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Understanding Process Flows
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Understanding Process Flows

AeTOM is a business process framework organized as a hierarchical process listing
or decomposition,i . e . d N & g & whch is great for classifyingi wh at o
process does into categories and sub-categories é

Aé but eTOM does not contain process flows, i . e . Anlol Arrves®&i swvhich
people look for to understand i h o aywbocess actually unfolds.

eTOM Level-1 View eTOM Hierarchical
Decompaosition
< I
e - Level 2
Strategy, Infrastructure & Product Operations eTo}ﬂ'
e Process X
Strategy & Commit | [Infrastructure ProductLifecycle Operations Support | [Fulfillment Assurance Billing ‘
Lifecycle Mgmt Mgmt & Readiness
Customer/Market Processes - | Level 3 \
' = = e . - M ! Process Process Process
, Service/Product Processes il l Element X1 Element X2 Element X3
| LT LT | A Tl LT LT S |
Resource/Network Processes ] Level 4% | ‘
| i i =t ft i ii +
Supplier/Partner Processes [ S Process Process
= i 1 = i A A i Element X21 Element X272
o J L Y,

Enterprise Management

Strateglc Risk Mgmt Effectiveness HR Mgmt Knowledge Communications
Planning Mgmt Mgmt Mgmt

IT Financial Mgmt
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Understanding Process Flows:
A Sample Process Decomposition
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Understanding Process Flows:

A Sample Process Flow
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Understanding Process Flows:

Process Decompositions and Flows are Complementary

ABoth process listings/decompositions and process flows are needed i just like a
b o o k 0 s (listing dyecategory) and table of contents (flow) are both needed, but
for different purposes.

AProcess flow, business stream, value stream, journey i these terms are often
used interchangeably, but the common intent is to show a time sequence from
one step to another rather than a listing or decomposition which shows no such
flows (eTOM out of the box).

AAn eTOM listing/decomposition alone is helpful for creating fi h enaat p sodshow
what processes are in scope, where functional gaps exist, etc. e

Aé but engaging clients in process discussions with eTOM but no process flows is
hardly better than a dictionary and a blank sheet of paper i eTOM on its own
simply has no process content the way most business people think of process!

ASo we need to pre-build process flows, using TMForum examples, work from past
engagements, process experts, bestpr act i c ebst whee tdoowe start?



Understanding Process Flows:

End-to-End Process Flows

AThere are infinitely many possible flows one can construct using eTOM blocks.
Which flows are the best ones to prepare?

ABased on the need to have holistic and intuitive flows, our focus will be on
customer-centricci e iode nd o f | ows a sSiecd @ e sltoipnmuthe t h e
customer who has triggered the flow by placing a request, receives satisfaction as
tother equest 6s ctheepdoktheifloovn by

AFor example, the process fl ow 0 Qwendflogftome |
t he cust omer Gsimce fitgpicalpveald notbegin and end with a customer
action.

A However, a flow that begins with customer placement of an order, follows with fulfillment
of the order by the CSP (including router configuration), and ends with customer
confirmation of product delivery, would be an end-to-end flow.
AUnfortunately, thereisnoonec o mmo n s e to-endff | avis @ , thareis h o
no shortage of terms for such constructs, often with an i X t maming attern,
| I keadtofOr der 0,t o OCadselrd, A Hire t o Reetci red, nRE
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Understanding Process Flows:

TMForum Process Flows

AThe relatively recent eTOM document i GE®1 Addendum E cattempts to add to
this discourse, by describing the several major customer-centric flows 1 the four
depicted below will be the core of this presentation.

- Customer

(Strategy Infrastructure & Product Operatior J
Strat & C it ProductLifecycle Operations S & Fllfifmen urance Billing
e | R | ] N | i
IT T
Customer E Market Processef Z = c = ]
R - c P ,
N e —
- - I (M = [ ) I
Service/Product Processes - = g l
= I it f fi > Ot [ = i
Resource/Network Processes 52 U.) = ]
= I it f fi Dl_ f S & f
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= [ E—— I it — ] D 1 [ D i
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| - \— m Y
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Strate! q Effecti K led C icati . "
Plannlgng Risk Mgmt e:ﬂg/:lr;ess HR Mgmt "Eﬂmg’;tge OmTAL;nr:i aaaaa IT Financial Mgmt
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< Network e

11



Understanding Process Flows:

Accessing eTOM Documentation

AWhile TMForum and eTOM documentation is not at all necessary to go through
this presentation, if you are a TMForum member, then you will have access to the
source documents.

AThe latest eTOM materials can be found here:
A Primary archive i PDF:

A Alternate archive i Word:

A Handy Poster:

ANote that the TMForum update cycle is 6-months, so these links may change, in
which case you will need to search on the TMForum site for the latest archive of
refreshed eTOM documents.

AMuch of the content and images for this PowerPoint walk-through come from:
Afi GR1E End to End Process Flows R13.5.0.d o ¢ X 0

AKeep in mind that there isnoone i ¢ o r precess fiow. The examples which
follow are illustrative, and suppress detail when it is repetitive or cluttered.

AWe 6 moe ready to begin with the first process flow é
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https://www.tmforum.org/resources/suite/gb921-business-process-framework-r14-5-1-pdf/
https://www.tmforum.org/resources/suite/gb921-business-process-framework-r14-5-1-word/
https://www.tmforum.org/resources/standard/business-process-framework-etom-poster-frameworx-14-5etom/

Flow 1. Request-to-Answer

A Overview

A This process flow comprises activities relevant to managing customer requests across all
communication channels (customer interfaces).

A Specific information requests or product requests from the customer are qualified and addressed.
A This could lead to the preparation of a pre-sales offer if the customer shows interestin a particular
product.
A Assumptions
A The offer preparation may or may not lead to a reservation of resourcesin advance.

A Resources might be reserved for some special products or customers dependingontheo per at or ¢
policies and procedures.

A If the offer is accepted by the customer,thenextpr ocess f | Bwy méstriggered. t o

A Examples
A Customer calls in to request product and pricinginformation
A Customer walks into a store interested in upgrading to an HD set-topbox
A Customer logs on to a website to explore offerings
A Customer sends an email to ask request productliterature

13



Request-to-Answer:

Key Elements

14

Presentation of portfolio
Inform about products

Customer access to product
portfolio

Handle customer retention and
loyalty

Handle customer data
Offer management
Handle product request
Provide status information

Provide consultation

Trigger to perform cross- or up-
selling activities

Customer need

Customer product request
General information request
Product catalog

Product portfolio

Time to offer

Amount new customers (per product)

Customer requests vs. offers

Ability to offer seamless services
Standardized vs. individual offers

Product complexity

Offer

Product information
General information
Status information

Request handling time
Customer satisfaction measurement
First done rate

Availability of relevant information

Availability of products and services at
customer location

Availability of contact center and channels



Request-to-Answer:

Footprint in eTOM Level-2
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eTOM Level2

1.1.1.1 CRM - Support &
Readiness

1.1.1.2 Customer Interface
Management

1.1.1.3 Marketing Fulfillment
Response

1.1.1.4 Selling
1.1.1.5 Order Handling
1.1.1.9 Retention & Loyalty

Operations
Operations Support Fulfillment Assurance Billing & Revenue Mgmt
R in
& Readiness ! Customer Interface Management
Customer Relationship | Selling Bill Payments & Receivables
Management
Management Mo - -
Bill Invoice Bill Inquiry
CRM Ma(keting Order Problem Customer Management Handling
Support & Fulfillment Handling Handling QOS /SLA Manage
Readiness Response Management i
B 2 Charging Billing Events
! Retention & Loyalty l
Service Management & Operations
SM&O Service Service Service . -
Support & Configuration Problem Quality Serv;\;t:d?;ligwg &
Readiness & Activation Management Management
Resource Management & Operations
RM&O Support Manage Resource Resource Resource Resource
N e Trouble Performance Mediation &
& Readiness Workforce Provisioning M N
anagement Management Reporting
Resource Data Collection & Distribution
Supplier/Partner Relationship
Management S/IP S/P Problem S/IP S/P Settlements
Requisition Reporting & Performance & Payments
S/PRM Management Management Management Management
Support &
Readiness

Supplier / Partner Interface Management




Request-to-Answer:

Where to Get eTOM Level-3 Detail?

tmferun

i innovate soce t optmze
e tmferum
1.1.1.10 Bill Invoice Management
Frameworx Standard s
&

[ 0 Invvaice
Maragement

[
Apey Prang
Dacowntrg. Crovte Curtormmr 041
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2]
L P T ST PP ——

reoice Management
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Process Decompositions and Descriptions

]
— ‘
s

gl

Process identifier: 11110

Process Contest

‘This peocess slement represems part of the everal enterprise, mode‘ed in business
Process terms, and can be agpiled e “Instantiated”) with ceher similar process
whwments for spplicaton mithin & gwufic organization of domn,

wated, physicaly smdfor eiectiomcaly prodeced sed
and that the spgropriate taees, discounts, sdustmants,

Business Process Framework - producs g

awped

GB921 Addendum D
Release 14.5.1
March 2015

Uxtended Descrption
1] lewoice MARSZamant (rocesses anture the BiE ivocs s Crested, physcally andfor
. 4t that the S0OrCOeIte taues.
dncounts, seustmaents, rab pe ana
bean appied "
bited and

Thase procesaes are reaponsibie for, But nck limaed o

TN Forum 2015 &8 Rights Resarved Fage 0 ot €36

Latest Update: Frameworx Release 14.5

TM Forum Approved
Suitable for Conformance

Version 14.5.2

IPR Mode: RAND

eTOM Level-3 Detail: GB921 Addendum D
eTOM Level-4 Detail: GB921 Addendum DX
http://www.tmforum.org

{2 T™ Forum 2015, Al Rights Reserved.
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Request-to-Answer:

Relevant eTOM Level-2 Decompositions, Part 1

FEH EE

mmnn] Customer Interface
Management

v/ v

Manage Request Analyse e Reportion Mediate & Orchestrate
(Incl_uding Self yCustomgr Customer
service) Interactions

Manage Contact

(Red checkmark = block used in process sample)

FEH

ey

Retention &
Loyalty

v

Cisstt%lr)rl::tr] %thrinolg:ﬁp Build Customer Analyze & Manage Cus;?;ﬁﬁgﬁe fiap Validate Customer
Insight Customer Risk Relation & Loyalty Satisfaction
o] CRM Support &
Readiness
Support Customer Support Order CRM Support& Support Retention & Support Marketing Support Customer
Interface Handling Readiness Loyalty Fulfilment Support Selling Qo0S/SLA
Manaaement
Manage Customer Manage Product Manage Sales Support Bill Invoice Support Bill Payments & Support Bill Inquiry
Manage Campaign Inventory Offering Inventory Inventory Inventory Receivables Inventory Handling

Note: For Level-3 block details, consult TMForum GB921 Addendum
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Request-to-Answer:

Relevant eTOM Level-2 Decompositions, Part 2

FEE
fenay

Selling

Manage Prospect Qualify Opportunity

Negotiate Sales Acquire Customer

Cross/Up Selling

Develop Sales
Proposal

Manage Sales

Contract Data Accounts
@E oy Order Handling
T Marketing Fulfillment
Response | | |
| ‘/ Track & Manage
| Determine Customer Customer Order Complete
‘/ Order Feasibility Authorize Credit Hing Customer Order
+
Issue & Distribute Track Leads
Marketing Collaterals
Issue Customer Report Customer Close Customer
Orders Order Handling Order

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Request-to-Answer:

Sample Flow in eTOM Level-3

Customer selects
BPMN Start Crlé;l&;ns‘fr product & provides
Symbol configurationi n f o é
Determjne Customer Order Feasibility assumes that a Sales Proposal was
establishe¢d and a Customer Order will be issued to execute this proposal, then
the Detemine Customer Order Feasibility should be invoked after the execution
of Develop Sales Proposal.
= Y Product Offerelaborated
g 0 ® Issue &Distribute Determine available Develop Sal & submitted
=] 53 Manage Contact Marketing CustomerOrder evelop Sales
@ o % Collaterals Feasibility P
0 <}
3 m A A Salesproposal
- =] received by
S = customer
°
o
a Customer identified
£
T Check customer
= provisioning (for
existing
Productnot Check customer)
ManageRequest | gales request available product Validate
(Including Self Manage Prospect ¢ availability Customer
Service) Satisfaction
Information Customer
request Costomer satisfaction
fulfilled Subscription validated
Inventory
()
g
’q—>_, Sevice
(%] Inventory
- These process models use the
05 8=
g= 2% common BPMN process
09E 3 Resource g 0
8528 Inventory notation standard. Start with
14 on.a a8
£8 Wikipedia if you want to know
more about BPMN notation.
3 g
=3
S 3
H—~0a
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Flow 2: Order-to-Payment

A Overview
A This process deals with all activities which convert the customer request or an accepted offer intoa
0 Re & dyr produet.d
A This process involves capturing customer order information, triggering the relevantprovisioning
process and handing over the order to the Servicelayer.

A Once the product is successfully provisioned, the customer order is closed and the customer
satisfaction is validated.

