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Notice

No recipient of this document and code shall in any way interpret this material as representing a
position or agreement of TM Forum or its members. This material is draft working material of TM
Forum and is provided solely for comments and evaluation. It is not “Forum Approved” and is
solely circulated for the purposes of assisting TM Forum in the preparation of final material in
furtherance of the aims and mission of TM Forum.

Although it is copyrighted material of TM Forum:

¢ Members of TM Forum are only granted the limited copyright waiver to distribute this
material within their companies and may not make paper or electronic copies for
distribution outside of their companies.

¢ Non-members of the TM Forum are not permitted to make copies (paper or electronic) of
this draft material other than for their internal use for the sole purpose of making
comments thereon directly to TM Forum.

¢ If this material forms part of a supply of information in support of an Industry Group
Liaison relationship, the document may only be used as part of the work identified in the
Liaison and may not be used or further distributed for any other purposes

Any use of this material by the recipient, other than as set forth specifically herein, is at its own
risk, and under no circumstances will TM Forum be liable for direct or indirect damages or any
costs or losses resulting from the use of this material by the recipient.

This material is governed, and all recipients shall be bound, by all of the terms and conditions of
the Intellectual Property Rights Policy of the TM Forum
(http://www.tmforum.org/Bylaws/1094/home.html) and may involve a claim of patent rights by
one or more TM Forum members or by non-members of TM Forum.

Direct inquiries to the TM Forum office:

240 Headquarters Plaza,

East Tower — 10" Floor,

Morristown, NJ 07960 USA

Tel No. +1 973 944 5100

Fax No. +1 973 944 5110

TM Forum Web Page: www.tmforum.org
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Executive Summary

The objective of this document is to provide key drivers to support the creation of
business process flows based on Business Process Framework — eTOM.

The drivers indicated in this document do not cover all Framework processes but
those are more common in the Fulfilment and Assurance verticals and involve key
rules to be met during the construction of business process flows, to avoid conflict
with the requirements embedded in the process model design.

This document is an Application Note, aiming to document an approach based on
industry experience that can be used by a company in order to develop its own end-
to-end process flows, which are adapted to its business needs.

Note that, as an Application Note, this material should not be read as normative — i.e.
a single standardised approach — but rather as a representative mechanism that
provides a useful base for others to build on. Other approaches are also possible. It is
the goal of work like this to assist convergence for the industry, but not to impose a
single approach, where there are other variations and alternatives that make sense.
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1. Overview

The objective of this document is to provide key drivers to support the creation of
business process flows based on Business Process Framework — eTOM.

The business process flows are a key factor in the development life cycle
methodology once they provide the interactions and information exchange among the
processes which take part of flows. Additionally these business process flows are a
key tool to identify the contracts to implement the integration between the application
components which implement those business processes.

Taking into account this context, it is important to assure the business process flows
reflect the Framework rules and best practices and at the end of the day the
integration solutions designed from the flows incorporate those best practices as well.

The drivers indicated in this document do not cover all Framework processes but
those are more common in the Fulfilment and Assurance verticals and involve key
rules to be met during the construction of business process flows, to avoid conflict
with the requirements embedded in the process model design.

This document is an Application Note, aiming to document an approach based on
industry experience that can be used by a company in order to develop its own end-
to-end process flows, which are adapted to its business needs.

Note that, as an Application Note, this material should not be read as normative — i.e.
a single standardised approach — but rather as a representative mechanism that
provides a useful base for others to build on. Other approaches are also possible. It is
the goal of work like this to assist convergence for the industry, but not to impose a
single approach, where there are other variations and alternatives that make sense.
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2. Business Process Flow Construction Drivers

These drivers are focused on construction of business process flows in the Operations area.

1.1.

1.2

1.3.

14.

15.

1.6.

Issue Order processes: these processes are invoked by the Selling processes in the
specific CRM layer due to a product selling or cancellation of a previous initiated order as
well as by Track & Manage provisioning processes of the same layer due to a change to a
previously issued order, or cancellation of a previously initiated order or upon completion of
specific feasibility assessment previously undertaken; by Track & Manage problem or
trouble in the same layer due to problem or trouble restoration activities; by Track & Manage
performance resolution processes due to alleviate performance issues. The result issued
order is sent to Track & Manage processes at the same layer to orchestrate and track the
activities necessary to progress the order.

Close Order processes: Once the Track & Manage fulfillment processes track the order
life cycle, this means all changes of order status are monitored by these processes.
Therefore, when all activities of a particular order were concluded, these processes change
the order status to completed and the Close Order processes recognize this status and
change the order status to close. Therefore Close Order processes are invoked by Track &
Manage fulfillment processes.

