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1 Introduction

11 Executive Summary

This document provides details of ConceptWave’s self-assessment and TM Forum’s certification of
ConceptWave’s Order Care® & Rapid CRM, Release 6 product against TM Forum’s Information Framework
Release 9.0 Domains/Aggregate Business Entities.

12 ConceptWave Order Care® & Rapid CRM, Release 6 Functionality/Capability

The strength of ConceptWave’s solutions begins with innovative lifecycle approach enabling rapid engagement to
revenue. Our product solutions span the complete lifecycle seamlessly unifying customer, product, and order
management, across any CSP product, network, market and channel.

ConceptWave’s Customer Lifecycle Management @ @ @
solutions enable complete customer care, customer G Produét Setlas
experience management, and CSR delivery. Lifecycle Lifecycle Lifecycle
Management Management Management
ConceptWave’s Product Lifecycle Management
solutions enable the rapid deployment of_C_SP product T s T ez
offers and converged bundles — from definition o o o '
through to product retirement. oo - Dar « G it
* Data * Cable * Wholesale = Agents/VAR
=TV = Satellite = POS
ConceptWave’s Order Lifecycle Management 2 eeless i

solutions enable complete end-to-end order and
services’ orchestration and fulfillment.

Products

ConceptWave Rapid CRM™ portfolio spans Customer Lifecycle Management (CLM) - designed to enhance the CSP
subscriber experience, quickly monetizing product lines within record SLAs. Rapid CRM Portfolio fulfils a ‘white-space’
that is poorly served by incumbent CRM and billing suppliers with capabilities to manage customer information, customer
service registry, and customer self- or agent-based
fulfilment. ConceptWave Py o~

Rapid CRM w7 LA o
ConceptWave Order Care® portfolio spans Product _
Lifecycle Management (PLM) - With shorter product "
lifetimes, shrinking ARPU, competition from new non- s o , e
traditional entrants, and multiple sales channels to (3:::.,‘):':,':.“ ET\ +< m-m
market, traditional B/OSS systems are insufficient. From
inception to retirement, our proven end-to-end Catalog
solution enables the creation of products and offers
customers they demand, with pre-configured templates ConceptWave —
and rules to get you quickly started, then easily SOt . k i
customized by you to target specific needs — launching in
record time.

ConceptWave Order Care® portfolio also spans Order Lifecycle Management (OLM) — Provides an integrated approach
to order and service fulfilment by abstracting and consolidating the large numbers of customer orders and workflow
processes that are part of the CSP B/OSS delivery environment, enabling complete handling of order — from entry to
delivery.
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The product Portfolios are able to leverage a common Service Delivery Environment (SDE), which provides a proven
and robust Runtime, Configuration Environment, Integration Adapters, and Management Ultilities. Utilizing a common
SDE, reduces Time-to-Revenue, reduces errors, increases productivity, and provides the best Return-on-Investment.
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1.3 Mapping Technique Employed

Based on the certification scope the list of ABEs (Aggregate Business Entities) is defined. The entities,
association classes and dependent entities for each ABE in scope are allocated for the assessment.

SID model files and addendum specifications are analyzed for the entities’ and association classes’ definitions to
determine their roles. Attributes explicit to the entities and association classes as well as inherited attributes are
listed.

This information is used to map each entity’s or association class’ attribute to the appropriate product’s attribute to
show how the model is supported. For each (when needed) mapping item - attribute type, possible values and
comments are provided.

© TM Forum 2011 Page 7 of 17
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2 Assessment Scope

21 Information Framework Scope and Mapping

Figure 2.1 illustrates the Information Framework Level 1 ABEs (blue border) that were presented in scope for the
Assessment, and the textual callouts represent the domain areas of the ConceptWave Order Care® & Rapid CRM
that were assessed and support the corresponding SID ABEs.

L1 Information Framework (SID)

Market Strategy & Plan Marketing Campaign | Contact/Lead/Prospect
[ onetsegmen | | Competor | | soessimc | | soescreme ]

(Product : N
Strategic Product ConceptWave
_ Product Specification I Product Offering I | ProductUsage }—\ (O;M )
Customer e ——— )
pPplie ustomer giling N 5

l Customer I I Customer Order Customer Problem | | Rate Customer Bill Collection

[ Customer Interaction | | Customer Statistic I | Customer Bill I | Customer Bill Inquiry |
—~————y ¥ S