A Assumptions
A This scenario is relevant for products offered to the mass customerbase.

A Pre-order feasibility check verifies whether the requested product can be offered to the customer
based on the service / resource availability, the product portfolio, and the c u s t o ocoafigudation.

A Pre-order feasibility check would not generally involve the reservation of resources prior to issuance
of customer order.

A However, there might be a reservation of some critical resources, dependingontheo per at or 6 s
policies and procedures.

A Examples
A Customer calls to order high-speed internet
A Customer walks into a shop to buy a mobile phone with service

20



Order-to-Payment:
Key Elements

Handle customer contract
Handle customer data
Handle customer order
Check credit worthiness

Order monitoring Accepted offer Invoice

Check order entry Contract Ready for service confirmation
Initiation of production order Inventory information Hardware, firmware, software
Convert the customer interaction Customer data Order confirmation

Consider service / resource / Product elements, their relations and

supplier partner layer constraints

Testing of services and Suppliers, distributors, subcontractors, etc.

resources (SLAs)

Activation of products
Trigger to start data collection for

billing
Generate & provide invoice Rework rate Reliability
Trigger to start ongoing operation Short cycle time between contract Availability of relevant resources (e.g.

closure and service usage (Time to services, CPE, field service rep, partners)
Customer (TTC))

In-time delivery of different product
elements

Time of order handling

Order splitting

Trigger to perform cross- or up-
selling activities

Ability to offer seamless services
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Order-to-Payment:

Footprint in eTOM Level-2

To o To Do o To Do I»

>
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eTOM Level2

1.1.1.1 CRM - Support &
Readiness

1.1.1.2 Customer interface
Management

1.1.1.3 Marketing Fulfilment
Response

1.1.1.4 Selling

1.1.1.5 Order handling
1.1.1.9 Retention & Loyalty
1.1.1.10 Bill Invoice Mgmt

1.1.2.1 SM&O Support &
Readiness

1.1.2.2 Service Configuration
& Activation

1.1.3.1 RM&O Support &
Readiness

1.1.3.2 Resource
provisioning

1.1.4.1 S/IPRM Support &
Readiness

1.1.4.2 S/P Requisition
Management

1.1.4.5 S/P Settlements &
Payments Management

Operations
Operations Support Fulfillment Assurance Billing & Revenue Mgmt
R in
& Readiness ! Customer Interface Management
Customer Relationship | Selling "\3/:” Payme”‘f& Receivablgs
anagemen
Management 1
9 Bill Invoice Bill Inquiry
suCR(;\fI_t e Ma(keting Order Problem gg;tgw&r Management Handling
(ot Fulfilment Handling Handling
Readiness Manage
ReSponse Management Charging Billing Events
! Retention & Loyalty l
Service Management & Operations
SM&O v Service Service Service Guidin
N g &
F?UPE-O'T & Configuration " Problem M Quality " Mediation
eadiness & Activation anagement anagemen
Resource Management & Operations
Resource Resource Resource
RM&O Support Manage Resource Trouble Performance Mediation &
& Readiness Workforce Provisioning Management Management Reporting
Resource Data Collection & Distribution
Supplier/Partner Relationship
Management SIP S/P Problem S/IP S/P Settlements
Requisition Reporting & Performance & Payments
S/IPRM Management Management Management Management
Support &
Readiness

Supplier / Partner Interface Management




Order-to-Payment:

Relevant eTOM Level-2 Decompositions, Part 1

FEH EE

mmnn] Customer Interface
Management

v

Manage Request Analyse e Reportion Mediate & Orchestrate
(Including Self e Customer
service) Interactions

Manage Contact

(Red checkmark = block used in process sample)

Retention &
Loyalty

FEH

ey

v

Establish & Terminate ) Personalize )
Customer Relationship Bwlc: Cgsrt:t)mer Anal)éze f‘ Manggek Customer Profile for Vallga?_s fCUf_tomer
nsig ustomer Ris Relation & Loyalty atisfaction
@E CRM Support &
e Readiness
Support Customer Support Order CRM Support& Support Retention & Support Marketing Support Customer
Interface Handling Readiness Loyalty Fulfilment Support Selling QoS/SLA
Management
Manage Customer Manage Product Manage Sales Support Bill Invoice Support Bill Payments & Support Bill Inquiry
Manage Campaign Inventory Offering Inventory Inventory Inventory Receivables Inventory Handling

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Order-to-Payment:

Relevant eTOM Level-2 Decompositions, Part 2

FEE
fenay

Selling
Manage Prospect Qualify Opportunity Negotiate Sales Acquire Customer Cross/Up Selling De;elop Salles Manage Sales
Contract Data roposa Accounts
Faaay Order Handling
‘/ \/ Track & Manage \/
Determine Customer Customer Order Complete
. Authorize Credit el Customer Order
Order Feasibility analing

Issue Customer\/ Report Customer
Orders Order Handling

Close Customer
Order

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Order-to-Payment:
Relevant eTOM Level-2 Decompositions, Part 3

g
guaay

Bill Invoice
Management
Apply Pricing, ‘/
Discounting, i Produce & Distribute
Adjustments & Create Customer Bi Bills
Rebates Invoice

FEH e

SM&O Support
& Readiness

| | | |
v

Enable Service Support Service Enable Service

Manage Service Configuration & Problem Quality Management Sugport.fSelrvi(t:e &
Inventory Activation Management pecggtigz ance
] Service Configuration
& Activation
| | | | @E RM&O Support
Allocate Specific Service . . & Readiness
Design Solution Parameters to Track & Ménégg Service Implemtlent, Conﬂgure & Test Service End-to-
X Provisioning Activate Service End .
Services
| | |
) Enable Resource Support Resource
\/ \/ Enable Resource Enable Resource
Report Service o Performance Trouble Data Collection &
Issue Service Orders P o Close Service Order Recover Service Provisioning Management Management Distribution
Provisioning
MEWEER [RESIMEE Manage Logistics
Inventory

Note: For Level-3 block details, consult TMForum GB921 Addendum D

25




Order-to-Payment:
Relevant eTOM Level-2 Decompositions, Part 4

@ @ Resource
iy

Provisioning

Allocate & Install \/ Configure & Activate/ Test Resource [Track & Manage Service
Resource Resource Provisioning
ReponARTeslource Close Resource ‘/ [ESE NESOUES ‘/ Recover Resources
Provisioning Order Orders
gy SIP Requisition
Management
Select Supplier/ Determine S/P Pre- Track & Manage S/P Receive & Accept S/P‘/
Partner Requisition Feasibility Requisition Requisition
Initiate S/P Requisition L Close S/P Requisitiorv’
Order Report S/P Requisition Order

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Order-to-Payment:

Sample Flow in eTOM Level-3

Order
S .
D Entry Invoice
E e Wanage (~ Determine hecked Track and manage Complete CloseCustomer Create Submitted
9o customeorder IssueCustomer customer order Customer CustomeBill
n Contract order Order
] _ \__feasibility € handling Order Invoice
) Offer | A Invoice
(%] Accepted Customer CreditWorthiness Check recieved by
4(_5 Identified Checked Customer Customer
S - - N provisioning
-8 Acquire ~ Authorize Validate
— Customebata Ll Credit production Customer
o _ \_ Y, order
‘6 CustomeT generated Satisfaction®
~ Data
Customer
E el - . OrderStatus
Satisfaction .
2 provided
Inventory
— Or
Check Service Servllj:sté:eady ol
Availability
Allocate specific Implement
|ssueService serviceParameters configure TestService Close
8 Service ) ) ) Endto End ServiceOrder
= Inventory Order toservice activateservice
E . A A Service
D Services Services Service Suborder et
“ Identified (~_1rack& Manage dentfed Configureck collected & o
Service Provisioning Activated ServiceTested Vst
A
Resource
Identified
—
=~~~
< { Check Configure&
9 o Resource Issue Allocate and Activate CloseResource
=] T Resource TestResource
8 E Availability order InstallResource Resource Order
= O Resource
o Z Inventory
= o Resources Resource Suborder collected
s Tracké& Manage Identified & Configured & Resourcdested
o D R g Available Activated
o £ esource >
P Provisioning
S5 2D
o
@ =
& Q Supplyneeded Deliver
O executed
=
O = Y
%_ 8 Initiate S/P Track& Manage S/P Receive& Accept S/P
o RequisitionOrder Requisition Requisition
> ©
[N
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Flow 3: Usage-to-Payment

A Overview
A This process deals with all activities related to the handling of the product/serviceusage.
A The accuracy of pricing is ensured and all usage data is captured and duly processed for billing
information requests and bill generation.

A Assumptions
A This scenario is relevant for productsoffered to the mass customer base.
A The process elements 6 Me d Resduee UsageRe ¢ o rartd $ & u iReseurce UsageRe ¢ o rared s 0
not always applicable.
A6 Per Rat melemgeatis usually under the Customer layer for customized products, and under the
Service layer for standardized products.

A Examples
A Customer makes toll calls
A Customer receives a report of all long-distance phone calls made lastmonth

28



Usage-to-Payment:

Key Elements

Customer uses product
Collect usage data

Manage customer QoS / SLA
Execute self service

Execute self administration Ready for service Close session

Analyze usage records Usage of product Invoice

Mediate usage records Customer administration service Usage data repot

Rate usage records Change of product administration
Generate invoice Trigger to cross and up-selling

Provide invoice

Trigger to perform cross- or up-
selling activities

Generate customer insights
Product insights

Network insights : L -
Timely and accurate invoice Transparency about billing relevant

Monitoring of service level / QoS marketing activities)

Usage record collection

Identify relevant marketing
activities

Achieved service level
Consistency of tariff configurations
Usability

29



Usage-to-Payment:

Footprint in eTOM Level-2

o o

o o

30

eTOM Level2

1.1.1.1 CRM - Support &
Readiness

1.1.1.2 Customer interface
Management

1.1.1.7 Customer QoS /
SLA Management

1.1.1.9 Retention & Loyalty
1.1.1.10 Bill Invoice
Management

1.1.1.13 Charging
1.1.1.14 Manage Billing
Events

1.1.2.5 Service Guiding &
Mediation

1.1.3.6 Resource
Mediation & Reporting
1.1.4.1 S/PRM Support &
Readiness

1.1.4.5 S/P Settlements &
Payments Management

Operations
Operations Support Fulfillment Assurance Billing & Revenue Mgmt
R in
& Readiness ! Customer Interface Management
Customer Relationship | Selling "\3/:” Payme”‘f& Receivablgs
anagemen
Management 1
9 Bill Invoice Bill Inquiry
suCR(;\fI_t e Mar}(eting Order Problem QC([)J;H/);’]LE/L Management Handling
= pg_ Fulfilment Handling Handling Manage
eadiness Response Management Charging Billing Events
! Retention & Loyalty l
Service Management & Operations
SM&O Service Service Service . -
Support & Configuration Problem Quality Serv;\z:d?;'ig:]g @
Readiness & Activation Management Management
Resource Management & Operations
Resource Resource Resource
a0 supen | parage
orkiorce Management Reportin
Management P! g
Resource Data Collection & Distribution
Supplier/Partner Relationship
Management S/IP S/P Problem S/IP S/P Settlements
Requisition Reporting & Performance & Payments
S/IPRM Management Management Management Management
Support &
Readiness

Supplier / Partner Interface Management




Usage-to-Payment:
Relevant eTOM Level-2 Decompositions, Part 1

e
uy

Resource Mediation
& Reporting

v v

Mediate Resource

Usage Records

Report Resource

Py Service
Guiding &
Mediation

E—

Mediate Service

ReportService Usage
Usage Rebates

Rebates

Guide Service Usage
Rebates

Usage Records
ey Manage Billing

Events
|

Enrich Billing Events

|
v

Guide Billing Events

Report Billing Event
Records

Mediate Billing Events

v

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Usage-to-Payment:
Relevant eTOM Level-2 Decompositions, Part 2

e

Charging

v

Perform Rating

Apply Rate Level

Aggregate Items For

Manage Customer

FEH

gatay

Customer Interface
Management
|

Manage Contact

Manage Request Mediate & Orchestrate

Analyse & Report on

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Discounts Charging Charging Hieré Sgsiljc(g)r]g Self S eTahaL Icr:]ltjes;[;r:r:igrns
@ @ Customer QoS/SLA
EE Management
Bill Invoice
Man agem ent | |
| Assess Customer ‘/ Manage QoS/SLA Track & Manage Customer Close Customer QoS
QOS/SLA Violation QoS Performance Performance Degradation
Performance Degradation Report Report
Apply Pricing, + +
Discounting, ‘/ ‘/ Produce & Distribute
Adjustments & Create Customer Bill Bills Create Customer QoS
Rebates Invoice
Performance Report Customer QoS
Degradation Report Performance




Usage-to-Payment:

Sample Flow In

eTOM Level-3

Check Customer

J

Use Service/
Resource

Close
Session

Market Product & Customer

Account

Assess Customer
Qo3SLA
Performance

Report Billing
Event Records

A

’_> Service)

!

