eTOM Certification - Stage 1a
Representation of Solution Functionality/Capability

Huawei BSS solution employs what are termed User Stories to represent the detailed functionality/capability provided.  A User Story is an enhanced form of a traditional Use Case, which describes the interaction between an actor and a system.  A User Story’s enhancement includes a flow diagram, similar to an eTOM swim lane diagram that graphically shows the Use Case steps as well as the interaction between solution components, such as between CRM and Billing, CRM and Provisioning.  The User Story also departs from a Use Case from a step perspective.  While a Use Case step typically represents an action by an actor, such as a CSR or sales person, or a system, a User Story step may include both.  The interaction between applications is managed by a business process engine.  This interaction is also described in terms of a step or steps.

Mapping Technique Employed

Mapping to eTOM Processes

Each eTOM process is supported by one or more User Stories.  In many cases there are quite a few User Stories that support a process.  In these cases, one or more representative examples were used rather than map the entire set of User Stories to the process.  The other User Stories in the set either fully or partially support the process.
eTOM L3 descriptions are analyzed looking for implied tasks (similar to Semantic Analysis).  Then the User Story steps are analyzed to find the step or steps that support the implied tasks.  This is done implied task by implied task.
Implied tasks are highlighted in green with Word citation(s) following the highlighted text to show support for an implied task.  These Citations will be included in a Works Cited table, which follows the mapping tables.

There will be cases where process description text cannot be mapped to a step or steps.  These are highlighted in yellow.

The three types of exceptions where text cannot be highlighted in green are:

1. References to other processes

2. Unsupported process text

3. Other related notes

References to other processes can one of the two categories below:

a. When the description describes a task performed by another process 

For example, the description of Report Customer Problem includes the text below which indicates that the Support Problem Handling process manages notification lists

“Notification lists are managed and maintained by the Support Problem Handling processes.”
b. When the description describes a flow to another process

For example, the description of the Report Customer Problem includes the text below which indicates a flow to Close Customer Problem from Report Customer Problem.

“The Track & Manage Customer Problem processes will also inform the Close Customer Problem processes”

Other related notes could include:
a. Process text is considered commentary that may be relevant to the tasks description, but does not itself represent a task

For example, in Manage Prospect the following text “These prospects represent a “pipeline” of potential sales, each of which is expressed in terms of the probability of successful sales closure and an estimate of the total attainable revenue. The needs of each potential prospect are analyzed.” appears to be commentary.
b. Process text appears to duplicate the capability of another process.  As such, there could be a change request submitted to eliminate the duplication.

For example, Manage Request (Including Self Service) closes a request.  However, other processes handle the request, such as Problem Handling, which creates and closes a Customer Problem.
c. Other issues with the process that may result in a change request submitted to resolve the issue.  Further details of this type of issue are provided in “bold” font following the citation.

For example, Manage Customer Debt Collection contains the text “· Establishing and managing commercial arrangements with third parties for the recover of aged debt, and/or for the write-off and selling of parts of the debt portfolio to third parties”  where  it seems that Supply Chain Development and Management should be responsible for this.
Manual and Automated Support

There is importance placed on whether the implied task supported by one or more steps is manual, automated or a combination of both.  The Citation indicates this.  An “A”, “M” or “AM” for each step included in the Citation to indicate that the step or steps is/are automated (A), manual (M), or both (AM).

Where a step or steps represent(s) a mix of automated and manual support, an attempt was made to have the group be comprised of about half manual and half automated steps.  In some cases, as mentioned earlier, a single step may be both manual and automated, because it represents an action by an actor and an action by a system.
Note that the amount of “work/effort” performed by an actor or a system is impossible to define or estimate.  This is because the amount of work/effort can vary significantly from one execution of the step to the next.

