, GO6F17/-

Documentation searched other than minimum documentation to the extent that such documents are included in the fields searched

Electronic data base consulted during the international search (name of data base and, where practicable, search terms used)

Database: CNABS, DWPI, CNKI Keyword: group, buy, customer, buyer, feedback, score, evaluate, quality, deposit, refund, reward,

penalty, incentive, seller, bargainor, vendor, business, product, service, third, party, trade, platform, agreement, receive

C. DOCUMENTS CONSIDERED TO BE RELEVANT

Category*

Citation of document, with indication, where appropriate, of the relevant passages

Relevant to claim No.

08 Oct. 2008(08.10.2008) see the abstract

Y CN101866465A(GUIPING SHAO) 20 Oct. 2010(20.10.2010) see the abstract, the description
paragraphs [0007]-[0012],[0059],[0062],[0087]-[0101], figures 1,2

Y (CN101281638A(TAIZU NETWORK SCI & TECHNOLOGY SHANGHAICO..LTD.)

A IUS2003135421A1(Cales S F et al.) 17 Jul. 2003(17.07.2003) see the whole document
A [US2010030621 A1(Guglani I) 04 Feb. 2010(04.02.2010) see the whole document

1-20

1-20

1-20
1-20

[ Further documents are listed in the continuation of Box C.

X See patent family annex.

* Special categories of cited documents:
“A” document defining the general state of the art which is not

considered to be of particular relevance

“E” earlier application or patent but published on or after the
international filing date

“L”  document which may throw doubts on priority claim (S) or
which is cited to establish the publication date of another
citation or other special reason (as specified)

“0” document referring to an oral disclosure, use, exhibition or
other means

“P” document published prior to the international filing date

but later than the priority date claimed

“T> later document published after the international filing date
or priority date and not in conflict with the application but
cited to understand the principle or theory underlying the
invention

“X” document of particular relevance; the claimed invention
cannot be considered novel or cannot be considered to involve
an inventive step when the document is taken alone

“Y” document of particular relevance; the claimed invention
cannot be considered to involve an inventive step when the
document is combined with one or more other such
documents, such combination being obvious to a person

skilled in the art

“& “document member of the same patent family

Date of the actual completion of the international search

09 Jul. 2012(09.07.2012)

Date of mailing of the international search report

02 Aug. 2012 (02.08.2012)

IName and mailing address of the ISA/CN

The State Intellectual Property Office, the PR.China

6 Xitucheng Rd., Jimen Bridge, Haidian District, Beijing, China
100088

[Facsimile No. 86-10-62019451

Authorized officer

LI Fang
Telephone No. (86-10)62412078

Form PCT/ISA /210 (second sheet) (July 2009)




INTERNATTIONAL SEARCH REPORT
Information on patent family members

International application No.

PCT/CN2011,/001850
Patent Documents referred Publication Date Patent Family Publication Date
in the Report
CNI101866465A 20.10.2010 None
CNI101281638A 08.10.2008 None
US2003135421A1 17.07.2003 None
US2010030621A1 04.02.2010 None

Form PCT/ISA /210 (patent family annex) (July 2009)




	Page 1 - front-page
	Page 2 - front-page
	Page 3 - description
	Page 4 - description
	Page 5 - description
	Page 6 - description
	Page 7 - description
	Page 8 - description
	Page 9 - description
	Page 10 - description
	Page 11 - description
	Page 12 - description
	Page 13 - description
	Page 14 - description
	Page 15 - description
	Page 16 - description
	Page 17 - description
	Page 18 - claims
	Page 19 - claims
	Page 20 - claims
	Page 21 - claims
	Page 22 - claims
	Page 23 - amend-body
	Page 24 - amend-body
	Page 25 - amend-body
	Page 26 - amend-body
	Page 27 - amend-body
	Page 28 - amend-statement
	Page 29 - drawings
	Page 30 - drawings
	Page 31 - drawings
	Page 32 - drawings
	Page 33 - wo-search-report
	Page 34 - wo-search-report