Manage Request
(Including Self

Usage info
provided

1

Customer Billing
Information Provided

Produce &
Distribute Bill

T

Create Customer Bills produced

& distributed

Bill Invoice
to customers
Apply Pricing,
Perform > Discounting,
Rating Adjustment &
Rebates

»
»

Service

\ 4

Mediate

Service

Usage Record

Guide Resource

Usage

y

Record

A

Report Service
Usage Record

?

RS
= o
g< -
<33 .
Bez2 .
= 9] Mediate
)
8 - P ) Resource ngggeRszgs:ge
&_, 5 Usage Record
s
s &
g2
D o
33




Flow 4: Problem-to-Solution

A Overview

A This process deals with a technical complaint (problem) initiated by the customer, analyzes it to
identify the source of the issue, initiates resolution, monitors progress and closes the trouble ticket.

A The basis for a problem is an unplanned interruption to a product / service or reduction in the quality
of a product/service. (In comparison, the process i ¢ 0 mp-to-8 b h U teal®wtld customerinquiries
in which the customer is not pleased with a product or handling speed of an inquiry etc.)

A Assumptions
A This scenario is relevant only for technical complaints which are termedasé pr ob | e ms 6 .
A Problems such as no outgoing call or SMS and faulty handset, may be resolved at first level support
or re-directed to other layers
A Examples
A Customer calls to report that there is no internetaccess
A Customer calls to report a cable channel has choppyvideo
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Problem-to-Solution:

Key Elements

Handle trouble (e.g. customer

incident)
Handle customer retention and
loyalty
Receive trouble (e.g. customer o o
incident) Customer trouble (e.g. customer incident) Resolved trouble (e.g. customer incident)
Qualify trouble (e.g. customer QoS monitoring report Record on customer satisfaction
incident) Customer retention philosophy Credit note or invoice (if applicable)
Manage trouble (e.g. customer Identified improvement potential (if
incident) applicable)
Track and monitor trouble (e.g. Trigger to cross and up-selling
customer incident)
Ticket handling
Trigger to perform cross- or up-
selling activities
Availability of contact center and channels Usage of relevant information for the
Response time of the trouble (e.g. continuous process improvement
incidents) Permanent elimination of the problem
reason

Time to solution / conclusion

Ratio of Ist and 2nd level resolutions
Customer satisfaction measurement
Stabilize endangered customer relationship
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Problem-to-Solution:

Footprint in eTOM Level-2

To o o

36

eTOM Level2

1.1.1.1 CRM - Support &
Readiness

1.1.1.2 Customer interface
Management

1.1.1.6 Problem Handling
1.1.1.9 Retention & Loyalty
1.1.1.10 Bill Invoice
Management

1.1.1.12 Bill Inquiry
Handling

1.1.2.3 Service Problem
Management

1.1.3.3 Resource Trouble
Management

1.1.4.3 S/P Problem
Reporting & Management

Operations
Operations Support Fulfillment Assurance Billing & Revenue Mgmt
R in
& Reailiness ! Customer Interface Management
Customer Relationship | Selling Bill Pay,;“:ﬂ':;f‘msricei"ab"s
Management
g Problgm Bill Invoice Bill Inquiry
CRM Marketing Order Handling Customer Management Handling
Support & Fulfillment Handling QoS /SLA Manage
Readiness Response Management i
B g Charging Billing Events
! Retention & Loyalty l
Service Management & Operations
SM&O Service Service Service . -
Support & Configuration Problem Quality Servll\;zd?:tligrg &
Readiness & Activation Management Management
Resource Management & Operations
Resource Resource Resource
Rg(/l igaiiiz;zn Manage Piilsi;t;rr'ncii Trouble Performance Mediation &
Workforce 9 Management Management Reporting
Resource Data Collection & Distribution
Supplier/Partner Relationship
Management S/P SIP Problem S/P SIP Settlements
Requisition Reporting & Performance & Payments
S/PRM Management Management Management Management
Support &
Readiness

Supplier / Partner Interface Management




Problem-to-Solution:
Relevant eTOM Level-2 Decompositions, Part 1

FEH

gy

Customer Interface
Management
|

v/

ManagelContact (Including Self

service)

Manage Request

4

Analyse & Report on Mediate & Orchestrate

(Red checkmark = block used in process sample)

Customer @ %
Clusiti Interactions
Retention &
Loyalty
Establish & Terminate Build Cust Anal aM Personalize Validate Cust \/
Customer Relationship up I qshtt)mer ad get an;gek Customer Profile for a'saff “f. (it
nsig ustomer Ris Relation & Loyalty atisfaction
tih Bill Invoice
Man agem ent
Apply Pricing,
Discounting, ’ Produce & Distribute
Adjustments & Create Customer Bill Bills
Rebates Invoice

Note: For Level-3 block details, consult TMForum GB921 Addendum
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Problem-to-Solution:

Relevant eTOM Level-2 Decompositions, Part 2

FH
oy

Problem Handling

. |
| | | |
e

Report Customer

Isolate Customer Track & Customer Close Customer

FH
oy

Problem Handling

Diagnose Service

Create Service Trouble Correct & Resolve

4

Track & Manage

Problem Problem Problem Problem Report Report Problem Service Problem Service Problem
+
Create Customer ‘/ Correct & Recover \/ Report Service Close Customer Survey & Analyze
Problem Report Customer Problem Problem Service Problem Service Problem
E Resource Trouble @ E S/P Problem Reporting
Management & Management
Survey & Analyze el FEsEiE Correct & Resolve Track & Manage Initiate S/P Problem‘// Receive S/P Problem Track & Manage S/P,
Report Report Problem Resolution
Resource Trouble Trouble Resource Trouble Resource Trouble
Report Resource Close Resource Create Resource Report S/P ‘/ Close S/P Problem
Trouble Trouble Report Trouble Report Problem Resolution Report

Note: For Level-3 block details, consult TMForum GB921 Addendum D
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Problem-to-Solution:

Sample Flow in eTOM Level-3

Customer Customer
Request Feedback
(inciden) N
ManageContac Isolate Customer| ‘ Correct & Recover |Close Customer]
9 Problem Customer Problem
Problerp R
. Customer Authenticateg! A Problem Problem CREIIEE i
S Authorized identified & resolved resolved
'8 Y solveable
a ’uE'a ""&ncal‘l?;nzege”lf“ reate Customer atthis level Create Customer ‘ Validate Customer]
E o ) ProblemiProblem Report Bill Invoice
X 2 service) PHrelalls A i i
T S identified 12 Satisfaction
=20 & Classified i » | Track & Manage
[llcketcreate ustomerProblem |
Problem analyzed and not solved at thigel | 7y 7y
Serviceproblemresolved Service Problem status
Y
Create Service Track & Manage ] 5
Report Resolution| > Service Problem J ARl Report Service
[} A A Problem analyze& Problem
(8] .
S solvable at thigevel
@
g ! ' !
Diagnose Correct & Resolve Close Service
Problem analyzed & Resourceproblem Service Problem) Service Problem Problem Report
resource affected resolved
v L Resource trouble statusported |
Create Resource rack & Manage Resqurce Problemsolved Report Resource
Trouble Report Trouble Resolution Trouble
A A Problem analyze&
solvable at thigevel
= ]
oD
SEEg ‘ . e
32 3 Localize ’ Correct & Resolve Close Resource|
3
3 g g 4 Resource Trouble Resource Trouble Report
x <O SIP Problem
identified
S/P Problem
resolved
= — v Y S/P problem statusrovided |
8 8 Initiate S/P Pack and Manage S/P Report S/P
B ‘% Problem Project Problem Resolution Problem Resolutio
| ]
Problem tracke® managed




Conclusion

Aln this guided PowerPoint walkthrough, we have reviewed the following customer-
centric, end-to-end flows, and how they can be constructed out of eTOM
processes:

A Request-to-Answer
A Order-to-Payment
A Usage-to-Payment
A Problem-to-Solution

ARemember, the eTOM framework does not contain process flows itself. eTOM
gives you the elements with which to build a process (flow), and these elements
are organized by process (hierarchy). To connect with business people, you need
to have flows!

AThis should help you on process projects, when you have to build process flows
using eTOM.
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For More Information

ATMForum
AeTOM primary archive i PDF:

A eTOM alternate archive i Word:;
A Within archive, find:
A eTOM Process Flows: GB921E End to End Process Flows R13.5.0.docx

A eTOM Level-3 Detail: GB921 Addendum D eTOM
A eTOM Level-4 Detail: GB921 Addendum DX
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https://www.tmforum.org/resources/suite/gb921-business-process-framework-r14-5-1-pdf/
https://www.tmforum.org/resources/suite/gb921-business-process-framework-r14-5-1-word/

Enterprise Transformation Planning

42

!

Authorization to 1. Startthe ETP Sub Phas¢
Proceed
2. Understand the Busines
3. Identify where to focus @
5. Understand Best Practices 6. Understand the
Understand the Customef and Technology Trends Competition
7. Develop vision and Case
for Action @

8. Identify Process

9. Develop New Principles

0

Requirements @

A 4

10. Create Enterprise
Transformation Plan

11. Identify Quick Hit
Projects

12. Identify Infrastructure
Projects

v

13. Review Strategy with
Senior Management

14. Conclude ETP Sub phas

o

@= Workshop

ETP Complete




Business Area Architecture

Authorization to

1 Start the BAA Sub Phase
Proceed
" 5. Survey Best Practices and 6. Survey Customer
4, Survey Present Business Technology Trends Perspective
4. Survey Available
4. Survey Present Systems Application Packages
4. Develop Vision of 5. Define Business Principles, 6 Define system Principles,
Business Area Constraints and Assumptions constraints and Assumptions
4. Define Business 5 Build and Demonstrate 6. Develop Conceptual
Processes Feasibility Prototype Entity Model
4, Capture Business Volume 4 Determine F"ackgge
Software Direction
4. Identify Applications and
Functions
\ 4 ) 4
- 14. Distribute
13. Plana?égggfzfatlon Applications and
Data .
Package Evaluation
& Selection
4. Define Tl Sub phase
Requirements
4, Design TI Conceptual
Architecture
* \ 4
Complete Application 5. Specify and Acquire 6. Analyze Cost and 6. Plan Transition and

Architecture

Development TI

Benefits

Releases

v

Review for Consistency and
Completion

v

Conclude BAA Sub Phase

BAA Complete




Process Hierarchy -
Sample

STC



Telecom Knowledge LibraryAn
Overview



A TSP Knowledge Library

The knowledge library is a distillation of knowledge from various process transformations and design projects that we have
done for TSPs over the years. It consists of two key areas: The Process Library and the Value Blueprint (Metrics) Repositol

Areas Covered

Processes Covered

Across SIP and FAB areas

x Segments MAroduct, segment and channel agnostic
V Retail Adcross BSS and OSS domains
V Enterprise
V Wholesale
Value Blueprint Repository
x Channels
V Call centre MArocesses Mapped to Metrics Mapped to Best Practices
V Self Service An Balanced Scorecard Framework of Metrics
V Retail Shop/ Dealer shop AA Top Downready reckoner to see what actions drive
V Account Manager value
x Products
V Mobile voice and internet Total e2-e Process Models180
V Fixed voice and internet
VIPTVISAT TV/ Hybrid TV Aviapped to organizational swirtanes
VEnterprise Products ACrosssystem process models

Aey to system capabilities and integration requirements




Evolution of the Knowledge Library

The Knowledge Library has evolved over years of transformative engagements with Telecom Service Providers wi
various business models and from multiple geographies.

Repository Development Typical Engagements These Engagements
Our krjowledge repository is include:
deployed in typical BPR .
engagements for rapid Scoping and _
implementation selection of A BSS/OSS Transformation

Differentiated
Process Areas A Process Harmonization

Enriched Process
Library

A Value Blueprinting and KP!I
Dashboarding

lylféeaha o

processes and A Targeted Lean Six Sigma

Enriched Best Practice pain areas Process Improvements

Repository
A Rapid Data Based Process
Discoveries

A Process Centre of
Excellence Setups

Enriched Metric
Repository

Implementation 584 A oS &6 For Tier 1 TSPs across Europe,
from processes applying AsiaPacific, LATAM, Middle

design principles




Process Repository: Architecture

hdzNJ LINPOS&a4a NBLRAAGZ2NE Aad odaAfd 2y | Wig2z2 G26SNQ |
business scenarios in the other; with a clear mapping between the two.