As this pilot assessment was carried out, it was found that addition insight could be provided by summarizing the solution’s manual and automated support for a process.  For example support for Cross/Up Selling, included in this document, by the user story, US_CS_028 – CrossUp Selling, can be summarized as “Automated functionality is focused on trend analysis and on decision support for the human operator in analysing the customer situation and recommending opportunities for further offerings. This support can range from automatically identifying specific options for a final manual selection, through to facilitating an operator search for current offerings and/or recommendations, depending on the circumstances.”
As the assessment progresses in stage 1c, the final stage, this type of summary will be provided for the processes remaining to be assessed.  Note that this summary is not provided for stages 1a, 1b, or the processes already mapped in stage 1c.
Process Mapping

1.1.1.2 Customer Interface Management

	eTOM process element
	Software Vendor Mapping

	1.1.1.2 Customer Interface Management
	Alignment
	Mapping Comment

	1.1.1.2.1 Manage Contact
	A sample of the User Stories will be mapped here:

US_CO_001 – Incoming Contact

US_CO_002 - 

Outbound Contact

US_CS_021 – Corporate Service Request

This is because most of the end user initiated services involve  Manage Contact process, including:  Bill Inquiry, CDR Inquiry, Incoming Contact, Outbound Contact, Prepaid 2 Postpaid, Change Billing Cycle, Suspension and Reconnection from CSR, SIM Swap, Change Service Number, Change Bill Language, Change Bill Address, Change Payment Profile, Change Bill Medium, Topup from CRM, Topup from Billing, PUK Inquiry, FFN Service Change, Bill Reprint, Corporate Service Request, Prepaid Activation(FROM CSR), Balance, ACL, UBU Inquiry, Change Postpaid Credit Limit, Collection Dunning and Reverse, Issue and Cancel Order, Modify Order, Automatic Payment
	Brief Description

Manage all contacts/requests between potential or existing customers and the enterprise.(US_CO_001, Steps 1-7AM) (US_CO_002, Steps 1-6AM)
Extended Description
The purpose of this process is to manage all contacts between potential or existing customers and the enterprise.  It deals with the identification of the contact, its development, (US_CO_001, Steps 1-7AM) (US_CO_002, Steps 1-6AM) enhancement and update. (US_CS_021, Step 6AM)

	1.1.1.2.2 Manage Request (Including Self Service)
	A sample of the User Stories will be mapped here:

US_CO_001 – Incoming Contact

US_CO_002 - 

Outbound Contact

US_CS_021 – Corporate Service Request

This is because most of the end user initiated services involve  Manage Request process, including:  Account Management, Bill Inquiry, CDR Inquiry, Incoming Contact, Outbound Contact, Prepaid 2 Postpaid, Change Billing Cycle, Suspension and Reconnection from CSR, SIM Swap, Change Service Number, Change Bill Language, Change Bill Address, Change Payment Profile, Change Bill Medium, Topup from CRM, Topup from Billing, PUK Inquiry, FFN Service Change, Bill Reprint, Corporate Service Request, Prepaid Activation(FROM CSR), Balance, ACL, UBU Inquiry, Change Postpaid Credit Limit, Collection Dunning and Reverse, Issue and Cancel Order, Modify Order, Automatic Payment
	Brief Description

Manage all requests (inbound and outbound) made by potential and existing customers (US_CO_001, Steps 1-7AM) (US_CO_002, Steps 1-6AM) 
Extended Description
The purpose of this process is to manage all requests (inbound and outbound) made by potential and existing customers. It receives the request (US_CO_001, Steps 1-7AM) (US_CO_002, Steps 1-6AM) and either enables its originator to automatically fulfill it or identifies and activates the opportune process to accomplish the request (US_CS_021, Steps 5AM, 6A, 7A, 9A, 10A); it manages the status of the request and is able to provide status information (US_CS_021, Steps 8A, 11A, 12A, 13A) at any moment in which the request is active (US_SE_005, Steps 7-8AM)  it formally closes the request when all related activities have been terminated (Note 2)

	1.1.1.2.3 Analyze & Report on Customer
	US_CO_001 – Incoming Contact

US_CO_002 - 

Outbound Contact

US_SE_005 – Account Management
	Brief Description

Perform all necessary analysis on closed requests and on customer contacts and generate related reports (US_CO_001, Step 6AM) (US_CO_002, Step 5AM) (US_SE_005, Steps 4M, 5-8A)
Extended Description
The purpose of this process is to perform all necessary analysis on closed (completed or unfulfilled) requests and on customer contacts  (US_CO_001, Step 6AM) (US_CO_002, Step 5AM) (US_SE_005, Steps 4M, 5-8A)  and it generates related reports, to be utilized for process improvement activities, proactive problems prevention, up-sell opportunities definition, etc.(US_CS_027, Steps 1-2A, 3M)                 

