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for service to the location unit 3. The location unit ‘ .
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Service Request System

This invention relates to a service request system and in
particular to a service request system for use in bars and

hotels.

It is usual for hotels having bars and lounge areas to allow
guests to order refreshments from whereever they are seated in
the bar or lounge area. However, it may be a problem to provide
an expected or acceptable level of service in hotel or resort
complexes having large external lounge and bar areas such as
pool side areas, sun terraces and the like because of the

physical size of the guest areas where service may be desired.

This is a particular problem for resort or hotel complexes

using walls, foliage and landscaping to cut down noise and to
allow guests some privacy, because the more complex layout of
the service area makes it impossible for a member of staff to

see more than a small part of the service area at any time.

In general it is desired and expected by guests, that it should
be possible to obtain services such as the ordering and
provision of food and drinks wherever a guest is located in the

service area without undue delays.

There is a problem in providing this desired level of service,
particularly in large service areas, that guests may have to
wait for an unacceptably long time for a staff member to pass
close enough to attract their attention and request service, or
a guest may have to move to a bar or similar ordering point
themselves to request service. These problems are more likely

to be encountered where service is provided across physically



large areas and where the layout of the serviced area is more

complex.

It is of course possible to raise the service to a desired
level by increasing the number of waiters or other service

staff, but this can increase costs to unacceptable levels.

The present invention has been made in order to solve these

problems.

In a first aspect, this invention provides a service request
system comprising at least one request unit located within a
service area, at least one receiver, a location unit and a
display, the request unit comprising a manual control and
wireless radio transmitter adapted to send a radio request for
service signal in response to operation of the manual control,
the receiver being adapted to receive the request for service
signal and report reception of the request for service signal
to the location unit, and the location unit being adapted to
derive the location of the request unit within the service area

from the report and to show this location on the display.

Embodiments of the invention will now be described with

referenced to the accompanying diagrammatic figure 1.

Figure 1 shows a plan view of a system according to the

invention when in use.

A first embodiment of the invention will now be described with
reference to figure 1. Figure 1 shows a pool side seating and
sun terrace area 1 associated with a hotel and served by a bar

2.



A large number of items of guest furniture, typically chairs,
recliners, loungers, beds and the like, are located within the
area 1. For brevity this guest furniture will be referred to as
chairs below, but other types of furniture may be used. The
chairs can be freely moved around within the service area 1 by
guests so that the guests can sit or rest wherever they wish

within the area 1.

The service request system according to the invention comprises
a central terminal or console 3 located in the bar 2 and a
plurality of wireless radio receiver units 4 located about the
area 1. In figure 1 the receivers 4 are shown arranged across
the area 1 approximately in a grid array. The receivers 4 may
in principle be arranged across or around the area 1 in any
convenient configuration which provides adequate reception

coverage for service request units throughout the area 1.

Each of the chairs provided for use by the guests incorporates
a service request unit 5. As explained above, the chairs are
intended to be moved around freely by the guests. In order not
to interfere with such movement the service request units 5 are

battery powered so that no power cables are required

The use of battery power is not essential, but will usually be
preferred to allow free movement. However, a cable power supply

could be used i1f desired.

Each service request unit 5 comprises a request for service
button, a wireless radio transmitter and a visual service

request indicator.

When a guest requires service, they can request service by

pressing the request for service button on their chair. The



service request unit 5 will respond by providing a positive
visual indication to the guest that the reguest for service
button has been pressed and the service request has been sent
by activating an LED which illuminates the request for service
button. The service request unit 5 further transmits a radio

signal indicating that a request for service has been made.

If the guest wishes to cancel the request for service they can
simply press the request for service button again. The service
request unit 5 responds by ending the visual indication by
stopping illumination of the LED, this provide a positive
visual indication to the guest that the request for service has
been cancelled. The service request unit further stops

transmission of the request for service radio signal.