Process Elements Business Scenarios

Strategy to . Trouble to
" Operations eTOM: Enhanced Telecom Operations Map > Offering Lead to Activate Usage to Cash Resolve
Support | am & Revenue
Level o s :
T s & Racaabien
[ = s Q [Buzy] Manage Portfolio Create Bill Customer Rescle
e Opportunities Complaints
Ot E¥aoss)
]
m | e
= = Manage Products Sell Manage Payments Resolve Problems
Rescure ...m.-...u.,l
R Seriemercs
Sepponts r H s ::- Manage Sales Manage
Reniness SuppherParier mariace ) Deliver Service Customer
Development Settlements

Processelements are building blocks of end-to-end businessprocess An end-to-end businessscenariois an integrated view of a set of
scenariosTheseare: interconnected activities carried out to achieve a common business
objectiveacrossSTC like Leadto Activate. Theseare:

Level 1

Iterative Decomposition

A Adescriptionof the idealwaysof working

B\ Deeammsiioy o LEa e GeiaTon A Designedby concatenatingprocesselements

A Provideanend-to-endviewfor IT realizationandintegration
A MeasuredhroughKPIs

A Containprocessattributes of RACI System/CapabilityBusinesRules




Our E2E Business Scenario Framework

Manage
Portfolio
Resolve

Problems

Service
Customers

Experience

1 5. Customer

Manage -
Products
Manage Sales
Development
D,

Management

Manage
Settlements
| Manage
Payments
3. Billing and ‘

Bill Customer

Deliver

Supplier Partner Mgmt. processes

Our E2E Scenario Framewark

A Effectively marries the Product Life
Cycle and the Customer Life Cycle

A wSillAya GKSE GLBSINE
throughout the lifecycle

A Provides an endo-end view of
processes across organizational units
and systems

A Is compliant to theeTOM Framework

A Enables process segmentation to
ensure high returns on
transformational investment

JASRC




Process Repository: Samples

Two Tower Approach Browseable Repository High Level Value Chains

B ARKS Network 2 Lead to Activate
: 5[ 2 Biling Selling
& @ LOCAL 1453 4 Customer Service
= @ Telecom Process Respository - WCS-PE-BPM =43 4.1 Manage Services
B3 Main group [C32.1.1.1 Design SLA and QoS policy for Products "
2.1.1.1 Product Centric " :
. . [C1 4.1.1.2 Collect SLA and QoS information for Prog A 2.3.1.1 Lead Generation & 25.1.1 Order Creation -
[=F-+ Business Scenario Process Flows Campaign Design and c c
0 [C14.1.1.3 Manage SLA and QoS - Consumer Flanning -C onsumer RELLE g
L1 1 Strategy to Product [ 4.1.1.4 Manage SLA and QoS - Enterprise
- [312 Lead to Activate SR =] 42 Service customers
o 3l 4£.2.1.1 Manage Queries - Consumer
-1 3Biling o™ ) i 2.1.1.2 Customer Gentric
o ) -+ 4.2.1.2 Manage Queries - Enterprise Campaign Design and 2.3.1.2 Lead Qualfieation & 2)6.1.2 Order Creation -
& 4 Customer Service #1--[C1 4.2.1.3 Manage Package Conversions - Consum|= Planning -Censumer Assignment Enterprise
é% Business Scenarios Framework [Value-added o =--[C1 4.2 1.4 Manage TOO - Consumer
2155 &TOM 9.0 Entiiss #--[(7 4.2.1. 5 Manage TOO - Enterprise
o -7 4.2.1.6 Manage WAS related Requests - Consun|
B-L11.1 Operations [ 4.2.1.7 Manage Requests Related to Account In 2.1.1.3 Campaign Design 2331 Lead Follow Up & 26,13 Manage "Provide"
[+ D 1.2 Strategy, Infrastructure & Product -[J 4.2.1.8 Manage Blling Related Requests - Consy and Planning -Enterprise Conversion Orders - Consumer
(1-[C7 1.3 Enterprise Management &[] 4.2.1.9 Manage Biling Related Requests - Enterp
2 o =43 4.2 Resolve Problems
€TOM 8.0 [Value-added chain diagram] -7 4.3.1.1 Manage Technical Complaints - Consume
#--["14.3.1.10 Manage Resource Problems - Enterprisy D“:E":E"mc:':;ll;g"mm“ 2341 Lead Bas ed Sales 26.1.4 Manage Modify"
=1--[C7 4.3.1 2 Manage Technical Complaints — Enterpris| G s F orecas ting Orders - Consumer
#--[7 4.3.1.3 Manage Biling Complaints - Consumer
#--[7 4.3.1.4 Manage Biling Complaints - Enterprise
#-[7 4.3.1.5 Manage Operational Complaints - Consur_|
- [J 4.3.1.6 Manage Operational Complaints - Enterpr . ? 1.2.2mCir;pEilgn ) 2351 Lead Reporting and 251.5 Manage "HMove"
--[C7 4.2.1.7 Manage Service Problems - Consumer evel “f"":m:[“r“’m“ fon it Orders - Consumer
&[] 4.3.1.8 Manage Service Problems - Enterprise = 2
i I T T 1 Iz
.

e2e Process Scenario Flows




Value Blueprint Repository

What is Value Blueprint?

2S OFy ale A0 A& F YFLI F2NJ ¢St 02Qa > @I fdzS RNAGSN
and action items are the path to get there also there are the very important biz metrics acting like GPS to ensul
that the organization is on the right track.

© 00

Assessment tool covering the  There is a laundry list of Exhaustive list of Helps measure, communicate,
Telco value drivers of Revenue action items and associated  Business and improve and report on org

and Margin, Operational levers that positively impact  dependent metrics tied activities.

efficiency and Customer Telco organizational value. to improvement levers.

Aids in identifying solution

experience. components



Value Blueprint: Metric Framework

Our Value Blueprint utilizes a metric framework to establish key KPIs which are then mapped to process areas v
typical best practices or action items, which enables us to focus attention to things that matter most to the
enterprise!

AMean Customer Call Wal
Time

ARequest Elapsed Time

A% First Call Resolution

tA% Calls Abandoned

ADistribution of Customer
Requests

AVolume of Customer
Requests

AMean Duration to fulfill
service order

A% Orders Delivered by
commit date

A% Service Usability
Queries

A% Service Activation
Failures

A% Early Life Failures

AMean Time Order to
Activation

AOrder to Activation Time by
Process Type

A% Orders Requiring Rework
A# Hours Per Fulfillment Issue
A% Orders Pending Error Fix

Alncident Resolution Time
A% Problems resolved by
due date

A% SLA Violations

A% Problems reported by
customers

A% Problems dealt within
SLA

A% Repeat Problems

AService Problem Resolution
Time

AMean Time to Resolve Servic
Problems

AMean Time Between Failures
A% Maintenance Time Used f
Repair
eA% Problems by Cause

A% ePayments received

A% Payment transactions
by method

AMean Transaction
Posting Time

A% Bills Inaccurate

A% Billing Contacts

A% Bills Adjusted Internally
A% Bills from Last Cycle

ADays to Prepare Bill

AHours per Payment from
Receipt to Posting

AHours per Pricing Change

AHours per Bill Fault
resolution

AMean Age of Billing Errors

A%XDRs falling into suspense

A# Times Billing Suspense
Files Recycled per month




Value Blueprint Samples

Value Drivers
Mapped to Best
Practices and
Process Areas

Value Driver
Mapped KPIs
Benchmarked and
Measured

o

Telco Org Value Value drivers

-

Telecom

Organizational Value Customer Experience:

Improvement

Levers

Time

Time

Time

Time

Time

T

Business Process Frameowk (eTOM)

Action Items L1

Enable identification of the contact, its  Customer relashionship
development, enhancement and update. management

Customer relashionship
Make available the latest customer info. management
Improve routing of calls to the Customer relashionship
appropriate staff management

Focus on freeing the time of specializaet Customer relashionship
staff management

Reduce wait time during customer
interaction

Customer relashionship
management

Activity
L2 Status
Customer Interface
management Medium
CRM - Support & Readiness ~ High

CRM - Support & Readiness Medium

CRM - Support & Readiness ~ High
Customer Interface
management Low

Criticality

Org. Value Risk
Medium Medium
Medium Medium
Medium Medium

High Medium
High Low

Additional
Comments

Customer info updated
every week.
Customer info updated
every week.

Jobs not distributed
according to CE skill
level.

Average hold time is 50
sec close to benchmark|
value.

KPI's

Average Hold Time

Average Handle
Time

First Call Resolution
(FCR)

Lever

Time

Time

Time

Performance
. Baseline Benchmar
Calculation
value k Value
# Seconds for All Customer
Call Waiting Time / # 40sec 50 sec
Customer Requests
# Minutes for All Customer
Request Handling / # 4-9 min 10- 14 min
Customer Requests
# Customer Requests
Handled to Completion on >71% > 58%

First Call

Forecasted
value

45sec

8-12 min

>65%

Value
Analysis

e g




Process Mining I Ensuring Process Change

C—y
—_— Process mining Natural Process Flows (NPFs)
algorithms
B
=y
ﬁd b - \
T— ! K = £ X
o — - | S
| =F
Om—YTY o
[ ——— =" T/
- - -
Data Extraction Data Mining Rapid Intelligent Process Mining Insights

A
A
A

RAPID INTELLIGENT PROCESS MINING (RIPM) iRAN Xf the ads process
2)0- OOAO OUOOAI 1 dsgrares®and 0aRed thd paudishindit markfdst! A O

It shows variants that exists in the current state process, which can be used a key input to standardization 3

OOEIARIGA AAOGECIT

n(



Alignment with Industry Best Practice

The APQC and SCOR frameworks are used as a guiding mechanism for “Should be” process. They are the mapping layer which are aligned to

best practices and COTS capabilities that will be deployed.

Mapging Layer

Best Practice

Level 1: Order Management

Category

Level 2:

Process Group Order Preparation Release Order

Lewvel 3: P~ ——r
Ligtermame Crange feoduchion e

Business Process Changm H o }—I o oM }_‘ Chgs Macka Aoty

Model

Level 4:

Activities in BFMN 2.0 " LE
compliant swim lanes & = : mp
Level 5: W s - B =

Automation Workflows, == = = L=

tasks, working —— -

instructions, Checklists




Best Practice - Case

Expertise in providing End to End domain
specific business architecture

Leveraging experience form over 100
transformation programs

Exceptional design herntage and dexterity
across Strategy, Process, Technology

Aligned with various Industry
Standards like APQC, SCOR, ISA, etc.
Usage of Standard Frameworks like
APQC PCF and SCOR for Nokia's
02C Process Repository

Rich Domain Elaborate

Wipro World Class

Best Practice

Industry Architecture Tools
Association & Techniques

*

Wipro's repository has over 700 models for
Supply Chain Specific processes of which
300+ have been anointed to used in this
engagement

BPMN 2.0 and UML based process design
to enable World Architecture standards

A highly curated User Experience based
Jourmney Model View to cater to futuristic
representation requirements



Best Practice with the Business Process Library

Framework for Nokia Business Process Library

This process reference model has been built over time from Wipro's collective experience of standardizing and simplifying "spaghetti’ processes across quote to
cash process

Business Architecture for O2C Processes

Prowiding research based

|
|
|
|
|
|
: End to End Supgly
|
|
|
|
|
|

1
1
1
1
|
inputs: :
Chain Process :
Hierarchy H
Wipro Consulting's Business :
Architecture Expertise Drrives \
APQC and SCOR !
| Alignment :
|
| | Nokia's 02C
: Business
Architectural Process Library
Review —
Wipra's across domain :
transformation program W,E: Alignment to COTS |
blueprinting experience | :
| |
| Simplifed Process !
| Execution, Enhanced :
| Operational Efficiency, |
| Standardized Business 1
I Performance :
|
1
|

2000 © wipro confidential



Value from a Process Library

Business Process Architecture will enable organization to easily envisage how to exploit the advantages from:

Achieving instant
time to market

Monetizing radically
new 5G Services

Better Engagement

Architectural Assets to better engage with CXO
audience: Business focused architectural views
around Journey views, Business Process,
Scenarios and Use Cases to pique interest and
enable easy dissemination amongst senior business
leaders

Offering seamless Invigorating
ubiquitous customer’s end-to-
interactions end experience

Experience based Design: Customer, product and
production joumney view completeness, use case
with specific goals, business scenanio accuracy and
future technology relevance as the measure to
SUCCESS.

Driving offer and
product innovation

Serving customers
on demand

Better Utilization

Extensive Reusability of Process Library : Across
various Prospects, Targets and existing Clients the
library can be digitally made available for
referencing for marketing, sales, product prometion
and solution designing by simply sharing registered
User ID and password



B2C Process Hierarchy

Wipro has a vast repositony of Supply Chain processes, which are aligned with industry best practices (SCOR and APQC PCF), truncated architecturs tum-
arcund Bme, mproved process repositony reusability & reliability and improved process publishing, training and designing performance.

Wipro's 02C process hierarchy will provide up to 30 % of reduction in effort and time in Process Designing.

-,

L1 Frocess

Rermues rusorse orer deis

Dol e vwene ond o Typs
CrEEte nnmer
Conrmine® o

Seerad o er Arenosadedpment

ATP- Draspi | reasminry S Labdbng
Al P Drect allocabors

ATP- SIGCae [l 10 G0 er
Proer . prhal deiverabien
SubeT e privtll

InfioT wnbi, rEnre T
Cares ot

Crporie pegier porbimtinn
Apree! e b order

Wl pis (DT ITERMURRE TS 1 b
Ciptam pue oyl ans maks

nerE ATy chenpe.