	1.1.1.2.4 Mediate & Orchestrate Customer Interactions
	US_CS_014 – Top Up from Billing
US_CS_024 – Prepaid Activation
	Brief Description

Ensure that transaction message structure and interactions conform to agreed, externally defined standards used by the enterprise and its customers. (US_CS_014, Steps 1-3A) (US_CS-024, Steps 1-4A)
Extended Description
The purpose of the Mediate & Orchestrate Customer Interactions is to ensure that transaction message structure and interactions conform to agreed, externally defined standards used by the enterprise and its customers. (US_CS_014, Steps 1-3A) (US_CS-024, Steps 1-4A) Increasingly transactions with external parties (e.g. customers using RosettaNet or Web Services standards) will need to conform to message and data formats defined by third parties or third party organizations. (Note 3) Based on the specific transaction type and involved external party, this conformance will require the identification of the necessary data formats to be sent externally, (US_CS_014, Steps 1-3A) (US_CS-024, Steps 1-4A) and conversion of externally received messages into the required internal enterprise formats. (US_CS_014, Step 3A) (US_CS_024, Step 5A) In addition, interactions with external parties may require that messages and transactions need to be undertaken with defined and agreed orchestration for message exchange. (US_CS_014, Steps 1-3A) (US_CS-024, Steps 1-4A) The actual agreement between the parties to use specific interaction standards is part of the Support Customer Interface Management and Support Selling L3s. (Note 1)

	
	
	


1.1.1.4 Selling

	eTOM process element
	Software Vendor Mapping

	1.1.1.4 Selling
	Alignment
	Mapping Comment

	1.1.1.4.1 Manage Prospect
	US_SE_007 – Goods Selling

US_SE_003 – New Corporate Selling

US_CS_023 – Handle Prospect Customers
	Brief Description

Match assigned leads with the most appropriate products and ensure that these prospects are handled appropriately (US_SE_007, Steps 1-2M, 3-5A, 6AM, 7-11AM)
Extended Description
The purpose of this process is to match assigned leads with the most appropriate products and ensure that these prospects are handled appropriately. (US_SE_007, Steps 1-2M, 3-5A, 6AM, 7-11AM) These prospects represent a “pipeline” of potential sales, each of which is expressed in terms of the probability of successful sales closure and an estimate of the total attainable revenue. The needs of each potential prospect are analyzed. (Note 3) Based on these needs, potential solutions are identified from the service provider’s product portfolio. (US_SE_007, Step 11AM) Each prospect is tracked through these processes (US_SE_007, Steps 1-32AM) and the outcome (win or loss) of each prospect is reported. (US_CS_023, Step 8AM) Prospects are assigned to the appropriate sales channel. (US_SE_003, Steps 1A,2-3AM)

	1.1.1.4.2 Qualify Opportunity
	US_CS_023 – Handle Prospect Customers

US_SE_003 – New Corporate Selling

US_SE_007 – Goods Selling

US_SE_001 – New Postpaid Consumer

US_PL_001 – Create Product
	Brief Description

Ensure that the opportunity is qualified in terms of any associated risk (US_SE_003, Steps 19-21AM) and the amount of effort required to achieve a sale (US_CS_023, Steps 4-6AM)
Extended Description
The purpose of the Qualify Opportunity process is to ensure that the opportunity is qualified in terms of any associated risk, (US_SE_007, Steps 1-2M, 3-5A, 6AM, 7-11AM) and the amount of effort required (e.g. response to a Request for Proposal [RFP]) to achieve a sale. (US_SE_007, Steps 1-2M, 3-5A, 6AM, 7-11AM) The opportunity is explored with the customer to ensure the offer meets the customer’s expectations, and to ensure that the breadth of the customer requirement is understood. Extended interactions with the customer may be required to achieve mutual understanding and agreement. (US_CS_023, Step7AM) (US_SE_003, Steps 27-34AM, 35M, 36AM) The opportunity may require the development of alternative solutions or customization to the specific customer’s requirements. (US_SE_001, Step 9AM) The Qualify Opportunity process is responsible for assessing the size of the potential development (US_CS_023, Steps 4-6AM) and its risk.       (US_SE_003, Steps 19-21AM for credit risk) The resources, financing and potential on-going customer commitment to the developed solution are all factors that must be assessed. These processes also need to assess the strategic importance of the opportunity, the potential for wider application, and the importance of the specific customer to the enterprise.  (US_CS_023, Steps 4-8AM) The solution alternatives must be available (e.g. capacity)     (US_SE_007, Steps 2-3AM, 4-5A) or scheduled on a product roadmap. (US_PL_001, Trigger, Steps 1-15AM) 

