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(57) ABSTRACT

The present invention provides a method of improving the
response lime to [T problems and ensuring that some will
respond to a problem. In one embodiment. a management
system uses a monitoring system to detect problem condi—
tions with a managed device. When such an event occurs. the
managed device sends a message containing a description of
the alert to an intelligent agent. in response. the intelligent
agent selects an administrator who is both qualified and avail-
able to respond to the alert. and then sends an instant message
containing the description of the alert to the selected admin-
istrator. The administrator may accept responsibility for the
alert by sending an instant message acknowledgement back to
the intelligent agent. 11 the intelligent agent does not receive
an acknowledgement. it automatically finds another admin-
istrator to respond to the alert.
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