- Carla] Cutorsds 12 fisobei oftid
TUALHFY

Cancel remaining lne Dems

from Wipro's process reposiony

Sample 020 business process hierandhy

Pizase note that abovwe hizrarchy s for lusiradon parposs only



Aligning L3 Processes to E2E Architecture- Sample
T

Potential Scope

Adjacencies for alignment
and integration
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| Demand Supply

Flanning
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Matwork Deployment -

Master Data
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RAPIDS - An End to End Use Case

Customer(s

Aﬁ!
)

|
4. \/isit

Customer Interaction

v
Existing New
Customer Customer

1. Refer ne
Customer

Onboarding thru
Social NW

COCO/FOFO &
Getlhew sIM

5. Records Inventory state.

10. Collects Identity, address proof
and Customer acquisition
documents.

11. Collect cash, book order, issue
receipt

12. Submits order information.

2o 3. Sync data to
CRM as
| Prospect

Operator Backend

6. Fetch details of
D, i L

Bundle Created

Flexi Bundling
(0]
& perviee FPO Engine
Ql i o

9 Custoin QuadtPlay Offer 8 Fetch Products &
Design and

Services

Deliver

13. Validates, Processes
and Orchestrates Order.
14. Creates Customer & Billing
Alc.
15. Associate Services
provisioned

21 Watch*Video on

Demand I
m |
|

|

Convergent

Billing

18 Use Broadband 22 On the fly Boost QQSchrease BW

23 Use Network

Service Design &
Order Delivery

ate & Bill Customer

16. Credit free
100 free minutes
one time
discount to
Existing & New
Customer

17 Provision Services
24. Generate Usage

Referral Bonus

LTE

19 Make 20 Watch
Voice calls channels IPTV.
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|
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Level O

Q Telecom Process Repository

Process Excellence - Wipro Consulting Services

Operations

Strategy, Infrastructure and Product

Marketing and Offer Management

Service Development and

Managerment Service Management and Operations

Resource Management and
Operations

Supplier/Partner Relationship
Management

Enterprise Knowledge and
Effectiveness Research
Management Management

Resource Development and
Management

Supply Chain Development and
Management

Enterprise Management

Strategic and
Enterprise Planning

Enterprise Risk
Management

Stakeholder and
External Relations
Management

Human Resources
Management

Financial and Asset
Planning

Level O:

Strateqy, Infrastructure and
Product

The Strategy, Infrastructure & Product Process
Grouping includes processes that develop
strategy, commit to the firm, build infrastructure,
develop and manage products, and that develop
and manage the Supply Chain. In the eTOM,
infrastructure refers to more than just the IT and
resource infrastructure that supports products
and services. It includes the infrastructure
required to support functional processes, e.g.,
CRM, HR, Marketing. The Strategy, Infrastructure
and Product processes direct and enable
Operations.

These processes are not dayday processes that
interact with the customer on a regular basis.
They areprocesseshat plan, commit, build,
develop, assess and determine direction.



Level 1

’ Telecom Process Repository

Process Excellence - Wipro Consulting Services

Marketing and Offer Management

Level 1:

1.2.1 Marketing and Offer

Management

This horizontal functional process grouping focuses on the
knowledge of running and developing the core business for
an Information & Communication Service Provider enterpris
It includes functionalities necessary for defining strategies,
developing new products, managing existing products and
implementing marketing and offering strategies especially
suitable for information and communications products
Marketing and offer management are well known business
processes, especially in the more competitivieusiness
environment, where the rate of innovation and brand
recognition determine success. Although most companies
carry out all these activities, depending upon the size of the
company, they are combined in a variety of ways. These
processes are enabling processes, but also the key proces:
that are accountable for commitment to the enterprise for
revenue, overall product results and profit and loss. These
processes deal with the creation of product, markets and
channels; they manage market and product strategies,
pricing, sales, channels, new product development (and
retirement), marketing communications and promotion



Level 2

Q Telecom Process Repository

Process Excellence - Wipro Consulting Services

1.2.1 Marketing and
Offer Management

Product and Offer
Development and
Retirement

Market Strategy and Marketing Capability
Policy Delivery

Product and Offer Product and Offer
Portfolio Planning Capability Delivery

Sales Development

Product Marketing
Communications and
Promotion

Level 2:

1.2.1.5 Product and Offer
Development and Retirement

Product Development & Retirement processes develop anc
deliver new products or services and product or service
enhancements and new features, ready for implementation
by the Operations processe&dditionallythey handle the
withdrawal of product offerings from the marketplace.
Product Development and Retirement processes are projec
oriented (day to day management of product offerings are
handled by the Operations processes). The key measures
GKA&A LINRPOSaa INB K2g STFFSO
and services broadened and the time to market for new
products and services or features. These processes also
manage major product and service updates and
enhancement. Business Case development tracking and
commitment are key elements of this process, as are projec
management discipline with defined quality gates.




Level 3

’ Telecom Process Repository

Process Excellence - Wipro Consulting Services

Product and Offer
Development and
Retirement

Gather and Analyze Assess Performance prgﬁ\g?% LTS?;"ESS C%?nvsrigrr?c'ijaﬁggtﬁn Dev%orgd%gailed Manage Product Launch New
Mew Product ldeas of Existing Products Proposal Strategy Specifications Development Products

Manage Product Exit

Level 3:

1.2.1.5.5 Develop Detailed Product Specifications

The Develop Detailed Product Specifications processes develop and document the detailed-mladedtechnical, performancend operational
specifications, and customer manuals. These processes develop and document the required product features, the spexifidsesotirce
requirements and selections, the specific performance and operational requirements and support activities, any prodictiafeosuired for the
systems and network infrastructure. The processes ensure that all detailed specifications are produced and appropriateigteidoidditionally
the processes ensure that the documentation is captured in an appropriate enterprise repository.




Level 4

| Crganizalionsl Sements & 400 l
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i Process Excellence - Wipro Consulting Services
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Level 4:
Develop Detailed Product SpecificatieriSonsumer




Level 5

This process aims at developing detailed technical, performance and operational specifications for the
approved product concepts:

1.

Determine product/Product Offering features
A The technical and performance features of the product/offer to be developed is determined in this step.
A Features are derived from the concept paper and the approved business proposal
Prioritize product/product offering features
A The features determined are prioritized using the Quality Function DeploygiRD templates provided
A Customer experience parameters are rated and impact of features on these parameters is scored and weighted.
A Features of highest priority are selected
Define product/ product offering specifications
A Features are decomposed into specifications using the templates to maintain traceability
Determine service components to be reused
A Based on the product specifications service components in the Enterprise Service Catalogue that assetere determined
A Service Identifiers are documented
Identify Service Requirements to be built
A wSIdANBYSyGa G2 o0S odaAfid Fa ySg aSNBAOS O2YLRYySydGa | NB
5S@PSt2LIYSYG YR wSGANBYSYy(iQ LINROSaa
Register service requirements in system
A Documented service requirements are registered in the SDM workflow tool
Finalize Product Specificatiotmsed on inputs from resource and service
A Once specification corrections are received from SDM and RDM departments, modifications are made to product specificat

Prepare Product Specifications Document
A t NPRdzOG &aLISOAFAOFGA2ya NS R20dzYSYyiSR FYyR KIFIYRSR 2@SNJ i



Process Repository: Two Tower approach

| Telecom Process Repository l Telecom Process Repository

Process Excellence - Wipro Consulting Services Process Excellence - Wipro Consulting Services

Wipro's Business Scenario Model

Strategy, Infrastructure and Product Operations

\ \
\ y X \
1.2.1 Marketing and Offer Customer Service ) Strategy to Product
Management / / 2 I Design and /
lopment
Service Development and

Management Service Management and Operations

Resource Development and Resource Management and
Management Operations

Supply Chain Development and Supplier/Partner Relationship
Management Management

Enterprise \ Knowledge and
Effectiveness ) Research ) Bill Customer
Management Management

Strategic and \ Enterprise Risk
Enterprise Planning Management

\ \
Financial and Asset \ Esxttael:ﬁ:ﬂf:lra?izis Human Resources
Planning Management
Management



eTOMBusiness Process Decomposition

Hierarchical Level Model Type Used

LevelO VeryHigh LeveProcess Grouping as per eTOM VD (A CRE06] Gl DI

Level 1 represents theigh levelvalue chain as prescribed by eTOM
Examples; Value Added Chain Diagram
A Customer Relationship Management

A Service Development and Management

Levell

Level2 is a subsetof level 1.

It representsthe W/ 2t N\ O Sali ah§lile¥el valuechainasprescribed
by eTOM

Exampleg;

A OrderHandling

A ProblemHandling

Level2 Value Added Chain Diagram

Level3is asubsetof level 2.

Level3 It representsthe W6 dza AJNB D SwitkiirSeacL2 process Value Added Chain Diagram

Leveld is asubsetof level 3.
Leveld4 It representsthe activities contained within each of the L3 business Value Added Chain Diagram
processes

Level5is asubsetof level4.
Level5 Detailedexpansionof a Level4 processesapturingactivities, roles, and
associatednformation.

BPMN collaboration diagram
(BPMN 2.0)




Business Scenarieverview

The process architecture consists of two views of processes
Business Scenarios and Process Elements.

Process Elements (Capabilities)
\ Strategy to

e R b
\ ) \ \ ) \ y
/ P / ) CampalgntoLead/ / Lead to Order / // Order to Activate / levels

Business Scenarios

Level 1

Level 2

\ \ \
\ \ \
> Usage to Bill /‘ > Bill to Payment /\ | Customer Service
L

Level 3

_——
P

=
=
=
wvy
o
o
=
S
I
D
o
@
p .=
=
©
=
]
=

Support Level 4

-

Level 5

Anend-to-endbusinessscenarias anintegratedview of Proces®lementsare buildingblocksor capabilitiesfor
asetof interconnectedactivitiescarriedout to achievea endto-endbusinesgprocessscenariosTheseare:
common business objectives of CSP, like Lead to

A 14/L3 Processviodels

Activate Theseare:
. . A Decompositiorof Leafnodesof e TOM
A Designedy concatenatingorocesselements

A Contain  process attributes of RACI,
A UseeTOMLeafnodes System/CapabilityBusines®ules
A Providean end-to-end view for IT realization and
integration

A MeasuredthroughKPls



Business Scenarios (based ehOM)

v 833 Process & Scenario Repository \ All Business Scenarios are mapped
b Bl Capability - eTOM Process Framework at the Leafnode level (that is
hd End-to-End Scenarios eTOM L4 |eve|)
» I Bill to Cash \ In case if eTOM has only defined
b Campaign to Lead levels till Level 3/2, then the last
b BB Customer Services leaf would be L3/L2
4 Lead to Order
4 Order to Activate
2 Strategy & Product Rollout
2 Support
b Usage to Bill

End-te-End Scenarios [Value-added chain diagram]



Process Repository: Samples

Two Tower Approach

Browseable Repository

b Telecom Process ¥ - WCS-PE-BPM
F--E3 main group
=43 Business Scenario Process Flows

Explorer tree

Fiter: Models [ | Objects -7 1 Strategy to Product M
=[] 2 Lead to Activate
E aRis Network -7 3 Billing
E@) LOCAL =423 4 Customer Service
: . E a1 s
(=33 % Telecom Process Respository - WCS-PE-BPM anage services
i ) [1 4.1.1.1 Design SLA and QoS policy for Products|
= ﬁ Wain group [3 4.1.1.2 Collect SLA and QoS information for Prod
423 Business Scenario Process Flows - 3 4.1.1.3 Manage SLA and QoS - Consumer
w071 Strateay to Product » a enario O [ 4.1.1.4 Manage SLA and QoS - Enterprise
0 ) =-{53 4.2 Service Customers
#1112 Lead to Activate =7 4.2.1.1 Manage Queries - Consumer
-3 Billing -7 421 2 Manage Queries - Enterprise
\ - 4 Customer Service #-[7 4.2.1.3 Manage Package Conversions - Consum|S|
é% = - [C7 4.2.1.4 Manage TOO - Consumer
Business Scenarios Framework [Value-added ¢ - [CJ 4.2.1.5 Manage TOO - Enterprise
ﬂE}a eTOM 9.0 Enttties 1[0 4.2.1.6 Manage VAS related Requests - Consun|
-1 1.1 Operations 1-[C] 4.2.1.7 Manage Requests Related to Account In
0 -7 4.2.1.8 Manage Blling Related Requests - Consy
[ 1.2 Strategy, Infrastructure & Prod -7 4.2.1.9 Manage Biling Related Requests - Enterp
-7 1.3 Enterprise Management =+-{53 4 3 Resolve Problems
6% €TOM 9.0 [Value-added chain diagrijim] #--[7 4.3.1 1 Manage Technical Complaints - Consume)
\ #1431 .10 Manage Resource Problems - Enterprisy
- [CJ 4.3.1.2 Manage Technical Complaints - Enterpris|
. - [CJ 4.3.1.3 Manage Biling Complaints - Consumer
e2e Process Scenario Flows [ 4.3.1.4 Manage Biling Complaints - Entersrise
#-[CJ 4.3.1.5 Manage Operational Complaints - Consur |
#--[C7 4.3.1.6 Manage Operational Complaints - Enterpr
=1 4.3.1.7 Manage Service Problems - Consumer
#--[C7 4.3.1.8 Manage Service Problems - Enterprise [