	1.1.1.4.3 Negotiate Sales/Contract
	US_SE_003 – New Corporate Selling   
US_SE_001 – New Postpaid Consumer
	Brief Description

Close the sale with terms that are understood by the customer, and are mutually agreeable to both the customer and the service provider. (US_SE_003, Steps 27-34AM, 35M, 36AM)
Extended Description
The purpose of this process is to close the sale with terms that are understood by the customer, and are mutually agreeable to both the customer and the service provider. (US_SE_003, Steps 27-34AM, 35M, 36AM) This process may involve obtaining customer agreement to standard terms and conditions. The agreement process may require interaction with the customer to ensure that the standard terms and conditions are understood by, and are acceptable to, the customer.  (US_SE_003, Steps 26-27M, 28AM, 34AM)
In some cases this process may involve the development of, and negotiation with the customer of, non-standard terms and conditions associated with sales proposals specifically developed to meet specific customer requirements. (US_SE_001, Step 9AM)     For complex sales proposals associated with customer RFPs this process may extend over long time periods and require extensive interaction with customers to achieve agreement. Aspects of contract price determination may include issues of CPE prices from third party vendors, allowances based on customer location, etc. For RFPs, many of the commercial terms being sought may be developed or originated by the customer, and the negotiating team may need to develop strategies to achieve acceptable commercial outcomes. (US_SE_003, Steps 26-27AM) (Note 3)-   much of this appears to be commentary The sale is concluded through negotiations and joint agreement on features, service levels, pricing and discounts, resulting in a sign-off formal agreement/contract between the customer and service provider. (US_SE_003, Steps, 26-27M, 28AM, 31-34AM)    Depending upon specific circumstances, final agreement from the Service Provider’s perspective may require escalation to, and agreement from, an appropriately delegated manager. The formal agreement could include zero or more confirmed orders from the customer. (US_SE_003, Step 29) These orders are then passed on as requests to allow formal Customer Orders to be generated and processed. (Note 4) 

	1.1.1.4.4 Acquire Customer Data
	US_SE_001 – New Postpaid Consumer

US_SE_002 – New Prepaid Consumer

US_SE_003 – New Corporate Selling

Note:    US_SE_001 and 002 have similar steps for consumer customers
	Brief Description

Capture and record all pertinent customer data required for the initiation, realization and deployment of the agreed sales proposal. (US_SE_003, Steps 2-26AM)
Extended Description
The purpose of this process is to capture and record all pertinent customer data required for the initiation, realization and deployment of the agreed sales proposal. (US_SE_003, Steps 2-26AM) In most standard offerings the necessary customer data is often captured on the sales proposal agreement form associated with the standard offerings. (Note 3)  For non-standard and/or complex sales agreements associated, for instance, with a customer RFP, extensive customer information may be required to plan and roll-out the agreed solution. For example, Centrex designs require extensive capture of details surrounding deployment of handsets, features associated with each handset, customer Centrex groups, etc. (Note 3) In some cases the necessary level of precise detail may be available from the Develop Sales Proposal. (Note 1)    Where this is not the case, this process is responsible for determining the precise customer information required to support the agreed proposal, capturing (through forms, or customer interviews, etc.) the required customer information, and storing the details in a form required by other processes. (US_SE_003, Steps 2-26AM)

	1.1.1.4.5 Cross/Up Selling
	US_CS_028 – CrossUp Selling
	Brief Description

Ensure that the value of the relationship between the customer and service provider is maximized by selling additional, or more of the existing, products. (US_CS_028, Steps 4-8AM)    
Extended Description
The purpose of this process is to ensure that the value of the relationship between the customer and service provider is maximized by selling additional, or more of the existing, products. (Note 3) The ongoing analysis of customer trends (e.g. usage, problems, complaints) is used to identify when the current offerings may no longer be appropriate for the customer, or when the opportunity for a larger sale arises. (US_CS_028, Steps 1-3AM) Based on the data collected, more appropriate offerings should be recommended to the customer.  (US_CS_028, Steps 4-8AM)

