A3

(12) INTERNATIONAL APPLICATION PUBLISHED UNDER THE PATENT COOPERATION TREATY (PCT)

(19) World Intellectual Property Organization
International Bureau

(43) International Publication Date
25 October 2001 (25.10.2001)

PCT

(10) International Publication Number

WO 01/080084 A3

(51) International Patent Classification’: GO6F 17/30

(21) International Application Number: PCT/US01/11959

(22) International Filing Date: 13 April 2001 (13.04.2001)

(25) Filing Language: English
(26) Publication Language: English
(30) Priority Data:

09/549,669 14 April 2000 (14.04.2000) US

(71) Applicant: RIGHTNOW TECHNOLOGIES, INC.
[US/US]; 77 Discovery Drive, P.O. Box 9300, Bozeman,
MT 59718-9300 (US).

(72) Inventors: WARNER, Douglas, K.; 9717 Cougar Drive,
Bozeman, MT 59718 (US). MYER, Michael, A.; 3011
Trail Creek Road, Bozeman, MT 59715 (US).

(74) Agents: VIETZKE, Lance, L. et al.; Dorsey & Whitney
LLP, Suite 4700, 370 17th Street, Denver, CO 80202-5647
(US).

(81) Designated States (national): AE, AG, AL, AM, AT, AU,
AZ,BA, BB, BG, BR, BY, BZ, CA, CH, CN, CR, CU, CZ,
DE, DK, DM, DZ, EE, ES, FI, GB, GD, GE, GH, GM, HR,
HU, ID, IL,, IN, IS, JP, KE, KG, KP, KR, KZ, L.C, LK, LR,
LS, LT, LU, LV, MA, MD, MG, MK, MN, MW, MX, MZ,
NO, NZ, PL, PT, RO, RU, SD, SE, SG, SI, SK, SL, TJ, TM,
TR, TT, TZ, UA, UG, UZ, VN, YU, ZA, ZW.

(84) Designated States (regional): ARIPO patent (GH, GM,
KE, LS, MW, MZ, SD, SL, SZ, TZ, UG, ZW), Eurasian
patent (AM, AZ, BY, KG, KZ, MD, RU, TJ, TM), European
patent (AT, BE, CH, CY, DE, DK, ES, FI, FR, GB, GR, IE,
IT, LU, MC, NL, PT, SE, TR), OAPI patent (BF, BJ, CF,
CG, CI, CM, GA, GN, GW, ML, MR, NE, SN, TD, TG).

Published:
with international search report

(88) Date of publication of the international search report:
6 February 2003

For two-letter codes and other abbreviations, refer to the "Guid-
ance Notes on Codes and Abbreviations" appearing at the begin-
ning of each regular issue of the PCT Gazette.

(54) Title: IMPLICIT RATING OF RETRIEVED INFORMATION IN AN INFORMATION SEARCH SYSTEM

200

1 A a8 24
e ¢ ¢ ¢
M1 LOCATION! | 3% | TMEL
ITEM?2 LOCATION 2 7 TIME?2
ITEM3 LOCATION3 113 TIME3
ITEM4 LOCATION4 24 TIVE4
. . | . B .
ITEMN LOCATIONN J{ RgN [ TIMES

= (57) Abstract: An information retrieval system allows a user to search a database of informational items for a desired informational
@0 item, and presents the search result in the form of matching index entries in the order of relevance. The information retrieval system
& in accordance with the principles of the present invention assigns a relevance rating to each of the index entries without requiring
an explicit input from the user with respect to the usefulness or the relevance of the retrieved information corresponding to the
respective index entries. When the user selects and retrieves an informational item through a list of index entries presented by the
~~ retrieval system, as a result of a search, the relevance rating of the selected informational item is increased by a predetermined
amount. The relevance rating of the selected informational item is further adjusted based on any actions the user takes subsequent
to the initial selection of the informational item if the subsequent act indicates that the relevance of the selected informational item
may be less than what is reflected by the rating increase by the predetermined amount. Ratings of the informational items in the
database are determined from implicit suggestions from the usage of the retrieval system and the database by the user rather than
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