1 i T 1 irs

i©




Thank You



BP5 BUSINESS MODELLING: VALUE STREAM, PROCESS, SERVICE

Provide
Customer ~,
Infermation

Consolidated
Pre-Order

Request
Service

Validation Results

Customer

Service not
Available at
Address

Create New Address not
Customer Valid

'y

S Perform Customer Customer ‘:hefk
Customer Sarvice

. : -
Information Information Inquiry Found? Address Availability

Select
Service
Package

Receive
Service
Request

Customer Service Representative

Check Perform Check Pra-Order
Resource 8 Service Customer Validation
Avail ability p Partability Credit Results




Order Management is a major priority for process
transformation

Sales Order
Negotiation and
Capture
IlF ‘lr
/ACatang & Offer Management \ /ACustomer Order Validation \ /AService Order Orchestration \
AMulti-Channel Sales Management ACustomer Order Decomposition AProduct/Service Order Decomposition
(Order Negotiation & Capture) Acustomer Order Orchestration

AService Order Tracking & Management

AcCustomer/Prospect Data Acquisition QCustomer Order Distribution AService Order State Management
ificati Customer Order Tracking &
ACustomer Qualification Management . AService Order Validation
AcCustomer Credit Eligibility A . : .
A _ _ - AcCustomer Order State Management Service Design/Assign
Offering, Product & Service Availability AcCustomer Order Lifecycle AReserve/Assign/Procure Resources
AOrder Establishment Management (incl Jeopardy) AService Configuration Management
APrice Estimation and Quoting AReceivables Management (interface) i o
ABilling A . " AService Activation Management
i illing Account Managemen
APrice/Quote Approvals (interface) AWorkforce management (truck rolls)
AContract Management J \_AAppointment Scheduling ) \_AService & Resource Testing J

AOrder Scheduling (Request)

AcCustomer Va‘id ation L
ACustomer Ch

AResource Shipment|

ﬁ.SuppMC_bajnMata%ement
Jeopardy Management




Sowhat happens E2E in Order Management (L2)

eTOM End to End Order Management (L2}

Customer
Interface

Management e

KManage Contact

Manage Reguest
(Including Self
Service}

Seling

Acguire
Customer Data

Order Handling

]
Determine
Customer Order
Feasibility

Awuthorize Credit

Issue Customer
Orders

Track & Manage
Customer Order
Handling

Complete
Customer Order

Report Customer
Order Handling

Close Customer
Crder

Service
Configuration &
Activation

Issue Service
Orders

Recover Service

De=sign Solution

Allocate Specific
Service
Parameters to

Implement,
Configure &
Activate Service

Test Service End-
to-End

Close Service
Crder

Resource
Prowisioning
F

Izsue Resource
Orders

Recower
Resource

Allocate & Install
Resource

Configure &
Activate
Resource

Test Resource

Close Resource
Order

Workforce

Management
]

Issue Viork Order

Track & Manage
Work Order

Assign Wiork
Crder

Close Work Order

S/P Reguisition
Management
-

Initiate S/P
Requisition Order

Bill Payments &
Receivables

KManagement e

KManage
Customer Billing

RM&OD Support &
Readiness
-

Manage
Resource
Inventory

SM&0 Support &
Readiness
-

Manage Service
Inwventory



Translated into a Process Viewdd (in MACDg End to End

Offer Accepted

Close Customer Order

Market Product & Qustomer
Determine Customer Order entry [lssue Customer Orders Track & Manage Complete Customer

Order Feasibility che. Customer Order Ord
——’ ——’ Handling -’ -’

Manage Contact

Invoice received by
customer

Create Customer Bill

Customelf identified Creditjworthiness
Customer. checked Check Invoice
Acquire Customer Data |.data Authorize Credit produat
m availability Order status lm{:’icle‘ o
Production| order provided - submitte
gsteratac Validate Customer
Satisfaction

Product ready
for use
Service Allocate Specific Implement, Configure & |« product tested &
. t Service Parameters to Activate Service :
) P ot activated
Service Customer DEPVIces
Inventory Subscription
Inventory
Sub-order
collected and
~ product tested
Tssue Service Orders Test Service End-to Close Service Order Product ready for
Supply End use
SupEN u _’
“Services [dentifed |
Resource (Application, Computing and Nebtwork)
Issus:Rescurce.Orders Test Resource Close Resource Order
Resources
identified &
Resource
supply needed g ourced identified &
Inventory o
availabl
Allocate & Install Configure & Activate
Resource ’ Resource
Delivery S
Supplier/ Partner |
Initiate S/P Requisition Receive & Accept S/P
Requisition Raanlad

Order ’




For the Demo Order Management ArchitectureE2E Use
Cases

£3 Order Handling

,,,,,,,,,,,,, winclude= « -
———————————————————————— L _ _sincludes ____

Track & Manage Customer Order y

Decompose Product Order

i_sincludes

Configure, Quote, Submit PRI Order - ADD (New Customer)

£ Bill Payments & Receivables Manage ment

CSR 1 Sterting cPQ i Y Customer Management

«includes Manage Customer Bi

E-1 Service Configuration & Activation
o Implement, Configure & Activate Service £ Allocate Specific Service Parameters to Services

sincludes

singludes ~ g

Désign Solution

Track & Manage Service Provisioning (T Allocate Service Parameters

i wincludes

Service Management

3 Allocate & Install Resource B3 Resource Trouble Manage ment

ources Resource Management

wincludes {__________________________ sincludes | Allocate Res:

1 Workforce Management

In scope a

Assign Work Order

Configure Resource



What we going to address in the Demo for Order Management
(L2)




1. Customer Information O ® 2. Feasibility to cover site 3. Decomposition of the ' q r 4. Each Product Order will
Acquired and Managed survey, reservation of Customer Order into be decomposed and
during order entry. resources and serviceabilit component Product Orders enriched into Service
happen here Orders

fer Acceplaed

Determine Customer Srder entry [lssue Customer Orders o e Customer Close Customer Order
Order Feasibility

5. Service Design & Assign
Custome| identified Creditfwort aess request will be issued to
y Authorize Cred) duct Cramer —

Order status
Production| order provided submitted
generated

Acgquire Customer Data

“alidate Customer
Satisfaction

Servies - | P e 6. While a lot happen here

— — Fervics Paramate™ to Eﬁmﬂ!’ including design,
' , assignment of resources

** Recommend the use of ** Recommend this happen Sub-order Gl :

i iati e e Hiwa el L (TN), activation, testing
a Customer Info during order negotiation/ __< | K : _
L. TService Grders TestServios End-io; we willstucbthese for the
Management System for entry to avoid jeopardy and — > Demmo
storing customer into. delay during OM :
@ (A [=2 g and )

Issue Resource Orders Test Resaurce Close Resource Order

Resources
identified &
supply needed

Resourcey identified &

Configure & Activate
Rescurce

Allocate & Install
Resource

Resource
Inventary

Initiate S/P Requisition
r

Delivery
Executed
Receive & Accept S/F
Requisition

Delivery
executed




Another Depictiorg High Level Scope for Demo

FULFILLMENT {CRM)

SELLING
= Negotiate Sales/Contract

ORDER HANDLING
= Determine Customer Order Feasibility
= Authorize Credit
* Track & Manage Customer Order Handling
= Complete Customer Order
= Rprt Customer Order Handling
= Issue Customer Orders
= Close Customer Order

Initiate Quote
Quote Complete

>

Order Status

Submit Customer Order

RESOURCE ORDER MANAGEMENT

Design/Assign/Activate

RESOURCE ORDER TRACKING & MGMT
p < Ordler Tracking

CUSTOMER ORDER MANAGEMENT

CUSTOMER ORDER ESTABLISHMENT CUSTOMER ORDER LIFECYCLE MGMT,

= Customer & Product Data Collection
> Product Offering Availability

> Customer Order Validation
CUSTOMER ORDER PUBLICATION

CUSTOMER ORDER ORCHESTRATION
> Customer Order Distribution

= Order Change Management
> Order Cancelation
> Ordering Business Rules

Order Status Notification

SERVICE ORDER MANAGEMENT

SERVICE DATA COLLECTION

ey Tracking

<€

RESOURGE ORDER VALIDATION
ree Order Completions

= Dependencies M.

» Status Repor

a
SOURCE DESIGN/ASSIGN APPLICATIONS
al, Logical, and Software Resaurces Design
Re: ation

RESOURCE ORDER DATA COLLECTION

> What-If Confiqurations and Modeling
Wadeli

Applications
> Multi-Layer Model

Modifications to
Include Resources or Changes
= New Technoloay and New Resaurce Designs

Site Design Response

anel Design

SERVICE ORDER VALIDATION

SERVICE ORDER PUBLICATION
SERVICE ORDER ORCHESTRATION
> Order iti

RESOURCE ORDER

COMFIGURATION MANAG EMENT
Resource Parameters Allocation

‘esource Parameters Reservation

pdate of ce Inventory

ompose & Resource Configuration Plan

RESOURCE AVAILABILITY
p Validation
ity Validation

ty Validation
= Establishrment of Service Termination Poirts
» Determination of Delivery Interval

> Resourc: ure
= Cross Resource Gonsiderations

RESOURCE ORDER PUBLICATION

& In scope for Demo

> Service Order Tracking & Management SERVICE AVAILABILITY
>S A on

> Procure CPE

Activate Billing



High Level Solution Architecture

CSR
Inifiate Quote
Confirm Complete
Order Configuration

CSR Fulfillment
Customer Order Management
(Sterling CPQ)

Offer Customer Order
Availability & Order Config / c:u"tn’:‘“ Tr:;‘fi;
Site Survey validation Establish 9 9

Submit Customer Order Customer Order Status Notifications

Service Order Management
(Sterling OM)

Service Order o

Order Order Status Service Order Order D
In Scope Orchestration Decomp Management Worklist & Tracking

for PoC

CSR / Engineering

TM Forum based Integration Framrwork gBm Telecom Pack)

Submit Service Order ‘ Site Level / UNI / ‘ ‘ Activate Billing for Site /
(Design/Assign/Activate EVC Level Status UNI Circuit
Notifications
C Comcast ESB / ESP
r Service Config & Activation Mgmt Billing Account Management
Service Inventory Mgmt (Simulated)

Resource Configuration
Workforce Management
(Cramer - Simulated)

Design / Service Engg Work
Assign Config & Act Assignment

Inventory CPE
Assignment Installation




Use Cases CSR Perspective

Determine Custormer Order
Feasibility

) Handle Request for PRI ‘Decompose & Enrich Product
v, Product from a Prospect ——[> Orders & Issue Service )
! (ADD) ) — Orders ) -
— — { Design Solution
—Dj' Handle Service Orders + — —
- - Other OM Activities
o " Activate Billing
T Account

Query for Customer Order

AN TN Details & Status
CsR -
-~ Search for Orders
- Look at Customer Order

Activifies Audit



Architecturec Demo Use Cases & Scenagdzage 1

Handle Request for PRI Product from a Prospect (ADD) i Happy Scenario
T A new customer is interested in the fAPRIO product offering.
T He/she works with a CSR (using Sterling CPQ) to configure the product offering
T The CSR explains to her/him the featurebés that are avail abl e
T The CSR prepares and saves a price quote that includes products/services and agreement details
| The Customer accepts the quote and when done the CSR submits the Customer Order for fulfillment.
A Alternativelyt he Customer holds off on completing the order while the are i
T Order flows through the various fulfillment stages of Solution Design, Service Activation & Activation of Billing

T The customer (contact person) is notified of order completion (on a UNI/Leg basis).



Architecturec Demo Use Cases & Scenagdzage 2

Handle Request for PRI Product from a Prospect (ADD) i Jeopardy Scenario
T A new customer is interested in the fAPRIO product offering.
T He/she works with a CSR (using Sterling CPQ) to configure the product offering
T The CSR explains to her/him the featurebés that are avail abl e
T The CSR prepares and saves a price quote that includes products/services and agreement details
| The Customer accepts the quote and when done the CSR submits the Customer Order for fulfillment.
T An Solution Design activity in the service order management process fails for a specific site
T An alert is raised and a task is created in a specific work queue for an engineer/technician
T The engineer/technician investigates the failed order and resubmits the task / activity
T The Order flows through the rest of the fulfillment stages of Solution Design, Service Activation & Activation of Billing

T The customer (contact person) is notified of order completion (on a UNI/Leg basis).



Use Cases Engineer / Technician Perspective

Query for Service Order
e Details & Status

- Fix & Resubmit Failed Orders

Enginear

- View Alerts and Failed Orders
Queue

-y Look at Customer Order
Activities Audit



Architecture¢ Demo Use Cases & Scenarios

Query for Customer Order Details & Status (CSR)
T An existing Customer will query their order details and status

T A CSR will query the system (SterlingOM) for details on a specific order based on Customer information such as customer
name, customer address or CustomerOrderID provided by the customer

I The CSR provides relevant details on the order to the Customer, such as order status (complete, in progress etc), any items
that are in jeopardy, any items that can not be activated at this time, and any changes to the Firm Order Commit Date.