	1.1.1.4.6 Develop Sales Proposal
	US_SE_005 – Account Management
	Brief Description

Develop a sales proposal to respond to the customer’s requirements (US_SE_005, Step 18AM)
Extended Description
The purpose of this process is to develop a sales proposal to respond to the customer’s requirements. (US_SE_005, Step 18AM) This process commences following approval by the Qualify Customer process. (Note 4)      The development of a sales proposal may require the selection of a standard product offering, may require the development of a non-standard offering, or may require the creation of a project team to construct an offering in response to a customer’s Request For Proposal.  (Note 1) (Note 4)…implies flow to Product & Offer Development & Retirement.  In all cases, the processes are responsible for ascertaining the customer’s requirements, determining the ability of the enterprise to support the customer requirements, and developing a proposal (or proposals) for the customer which meets the stated requirements. These processes assess the extent of enterprise support required to develop the sales proposal, marshal the necessary support across the enterprise and administer     the sales proposal development activity to ensure that any timing constraints associated with eth customer requirements are achieved. 
Note that development of a non-standard sales proposal or the response to a customer’s RFP may require the development of unique solution designs. The development of unique solutions, within the context of current deployed capabilities, uses the Design Solutions process within Service Management & Operations to undertake the necessary feasibility studies. Where current capabilities are not able to support customer’s requirements, the Product & Offer Capability Delivery processes are invoked to undertake any necessary assessment and business case development. (Note 1) (Note 4)…implies flows to Design Solution and Product & Offer Capability Delivery.    

	1.1.1.4.7 Manage Sales Accounts
	US_CO_002 – Outbound Contact
	Brief Description

Manage the sales accounts assigned to the sales channel on a day-day basis (US_CO_002, Steps 1-6AM)    
Description
The purpose of the Manage Sales Accounts processes is to manage the sales accounts assigned to the sales channel and/or sales manager on a day-day basis. These processes are responsible for contacting the customers associated with each sales account on a regular basis appropriate for the type of account, to develop the appropriate relationships and contacts, to prospect for leads, to promote the enterprise’s product offerings, etc. (US_CO_002, Steps 1-6AM)
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Process Conformance
	Assessed eTOM Conformance

	eTOM process element
	Assessed Domain
	Conformance Level
	Comment

	Within Level 1: 

1.1.1 Customer Relationship Management
	Customer
	1
	See detailed comments against Level 3 processes later

	Within Level 2:

1.1.1.2 Customer Interface Management
	Customer
	3
	See detailed comments against Level 3 processes later

	1.1.1.2.1 Manage Contact
	Customer
	5
	

	1.1.1.2.2 Manage Request (Including Self Service)
	Customer
	5
	

	1.1.1.2.3 Analyze & Report on Customer
	Customer
	5
	

	1.1.1.2.4 Mediate & Orchestrate Customer Interactions
	Customer
	5
	

	Within Level 2:

1.1.1.4 Selling
	Customer
	2
	

	1.1.1.4.1 Manage Prospect
	Customer
	5
	

	1.1.1.4.2 Qualify Opportunity
	Customer
	5
	

	1.1.1.4.3 Negotiate Sales/Contract
	Customer
	4
	The following parts of the process are not supported:

Depending upon specific circumstances, final agreement from the Service Provider’s perspective may require escalation to, and agreement from, an appropriately delegated manager.

	1.1.1.4.4 Acquire Customer Data
	Customer
	4
	The following parts of the process are not supported:
For non-standard and/or complex sales agreements associated, for instance, with a customer RFP, extensive customer information may be required to plan and roll-out the agreed solution.

	1.1.1.4.5 Cross/Up Selling
	Customer
	5
	

	1.1.1.4.6 Develop Sales Proposal
	Customer
	4
	The following parts of the process are not supported:

In all cases, the processes are responsible for ascertaining the customer’s requirements, determining the ability of the enterprise to support the customer requirements, and developing a proposal (or proposals) for the customer which meets the stated requirements. These processes assess the extent of enterprise support required to develop the sales proposal, marshal the necessary support across the enterprise and administer the sales proposal development activity to ensure that any timing constraints associated with eth customer requirements are achieved.

	1.1.1.4.7 Manage Sales Accounts
	Customer
	5
	“Specific interactions with customers for relationship development, product promotion, etc, is typically handled by a customer service representative or equivalent, with the solution providing information and decision support for this.”