Track & Manage fulfillment processes: theses processes receive information from others
fulfillment processes at the same layer, except Report fulfillment and Close Order processes.
The Track & Manage fulfillment processes invoke and/or provide information to Report
fulfillment and Close Order processes and to Complete Customer Order specifically in the
CRM layer. These processes invoke the Issue Order of the lower layers when there is (are)
service(s), or resource(s) or S/P requisition(s). Additionally these processes can invoke the
Track & Manage fulfillment processes in the lower layers asking for status. In similar way,
these processes send status updates of fulfilment to the Track & Manage fulfilment
processes of the upper layers. In particular, the Track & Manage Customer Order Handling
processes invoke the Design Solution processes when a feasibility assessment is
necessary. Note that Track & Manage fulfillment processes are involved when orders have
been created.

Determine Customer Order Feasibility: these processes are invoked by Develop Sales
Proposal processes for checking feasibility of non-standard sales proposal. These
processes invoke the Design Solution processes in SM&O layer for development of unique
solution design to compose the proposal.

Design Solution: these processes are invoked by Track & Manage Service Provisioning
processes when it is demanded a feasibility assessment related to special and/or unusual
requirements. Additionally these processes can be invoked by Determine Customer Order
Feasibility processes.

Create Problem or Trouble Report processes: these processes can be invoked by
Manage Request processes indicating a problem with the purchased product communicated
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by customer. Additionally these processes are invoked by Track & Manage Problem or
Trouble at the same layer or from lower layers as a result of undertaken analysis.

1.7. Close Problem or Trouble Report processes: Once the Track & Manage Problem or
Trouble processes track the problem or trouble life cycle, this means all changes of problem
or trouble status is monitored by these processes. Therefore, when all activities of a
particular problem or trouble were concluded, these processes change the problem or
trouble status to completed and the Close Problem or Trouble processes recognize this
status and change the problem or trouble status to close. Therefore Close Problem or
Trouble processes are invoked by Track & Manage Problem or Trouble processes.

1.8. Track & Manage Problem or Trouble processes: theses processes receive information
from others problem and trouble management processes at the same layer, except Report
problem and trouble, and Close Problem or Trouble processes. The Track & Manage
Problem or Trouble processes invoke and/or provide information to Report problem or
trouble and Close Problem or Trouble processes. These processes invoke the Create
Problem or Trouble Report of the lower layers when there is (are) service(s), or resource(s)
or S/P problem(s) and/or trouble(s). Additionally these processes can invoke the Track &
Manage Problem or Trouble processes in the lower layers asking for status. In similar way,
these processes send status updates of to the Track & Manage Problem or Trouble
processes of the upper layers. These processes can invoke Issue Order processes in the
same layer due to problem or trouble restoration activities.

1.9. Create Performance Degradation Report processes: these processes can be invoked
by Manage Request processes indicating a QoS performance degradation communicated
by customer. Additionally these processes are invoked by Track & Manage Performance
Resolution processes at the same layer or from lower layers as a result of undertaken
performance analysis.

1.10. Close Performance Degradation Report processes: Once the Track & Manage
Performance Resolution processes track the performance degradation report life cycle, this
means all changes of performance degradation report status is monitored by these
processes. Therefore, when all activities of a particular performance degradation report were
concluded, these processes change the performance degradation report status to completed
and the Close Performance Degradation Report processes recognize this status and change
the performance degradation report status to close. Therefore Close Performance
Degradation Report processes are invoked by Track & Manage Performance Resolution
processes.

1.11. Track & Manage Performance Resolution processes: theses processes receive
information from others performance degradation management processes at the same layer,
except Report performance and Close Performance Degradation Report processes. The
Track & Manage Performance Resolution processes invoke and/or provide information to
Report performance and Close Performance Degradation Report processes. These
processes invoke the Create Performance Degradation Report of the lower layers when
there is (are) service(s), or resource(s) or S/P performance degradation(s). Additionally
these processes can invoke the Track & Manage Performance Resolution processes in the
lower layers asking for status. In similar way, these processes send status updates of
performance degradation to the Track & Manage Performance Resolution processes of the
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upper layers. These processes can invoke Issue Order processes in the same layer due to
performance degradation alleviation activities.
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3. Administrative Appendix

This Appendix provides additional background material about the TM Forum and this
document. In general, sections may be included or omitted as desired; however a
Document History must always be included.

3.1. About this document

This document is an Application Note, aiming to document an approach based on
industry experience that can be used by a company and adapted to its business
needs.

3.2.Document History

3.2.1. Version History

Version Number Date Modified Modified by: Description of
changes
12.1 Feb 2012 Mike Kelly Document launch -

formatted as
Application Note

12.2 Apr 2012 Alicja Kawecki Minor formatting,
cosmetic corrections
prior to posting for
Member Evaluation

3.2.2. Release History

Release Number Date Modified Modified by: Description of
changes
12.0 Feb 2012 Mike Kelly Document launch -

formatted as
Application Note
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