The illumination of the request for service button by an LED is
a preferred way of providing a visual indication of the making
of a request for service. Other types of illumination could be
used instead of an LED. Further, alternative means of providing
a visual indication of the making of a request for service
could be provided instead of or in addition to illumination of
the button. One alternative means of providing a visual
indication would be for the request for service button to
remain depressed after it is pressed for the first time and to
return to its normal position only when it is pressed for a

second time.

The radio signal emitted by the service request unit 5 making a
request for service is received by one or more of the wireless
radio receivers 4. Each of the receivers 4 receiving the
request for service signal analyses the received signal and
sends a report signal to the central console 3 identifying

itself and the location of the service request unit 5 from



which the request for service signal has been received. The
report signal may be sent from a receiver 4 directly to the
central console 3 or may be sent through one or more other
receivers 4 acting as repeaters, as appropriate under the

communication method used.

The receivers 4 can use any known technique for communication
with the central console 3, such as a standard wireless

networking arrangement.

The central console 3 contains stored information regarding the
location of all of the receivers 4. The central console 3 uses
the known stored position of the or each receiver 4 reporting
receipt of a request for service signal and the report signal
to calculate the location of the service requesting unit 5
issuing the request for service and generates a notification
that a request for service has been received together with the
physical location within the service area 1 of the requesting
service request unit 5 so that staff can move to the location
of the guest requesting service and provide them with the

desired service.

Conveniently, the central console 3 can be provided by a

suitably programmed personal computer (PC).

The process of calculating the location of the service request
unit 5 may be carried out in any known manner. Each receiver 4
may be capable of calculating the position relative to itself
of a service request unit 5, and in this case the report signal
sent to the central console 3 would provide this relative
location information. However, in practice, it is expected that
the position calculation will be carried out by the central

console 3 based upon comparison of report signals from multiple



receivers 4. Examples of known techniques which could be used
are time difference of arrival, time of flight, triangulation
and received signal strength. It is stated above that radio
request for service signal is received by at least one receliver
4. It will be understood that different location calculation
methods may require different minimum numbers of receivers 4 to
receive the request for service signal, and may require
different types and amounts of information about the request

for service signal to be included in the report signal.

Preferably, the central console 3 provides both notification
that a request for service has been received and indicates the
location of the service request unit 5 and thus the location of
the guest requesting service by displaying the calculated
location of the service request unit 5 from which the request

signal has been received as a cursor on a map of the area 1.

In order to ensure that the request for service cannot easily
be overlooked it is preferable for the central console to also
emit an audible signal that a request for service has been
received. Further, it is preferred that the cursor indicating
the location of the service request unit 5 should be
highlighted by blinking or use of a colour contrasting to the

rest of the map display.

When a member of staff arrives at the location of the guest
requesting service they can approach the guest, take their
order and press the request for service button again, that is a
second time. The request unit 5 then stops sending the request
for service and returns to a passive non transmitting state and
the request for service button stops giving a visual indication
that service has been requested. The staff can then provide the

requested service to the guest as appropriate. Alternatively,



the staff could press the request for service button for the
second time only when the requested services have actually been

provided.

It should be understood that use of either of these two
procedural options is dependent on the operators and both are

entirely supported by the system.

In practise it will often be the case that a number of guests
and their chairs, loungers or other furniture will be located
close together. In this case, in order to avoid any confusion
the staff will be able to identify which guest has requested
service because the request for service button on the request
unit 5 visually identifies the sending of a request for

service.

Preferably, the central console 3 can be advised when a member
of staff has been assigned responsibility to deal with a
request for service and to indicate this on the display so that
multiple members of staff are not mistakenly sent to deal with
the same request for service. This process of indicating to the
central console 3 that a member of staff has been assigned to
deal with a request for service and changing the indication on
the display shows this change of status can be carried out

using any convenient procedure.

One preferred arrangement is for the visual display provided by
the central console 3 to be a touch screen display so that the
central console 3 can be informed that a member of staff has
been assigned to deal with a request for service by simply

touching the screen over the service request curser.