I The CSR may also provide details on what products and services were part of the original order (this may lead to an
upsell/cross sell use case which would result in a supplimentary order to an in-flight order).

Search for Orders (CSR)

T A CSR will query the system (SterlingOM) for a list of orders based on a specific search criteria (such as orders entered by a
specific CSR, orders for a specific customer account, orders within a specific region, orders for a specific product or service
etc.)

T The CSR scrolls through the list of orders and may optionally drill down to see the order details and status

I The CSR may refine the search and re-run the search as necessary



Architecture¢ Demo Use Cases & Scenarios

Look at Customer Order Activities Audit (CSR or Engineer)

T A CSR or an Engineer/Technician will query the sytem (SterlingOM) for Audit level details on a specific Customer Order (Use case may
first use Search to first identify the specific order)

T The system will display an Audit of all the Transactions that the order has flowed through along with the intermediate statuses

T The Engineer may drill down to a second level in the Audit to see the specific XML message(s) that were issued and subsequently
received

Query for Service Order Details & Status (CSR or Engineer)

T Based on a Customer initiated request to a CSR, a CSR may request an Engineer/Technician to investigate the details of an individual
Service order. (or an Engineer may initiate the query based on a known resource limitation, outage or alert)

T An Engineer/Technician will query the system (SterlingOM) for details on a specific order based on CustomerOrderID or based on the
Search use case(s)

T He/She will see a list of Service Orders associated with the search, along with the status of the Service Orders

T The Engineer may drill down to a second level in the Service Order to see details of what was include (including technical level details on
the order)

T The Engineer may drill down to a further level in an Audit to see specific Tasks and specific XML messages as necessary.



Architecturec Demo Use Cases & Scenarios

View Alerts and Failed Orders Queue (Engineer)

An Engineer/Technician will log into a specific failure queue and view a list of orders in alert status. There may be different
queues for different types of Alert (if specialized engineers are used for different types of alerts).

The Engineer will select one of the alerts and review the task associated with that alert. They may in addition look at Audit
level details on a specific task to determine the root cause of the Alert, or this may be obvious from the Alert and Task
information.

The Engineer will correct the error(s) that caused the alert. This may be as simple as ensuring an end system is up and
available, or it may require manual lookup in other end point systems and possible changes to the original order XML.

The Engineer may re-submit the task that was in alert status and validate that the process is now proceeding correctly (or has
successfully reached completion).

This use case may sometimes involve allocation/assignment of a specific task to a specific Engineer or Technician so that the
resulting activities can be tracked and managed, and so that a large pool of tasks/alerts can be handled by a pool of
engineers.



Architecture- System Context

Billing Account Management |

CSR Fulfiliment & Product Catalog |

<<subsystem>>
Simulated

<<subsystem=>
IBM Sterling Configure,
Price, Quote (Simulated

Customer Order Management |

Customer Info Management |

<<subsystem>>
Simulated

|

Service Order Management |

<<subsystem=>>
IBM Sterling Order
Management

Service Inventory Mgmt |

<<subsystem=>
Cramer {Simulated)

Catalog Driven
Dynamic Order
Management

<<subsystem=>
IBM Sterling Order
Management

Res Process Mgmt (Workforce) |

<<subsystem>>
Simulated

Resource Inventory Mgmt |

<<subsystem=>>
Simulated

Sve Config & Activation Mgmt |

<<subsystem=>>
Simulated




Overall Order Management ADD Process for Demo

Manage Customer Order for Product - Add

=
5]
&
2 Determine Issue Customer Track & Manage Complete Close Customer
E Authorize Credit [[Credit Worthiness Checked+ Customer Order Customer Order plet -
o B Orders B Customer Order Order
Feasibility Handling
=
—
7]
g J
2
7]
=
(4]
[ ]
a
=
-
a
a Manage Service Order - ADD
w
2 L
E D & | |
ecompose . 2 mplement, N
© Enrich Product 'Ss‘gjcr"'cc Design Solution DES'EF - Configure & Test Service End Activate Billing Close Service
E Order TeEr Uccesshuls Activate Service to End Account Order
£ |5
k=i E
s | &
=
e <
o 38}
) = o Intervention
=] [<*] eeded?
=
- k=
3 2 —7
@
3
= w
-]
o
=
=}
E ¥
es
x

Issue Work Track & Manage Close Work
Order Work Order Order

Resource Management




Customer Order Management Process in N ———

done before the order comes into corg

A Case Wlth OM paCkage CUStom|Zat|On OM. See definition of OM slide

I Applications Manager, — “ S — v W w— ]

File Applications Action Help -

| Application Platform ( DEFALAT ) IN - pipeline Detall: MANAGE CUSTOMER ORDER FOR PRODUCTS - ADD ( Order Fulfillment )
Order Fulfilliment ( DEFAULT ) 4]
Pipeline ID | DEMO IMANAGE CUSTOMER ORDER FOR PRODUCTS -
e H 2 W ox |
Order Fulfiiment Repository Ppeline Definition
‘& Pipeline Determination
T Pipelines
=
2t BUNDLE

S TR Sw VIR OO A0 CroateaisipOMER OFDER CREATED

~ SERVICE-ORDER -~
T €SP 2 Default Pipeline Yl
Y= sales Order Fulfillment (91) Authorize Credit
Y= Sales Order Fulfilment For Bundle Parent (91) CREDIT AUTHORIZED
E 2::' Order Service Fulfilment (91) & e RUNG

Y5 18M Sterling Call Center and Store Sales Order Service Fu
T2 18M Sterling Call Center and Store Sales Order Fulfillment|

o)) 3 _CUSTOMER ORDER oomu.ne&*——

Listen to Service Order Status

CUSTOMER ORJDER FEASIBLE

B

Deterrmine Qustomer
Order Feasibility

<
“«

— %su

Close

9
R

Pudhe

CANCELLED

-
Change Order

Service Order created based on orde

lines. Sterling CPQ has performed the

first level of decomposition already. BI(
Point of Note



Service Order Management

& Applications Manage —
File Applications  Action  Help

Appication Platform ( DEFALLT ) |

Order Fulfillment { DEFAULT ) (B4

: * Pipeline Detail: MANAGE SERVICE ORDER - ADD ( Order Fulfillment )

Pipeine 1D | SERVICE
- S 2 W o & _

é Order Fulfillment Repository Puprehrie e fraitbion

BUNDLE
it MANAGE CUSTOMER ORDER FOR PRODUCTS - ADD
°T.'| MANAGE SERVICE ORDER - ADD

s COMCAST -SERVICE -ORDER

2 CSP2 Default Pipeine

K= Sales Order Fulfillment (91)

¥.5 Sales Order Fulfilment For Bundie Parent (1)
K5 Sales Order Service Fulfilment (91) Create Order
t Essai

9= I1BM Sterling Call Center and Store Sales Order Service Fu
4= 1BM Sterling Call Center and Store Sales Order Fulfilment ! SERVICE ORDER CREATED

Determine Service
Order Feasibility
(SITE SURVEY)

Service Orders generated, breaking

down the order further. This is done

dynamically based on order liaad
alsocan be made rules based

Sterling Internal Transactions

SERVICE ORDER RUNNING EX

SERVICE ORDER IN PROGRESS

Prepars Servics Order

Enrichment from the Catalog of the
Service Order with attributes that
would be needed by Cramer and othe

downstream systems.

MANAGE SERVICE ORDER - ADD

Complete Task

TASK CREATED
SERVICE ORDER COMPLETED

Create Service Order
Tasks

i

Order




Se rV|Ce ( Each transaction represented as eTO 'IA Dee per LOOk For the purposes of this Demo, not al

L.3. Within them would be 1..N Teleco the activities and steps that would

Pack business service invocations typically happen E2E have been
implemented with detailed blueprints

for these

: “_— pPipeline Detail: HANDLE SERVICE ASKS ( Outbound Shipment )

Pipeline ID

: Pipeline Definition

| Pipeline Description [HANDLE SERVICE Q

Fulfillrment Center

| =
BILLIJG FAILED
=i 2 2 R Acrwnn]m FAILED

CCMPEETEDS BILLING IN PROGRESS
ACTIVATION IN PHOGRESS

Create Task

TASK

BILLING |COMPLETED

TESTING |[COMPLETED
ACTIVATIQN COMPLETED

PROGRESS Do;pl.t. Task

| Roceive Task Updat

Carrier

Send Task to Cramer

TES‘I‘IqG FAILED
TASK COMIPLETED
Notice States. State transition

definitions as defined within each RESS
transaction

Enterprise

Close Task




Transaction Events / State Transitions

Transaction Detail: Design Solu {Outbound Shipment)

Transaction ID |CDMC7DESIGN?SDLN.0001.EK Transaction Mame |Design Solution
rj Externally Triggered
] This Transaction is triggered from external systems

Services Triggering This Transaction
e ¥ —sericepe.,,, =A== & s GropName

Service Name Service Group Mame

Ewent Id | Event Mame

:
i
g
E

Event Handler Definition: OM_SUCCESS

lgl¢ Continue ';Q.‘l’

CCCHAMGE OMN SUCCESS CCCALL COMPLETE ACTIVATE TRAMSACTION



Transaction Events / State Transitions

Status Name

1100.21 TASK CREATED
DESIGM IM PROGRESS

1100.32
1100.33 DESIGM FAILED

Modeling State transitions within each
transaction

Recommended set of states to be modeled for each of the transactions,
A RUNNING

A FAILED

A COMPLETED

A RESUMED

A SUSPENDED

A ABORTED



Native Invocation of Telecom Pack Business Services

Start

Telecom Pack abstracts the OSS/BSS integration fr
Sterling OM flows. This step representsedl defined
OSS/BSS functions exposed as a SOA service. Re

Component Reuse

-»-
-

MO Series JMS

These business services are TM Foru
standards based. Interfaces mapped t¢
TAM, eTOM and data semantics to Sl




Order Search List

Logged in as a

Application Console R TER
> a® Alerts  Order Configuration
@ Order List Retrieved 10 record(s)
Details e 0 IS e dsi e Aud =
[T order # Status Enterprise Customer # Order Date Total Amount

€20-01 SERVICE ORDER RUNNING Comcast-Business 0010000000Q2iGI_CMCST 02/20/2012 10:23:09 $1,098.00

(&
Y100000051 TASK CREATED Comcast-Business 001Q000000Q2iG9_CMCST 02/20/2012 10:36:18 $ 609.00

(&
¥100000050 TASK CREATED Comcast-Business 0010Q000000Q2iG9_CMCST 02/20/2012 10:36:18 $489.00

a
A Y100000031 CANCELLED DEFAULT 09/26/2011 15:56:44 50.00
¥100000043 Order Delivered DEFAULT 10/07/2011 15:30:39 $0.00

&
¥100000029 Scheduled DEFAULT 09/26/2011 15:36:33 50,00

(A
Y100000040 Scheduled DEFAULT 09/26/2011 18:03:57 50,00

&
¥100000027 Scheduled DEFAULT 09/26/2011 14:39:35 $0.00

(&
¥100000042 Scheduled DEFAULT 10/07/2011 15:25:23 50,00

(&
Y¥100000010 SERVICE ORDER CREATED RealityRealFstate 06/29/2011 02:33:58 $2.99

(&




Type of Order

of an OrderCustomer Order View
Msg- Customer

Order Will contain Customer. Order Due Date CSR who

one of MACD Should be the for Order configured the
key back to CIM Overall order in CPQ

CSR USER 1
G E 2

=

Application C 1sole

Alel Order Configuration

der Detail =

Customer §

M Customer Order -°, = (= M

Enterprise Business
Order # Y100000075
Order Type [Service]
Document Type Customer Order Order Action ADD

Customer # 100000060 Seller
Status SERVICE ORJER RUNMMNIMNG Order Date 02/28/2012 14:07:59

er Due Date 03/06/201:

Or

™ Contact Person Info Customer =
Ilanlfﬁrtggh Contact for

1 u en
14908 Suramerv Overall Order
Tampa FL 33624
us

m Billing Address '
Intertech

Bill Lumberg

14908 Summerwind Drive
Tampa FL 32624

us

™ Customer Order Lines AT View Details ¢ View Kit Components < View Audits (=]
| |Line |Product Description Activity Type FOC Date |A.mount |513tus |
M OBE L PRI-200-TN-BLOCKS ____# of 200 TN blocks COMCAST_PHI $ 3.00 SERVICE ORDER RUNNING

] 38 2  20-TN-BLOCK 20TNBlock S

- EE 2 PRI-NRC PRI-NRC COMCAST_PHI




L2 View of an Ordey One of the Service Order View

Notice status. Link back to

recommended statuses

| save || Help* || Close |

@ Service Order Detail =

™ Service Order ="

Enterprise Business Customer # 100000060 Seller
Order # Y100000076 Status Partially SERVICE ORDER COMPLETED Order Date 02/28/2012 14:07:59
Order Type [Service] Order Due Date 03/06/201.