It is preferred to keep displaying the location of a request
for service, until the sending of the request for service is
stopped by the service request button of the service request
unit 5 being pressed for the second time to cancel the sending
of the request for service signal, in order to avoid a request
for service being forgotten. In this case, the status of a
request for service as to whether a member of staff has been
sent to attend to the request for service can be indicated by
changing the visual appearance of the request for service
cursor. This can be done by changing the colour by changing
from a blinking cursor to a continuously light cursor or any

other convenient indication.

It would of course be possible to stop displaying the location
of a request for service on the visual display immediately a
member of staff is assigned to deal with the request for
service. However, it this is generally not preferred because
this could lead to confusion between requests for service which
have been allocated to staff to be dealt with and requests for

service which are cancelled by guests.

The receivers 4 are fixed when the system is operating and
communicate by wireless radio links with the central console 3.
Alternatively, physical connections such cable or fibre optic
links could be used between the receivers 4 and the central
console 3. However, the use of wireless links is preferred so
that the system can be quickly and easily set up or
reconfigured without requiring the installation or rerouting of

physical connections.

The use of a cable or mains power supply for the receivers 4 is
preferred because the power required by a receiver 4 is

expected to be much greater than a service request unit 5.



However, a battery power supply could also be used. If a
battery power supply is used, solar cells or photo-voltaic

elements can advantageously be provided to extend battery life.

The use of fixed receivers 4 which remain at fixed locations
relative to one another when the service request system is in

use is preferred in order the simplify operation of the system.

Advantageously, in addition to the mode of use described above
to provide service requests, the receivers 4 and the central
console 3 can also be operated in a calibration mode in which
radio signals are sent between the different receivers 4 in
order to allow the locations of the receivers 4 within the area
1 to be calculated. This location information is then stored in
the memory of the central console 3. In practice, this
calibration function should be carried out when the system is
first installed, after any of the receivers 4 have been moved
and periodically as necessary to keep the system operating

accurately.

In a second embodiment of the invention, in addition to the
visual display at the central console 3 in the bar area 2 the
staff are provided with individual portable wireless display
units linked to the central console 3. When a request for
service is received members of staff can be assigned or take
responsibility for dealing with the request for service and
indicate this to the central console 3 without having to
physically move back to the bar area, so improving efficiency.
Further, the use of portable display units by members of staff
allows them to confirm the location of the service request unit
5 making a request for service after leaving the bar area where
the central console is located so that they cannot forget or

become confused about the location.



In a third embodiment of the invention, in addition to the
features explained above of the first and second embodiments,
each service requesting unit 5 is assigned a unigque identity
code and includes this identity number in the request for
service radio signal. This incorporation of a unique identity
code into each request for service signal ensures that where
the request for service signal is received by multiple
receivers 4 it is correctly identified as a single request for

service and not as multiple different requests for service.

Further, in the third embodiment it is preferred that the
unique identity code of each service requesting unit 5 is a
also clearly indicated on the chair or lounger to which the
service request unit 5 is attached and that this code is
indicated together with the request for service location curser
on the or each display. This allows a member of staff to
clearly identify which guest has made the request for service.
The codes will advantageously be numbers or alphanumeric
sequences mainly comprising numbers so that the codes can be

easily memorised and identified by members of staff.

This arrangement of uniquely coding the service request unit 5
and indicating this code on the display, or otherwise providing
the code to the responsible member of staff, can be used as an
alternative to the request for service button on the service
request unit 5 indicating visually that a request for service

has been made.

However, it is preferred to use the unique identification code
in addition to the request for service button indicating that a
request for service has been made. This provides greater
certainty that the member of staff will identify the correct

guest who has made the request for service. Further, the button
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visually indicating that a request for service has been made
provides reassurance to the guest that their request for

service has been properly made and will be responded to.

The invention is not limited to the use of a single system in
isolation. A large area, such as a resort complex for example,
could be covered by multiple systems having contiguous service

areas.

Further, multiple central consoles could be connected to an
array of receivers in an area and different receivers being
assignable to form a service request system together with
different ones of the central consoles as required. This can be
used to form a reconfigurable system able to deal with changing
guest numbers. For example, an area could be served by
different numbers of bars at different times with receivers
being assigned to form service request systems together with

central consoles in the open bars only.

In the embodiments described above the location of the service
request unit is calculated by the receivers or central console.
As an alternative each service request unit could calculate
it’s own position and include this in the request for service

signal.

The different radio signals can be at any convenient freqguency
and modulation type. For example, Ultra-Wide band, 2.4 Ghz, 443
MHz, 433 MHz, 303 MHz and 900 MHz radio can all be used, among

others.

In the embodiments described above a service request unit 5
sends a service request signal continually from the first time

the request for service button is pressed until the second time

11



it is pressed. This continuously sent signal may instead be
sent periodically during this period. As a further alternative
the service request unit may only send a signal to start and
end the request for service, the central console responding to
these signals by toggling a request for service status record
for the service request unit between a requesting state and a
not requesting state. In this case the two toggling signals may

be the same or different.

In the above the description the sending and processing of a

single request for service is often referred to for clarity. It
should be understood that in operation a number of requests for
service may be being sent by different service request units at

the same time.

In the above description the request for service function is
controlled by buttons being pressed. It would of course be

possible to substitute other forms of activation device with
different activation functions, for example switches or pull

cords.

In order to prevent accidental or inadvertent sending of
requests it is preferred to include confirmation means in the
button or other request for service mechanism. Suitable
confirmation means include a time delay requiring a sustained
pull or push for a set period of time or a mechanical interlock
requiring two or more linked actions to activate a request for
service, for example twisting and then pressing a button. Many

suitable confirmation means are well known.

Preferably the confirmation means is used only to confirm the
sending of a request for service and not the cancellation of a

request for service.

12



In order to prevent abuse of the system, for example by

children, the service requesting unit preferably
activation device which requires the presence of
activate the service requesting unit and allow a
service to be sent. In one preferred arrangement
non-contact smart card or tag and the activation
includes a reader able to detect the presence of

or tag. Conveniently the service requesting unit

includes an

a token to
request for
the token is a
device

the smart card

has a slot or

recess located adjacent the reader and the user places their

smart card or tag in the slot or recess to activate the service

requesting unit.

13



CLAIMS

1. A service request system comprising at least one request
unit located within a service area, at least one receiver, a
location unit and a display, the request unit comprising a
manual control and wireless radio transmitter adapted to send a
radio request for service signal in response to operation of
the manual control, the receiver being adapted to receive the
request for service signal and report reception of the request
for service signal to the location unit, and the location unit
being adapted to derive the location of the request unit within
the service area from the report and to show this location on

the display.

2. A service request system as claimed in claim 1, and
comprising a plurality of spaced apart receivers each adapted
to receive the request for service signal and report reception

to the location unit.

3. A service request system as claimed in claim 2 in which the
location unit comprises a memory device in which the location
of each receiver is stored and the location unit is adapted to
derive the location of the request unit from the stored
location of the or each receiver which reports reception of the

request for service signal.

4. A service request system as claimed in any preceding claim
in which the request unit is adapted to provide a visual

indication of operation of the manual control.

5. A service request system as claimed in claim 4 in which the
manual control is a press button which remains depressed to

provide said visual indication.

14



6. A service request system as claimed in claim 4 or claim 5,
in which the request unit comprises a light which is

illuminated to provide said visual indication.

7. A service request system as claimed in any preceding claim,
in which the or each request unit is attached to an item of

furniture.

8. A service request system as claimed in claim 7, in which the

or each item of furniture is a chair, bed, recliner or lounger.

9. A service request system as claimed in any preceding claim,
comprising a plurality of request units, in which each request
unit has a unique identity code which is included in the

request for service signal.

10. A service request system as claimed in claim 9, in which
the identity codes of request units making a request for

service and shown on the display.

11. A service request system as claimed in claim 9 or claim 10,
when dependent from claim 7 or 8, in which the identity code is
displayed on the item of furniture to which each request unit

is attached.

12. A service request unit as claimed in claim 11, in which the

identity code is an alphanumeric sequence.

13. A service request unit as claimed in claim 12, in which the

identity code is number.

15
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