Document Type Service Order Order Action ADD

™ Contact Persomn _

™ Billing Address '™

————y

Intertech Intertech

Bill Lumberg Bill Lumberg Due Date for

14908 Surmmerwind Drive 14908 Surmmerwind Drive .
that Service

Tampa FL 33624
ys Order

A1 View Details AT View Kit Components AT View Audits @

Tampa FL 33624

Line |Product Description Amount |513tus
= 1 PRI_FULL Full(23) _DaL $ 1.00 SERVICE ORDER COMPLETED
= 2 PRI_20_TN_BLOCKS # of 20 TN blocks DAL $ 2.00 TASK CREATED
i
38 2 PN PRI _DAL $1.00 TASK CREATED

Depicting the
Site of Service
Order



L3 View of an Ordey Enriched & Detailed Service Order
Attributes

Customer Order Line Detail =

™ Customer Order Line [~

Order # ¥100000050 Line # 1 Line Quantity 1.00
Product PRI EULL Product Class

Description Full PRI (23) Status TASK CREATED

Site / Service
Address

SITE ID _PHI FOC Date

™ Service Address '™

1BM

John Smith

123 Smith St
Philadelphia PA 02038
us -

References On OrderLine

REFERENCE IVALUE
additionallP AddressAllocationRequired o
basicClassOfService

lms Enriched attributes

basicCoSBandwidth

bgpRequired No for a gi\/en
bt product/service
dnsAssignmentRequired

eveclD

evcNumber 5000

evcType PT-2-PT

frameSizeMaxMTU

ipAddressallocationProvidedBy Comcast

jumboFramesRequired No

locAunilD

locAuniNumber

locZunilD 54.KEGS.004321..CBCL.

locZuniMumber G000

macAddressLimitExceededMNetwork

macAddressLimitExceadedUNI h
maxEVCsExceededPerUNI

maxUNIsExceeded

otherlCBDetails



L4 View of an Ordey Task Level Statuses

ﬁa Order Line Notes

™ Order Line

Order # Y100000076

Product PRI FULL
Description Full(23)

| save || Help* || Close |

Line # 1 Line Quantity 1.00
Product Class

Status SERVICE ORDER COMPLETED

Activity Type _DAL Order Due Date
M Notes
Contact Time [63}05/2011 a |68:45:§§- ] @ Contact User [csrnl . ] Reason Code [ - ‘
Contact Type ‘ v.‘ Contact Reference [ ]
Add Note
Date | user |Reason |Contact Type |Contact Reference |Notes

02/28/2012 14:09:03
02/28/2012 14:09:15
02/28/2012 14:21:31
02/28/2012 14:21:31
02/28/2012 14:21:31
02/28/2012 14:21:31
02/28/2012 14:21:31

02/28/2012 14:21:31

Service Order has moved to RUNNING for this Order

Task '100000046' associated with the orderline has moved to "TASK CREATED' Status

Task '100000046" associated with the orderline has moved to 'DESIGN COMPLETED' Status

Task '100000046" associated with the orderline has moved to '"ACTIVATION COMPLETED' Status

Task '100000046' associated with the orderline has moved to 'TESTING COMPLETED' Status

Task '100000046’ associated with the orderline has

At any given point
that path the
order has taken

Task "100000046" associated with the orderline has moved to 'TA

This Orderline has moved to Service Order Completed Status

]

[~

gnaoon

o

gogo

oK




Applying Sterling OM + Telecom Pack

Sterling OM Pipelines @@w CRM Self Care Stere

Common
Language Sermmen

T e

Oper Support & Fulfillment Assurance Billing
Readiness

Submit F’unl Order Activate Biling Account

‘Configiiration P —
Telecom Pack Intelligent ELASNBEETED )

Business Services

Query Trosble Ticket

{ Handle Resource Event } Rz IR SRS

Assign Resource i / Execuls Service \ Close Billizg Account %
Diagnostic Test

Query Resource ¥ Modify Billig Account

£ Query Sersice Outage  }

Configurs Service . -
s Notify Sp Sta Violation Get Billing-Statement

Recelvé Status
Notification

T

Retrieve i-aults For
Resgul

T

Al

Common
Language

Service Orchestration & {mgm} C % > C % D j,,} D s g S L @ D ’£

Customer Customer
Billing Receivables
anagement Management

Service Resource

IntegratiOH Customer Service Order Customer
OSS/BSS Applications Info Mgt '”“'ﬁg‘lw Management Deslgnvassig Problem Mgt PE",.\T;"'“”




Telecom PackSID based Common Messaging Model

Service Interfaces

| I
Common Messaging View

wUses»n

| e

System View

urefiness

I e

™ Forum SID




Order Management ADD Procesgdsncompassing More

Steps

Handle Request for Product from a Prospect (ADD)

Handle Customer Order for Product - ADD

= Authorize Credit Credit Worthiness Checked-
5]
5
Create Determine T k & Ma Update
& Create Billing lssue Customer rac anage P Complete Close Customer
= Custemer Customer Order eount Ordere Customer Order Customer G o o
g Configuration Feasibility Handling Configuration
]
2 J
k=]
7]
S
S
Handle Service Order - ADD
Decompose & Allocate Specific Jrol N
P Issue Service Service mp ement, Test Service End Activate Billing Close Service
Enrich Product ord Design Solution Parametors to Assign Resource Configure & o count Order
P rder: rameter: N " to En n Servis

= rder "I Services Activate Service ervices
5]
£
]
=3
I
c
]
= No: Intervention
a eeded?
=
<
w

Yes

Resource Management

Issue Work
Order

Track & Manage
Work Order

Close Work
Order




Order Management ArchitecturetRECOMMENDATIONSdtr

of these topics

Modeling Product Offerings / Products / Services / Resource

T Modularization of entities

T Aggregation of products/services/resources/discounts
Catalog Synchronization

T Billing, Inventory, Order Entry, Order Management
Structuring of Processes / Workflows

i eTOM based

i Product Agnostic

T Transactions & Tasks

i Rule based execution of tasks

T Dynamic selection of SOA Service endpoints
Order Decomposition & Enrichment
Order Task Dependency Management

i Product / Service Order Level Holds

T Dependency management between service orders

Integration with OSS/BSS
) Application agnostic services and interfaces
) Common Messaging Model
) Dynamic end point selection

Order Management User Interface

Handling IAflight Order Changes / Supplements / Amends



Order Management
Scope
BPM/Workflow expectations



Long Term solutior®M Ambitions for 2018

Offer Process

Opportunity ID
Automated Configuration
Catalog handling
Quotation

Customer experience Synchronize opportunity, offer, configuration with PO

Maximized digitalization through

\ytics
B2B and Portal g Anay

Supply Chain
o PPy

& Demand planning,
Availability to promise

Tools interconnected

Real time Communication
during order execution
through Portal

Order Management process

Automated Transactions

. Supplier
Tools interconnected PP

Maximized

Robot digitalization

Blobal Servics

Finance

Maximized

digitalization

Maximized
digitalization




NEW ORDER MANAGEMENT PLATFORM SOLUTION

Order management platform is about
Document management
Database access/usage
Tasks and processes (end to end) as shown in the figure below
Traceability
Roles and responsibilities (with backup roles)
Interfacing to parallel process areas (PM, purchasing, offering, HR)
Flexible possibility to reporting
Optimally OM tooling would be built based on
Generic company wide databases
Configurable workflows / Business Process Management (BPM) & automation with clear User Interfaces (Ul)

Company wide BPM / management toolirgvith OM models (& others)

Company wide (fast access/In memory) databasebe used for OM (& other process areas)

Company wide reporting solution to provide Ul and access for OM as needed

Outcome in practice company wide architectural layer for Workflow tools and databases, used for process
management by different process areas, flexibly access neighboring flows.

Its needs to built and link this process tightly to parallel processing Offering, Ritle¢p collaboration)



Long Term solutiortiow do OM projects fit into NG ERP Landscape? Target: 2018

Approved/ Not Win/ Loss Execute
Approved

Go/No Go Bid/ No bid

Identify Develop Win the Case Prepare for Deliver
Opportunity Opportunity Delivery

(ainso|2
1921U0D

Customer Master Data

SAP CRM (Sales & Marketing)". m _=' I. SAP ERP ‘ .

Configurable Workflow per contract/segmentation

End to end Order . Contract
M K Contract Solution Preparation Order Order
anagement tasks Process (contract b Capture & :
for OM execution

industrialization) Preparation

and Processes execution

Order Monitoring




Long Term solutiortiow do OM projects fit into NG ERP Landscape? Target: 2018

Go/No Go Bid/ No bid Approved/ Not Win/ Loss Execute
Approved

Identify Develop Create Offer

Opportunity

Win the Case Prepare for Deliver
Delivery

(ainso|2
1921U0D

Opportunity

® (VO) v @reo

End to end Order ggr&tr;%t
Management tasks Process

and Processes (contract
industrializati

~________on)

WAVE/ EINSTEIN | Order Monitoring

S N B S D B D B B B D B B B B B B e



Logistics Order Management Value Chain

Schedule Sales Order

Export Control &
Customs

Order Complexity Approach

ORDER Procurement &
MANAGEMENT Prepare for Customer Order e Distribution Customer
VALUE CHAIN Delivery Delivery Managemr:nl ] Invoicing
i i
[ Receive and Validate ! =
N Order !
I I =
Ti rtat
B nersaiesouer
I I
MODEL-1 ! !
i i
1 1
1 1

Confirm Customer

IS U e IS

— . Call Off Non Allocated
MODEL-2 Order Ertly — Special New / Modify / Management. Credit Process
Request Type Master Data Confirmation
Approach i
oP xmg;‘ g Outbound Debit Process
MODEL-3

o ) LATAM local ) )
TALU NAR activities Internal Ordering transportation, import Global Freight Invoice
activities

Resources Approach



Current solution for order handling: from order receipt to cash receipt
! PEGA SCOPE (expectation)

Customer

ALM

ALM

Customer

Customer

Few

\._ B2B

-
d
>
@)
<
m
=z
|
m
O
=
o
Y
o)
Al
—
o
=
Ro
<
>
=
c
>
=
Y
m
T
o
Py
.
=z
G)

Receives, registers and Stores
Customer Purchase Orders

CPO Validation

Exception if no match found g Manual matching of CPO with
offered CPQ/ERP configurations

CPO (any formet

CPO Receipt Confirmation LA

ORDER EXECUTION

Manual issuance and tracking of
Internal Nokia Sales Orders
to factories, supplierssubcos

Exception

Tracking of expected delivery dates

Delivery creation, Shipment organization

and notification N
Manual Deliveries

Manual Receipt and processing of
Customer Acceptance

Customer Acceptance

Manual Invoice issuance / dispatch to customer
Manual Invoicing

CustomerPayment
Manual confirmation of payment receipt

Tracking Payments Received

ERP

too

Config I
tools /

xls

Manual
Reporting

of Ol

Material availability

Roboticsntroduction

Few
B2B

Tracking of expected delivery dates

F&C




Future solution for order handling: from order receipt to cash receipt
| PEGA SCOPE (expectation)

Customer

Customer

Customer

ONILHOdIH ® MOTIHNHOM dILVINOLNY ATINd

CPO (any formet
Automatic CPO Acknowledgement

Automatic CPO Confirmation

Exception if no match found _a

Exception Reporting

Tracking of expected delivery dates

Delivery creation, Shipment organization

and notification

Customer Acceptance

Invoice issuance / dispatch to customer

Customer Payment

Automatic confirmation of payment receipt

Receives, registers and Stores

Customer Purchase Orders

CPO Validation

Automatic matching of CPO with

offered CPQ/ERP configuration

Internal Nokia Sales Orders
to factories, supplierssubcos

Automated Deliveries

Automated Receipt and processing

of Customer Acceptance

Automated Invoicing

Tracking Payments Received

Financial
Reporting
layer

Order
entry

CPQ

Tracking of expected delivery dates

Material availability

NDP |I
Financial I
layer

Continuous
Automated
Validity
Checking

- Roboticsfull deployment

F&C



fA CAEK; Order managemen
Il. Order Capturing & entry into the ERP.B I* to L100 :Recurrent Orderswith high CC®aturity Level

FRAME CPO (B2B
CUSTOMER CONTRACT PRODUCTS :
1 ION
- A FIXED NETWORKS
1
MN
OFFER LEAD :
SALES LEAD :
5 e
PM % : :
Requestfor : _ 1 Receive CSO ref
Project creation 1 Receive PO |
: Notification if : ,A,
Create & provide 1 requested
PFC WBS : :
1
W .
OMFO _Lt/L080 Receive
VelAth?rgivﬁ;c?gnSmiﬁer PO notification Receive CSO ref
CAE ,\ ........... A -------------------------------------------------
N - - - -
> LOLORegister PO in Order AutoStructuring . GiveBlue
SIMPLE OderRegistration 3> with CDRCPO/B2B S| LLO0Export Alliance PlanetCSO
S 9 “| sOinto Blue Planet
ORDER DESK > Tool & CCC Reference
TOOLS

ALLIANCE

ALLIANCE

B2B or E-MAIL B2B or CDR-CPO

Auto. Notification

ALLIANCE
B2B or CDR-CPO
& CCC

ALLIANCE

FORMER ALU ROW PERIMETER