Service Specification Service Configuration

Resource

Resource Strategy &

Resource l | Resource Topology | |RasourcePerEormance| Plan

Resource Specification

—= |ResourceConﬁguraﬁonl | Resource Usage | | Resource Trouble | | Resource Test I

lier / P __ - . [_SPPeromance ][ sPEI___]
A Supplier/Partner I S/P Interaction | | S/P Order S/P Problem | S/P Bill Inqui

__ S/P Plan _ S/PProduct | [ sPpsatisic | [ sPPayment |

Enterprise _ .
Time
Goncmﬂm
Customer
Information
Management

Figure 2.1 Information Framework — ConceptWave Order Care® & Rapid CRM Assessment Scope
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22 Product Scope

Figure 2.2 illustrates the ConceptWave Order Care® & Rapid CRM, Release 6 with the domains that were
presented in scope bordered in blue. The textual callouts represent the TM Forum Aggregate Business Entities
(ABEs) that were assessed and are supported by the corresponding ConceptWave domains.

ConceptWave Order Care® & Rapid CRM Product, Release 6

Customer,
Customer
Order, Party,
Location,
Business
Interaction

Product, Product
Specification, Product
Offering, Service
Specification, Resource
Specification,

ConceptWave
Rapid CRM
CUSTOMER UNIFIED SERVICE
INFORMATION WORKSTATION RECISTRY
“ MANAGEMENT
R
ConceptWave <7 ol A
Order Care* oon
CATALOG ORDER ORDER ORDER
MANAGEMENT NEGOTIATIONS MANAGEMENT ANALYTICS
— =1 1
ConceptWave e A4 iy )y
SDE St ” e
APPLICATION INTEGRATED INTERFACE MANAGEMENT &
VIRTUAL MACHINE DESIGN ADAPTERS (IA) PERFORMANCE

ENVIRONMENT
Figure 2.2 ConceptWave Order Care® & Rapid CRM, Release 6 — Product Scope
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3 Information Framework (SID) Conformance

3.1 Information Framework — Conformance Overview

The following chart is an overview of the conformance scores granted to the ABEs presented in scope for the

ConceptWave Order Care® & Rapid CRM, Release 6 Information Framework Assessment. Each ABE was
measured using an Information Framework (SID) conformance scale of 1-7, with 1 being lowest, 3 being the
acceptable minimum, and 7 being the highest level of conformance.

ConceptWave Order Care®, ConceptWave Rapid CRM, Release 6
Information Frameworx R9.0 - Product Conformance Result
Aggregate Business Entities
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Figure 3.1 ConceptWave Order Care® & Rapid CRM Release 6 — Conformance Scores
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The conformance scores granted were based on the following TM Forum scoring rules:

Product & Solution: Information Framework (SID) Conformance Score Descriptions

Conformance Qualifier

Score

Conformance The content of the model is compatible with a subset of the Information Framework (SID)

Score 1 ABEs that define its domain coverage. This provides two interacting
components/solutions with a common vocabulary and model structure. The subset
represents the scope of the model, expressed in Information Framework (SID) domains
and ABEs.

Conformance The model has achieved Conformance Score of 1 and the content of the ABE, part of the

Score 2 domain coverage and defined in the model, contains the ABE’s core business entity or
entities.

Conformance The model has achieved Conformance Score of 2 and the required attributes of the

Score 3 ABE'’s core entity or entities are defined in the model.

Conformance The model has achieved Conformance Score of 3 and dependent entities within the

Score 4 ABE's are defined in the model.

Conformance The model has achieved Conformance Score of 4 and the required attributes of the

Score 5 ABE’s dependent entities are defined in the model.

Conformance The model has achieved Conformance Score of 5 and all attributes of the ABE’s core

Score 6 entities are defined in the model.

Conformance The model has achieved Conformance Score of 6 and all attributes of the ABE’s

Score 7 dependent entities are defined in the model.

Figure 3.2 TM Forum Information Framework — Conformance Scoring Rules

Notes:

A core business entity is an entity upon which other entities within the ABE are dependent. For example, Service
in the Service ABE. A model should strive to attain as high a level of Information Framework (SID) conformance as
possible. A core entity is also an entity whose absence in the ABE would make the ABE incomplete.

A dependent entity is one whose instances are dependent on an instance of a core entity. For example, a
ServiceCharacteristic instance within the Service ABE is dependent upon an instance of the Service entity.
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Information Framework — Detailed Conformance Result

3.1.1  Common Business Entity — Conformance Result

Table 3.1 Common Business Entity ABEs — Conformance Scores

Information Framework (SID) Conformance

Information .

Information L.
Framework Organization Conformance

Framework (SID) . Comment
(SID) Domain Score

. ABE
Domain
Core entity, required attributes, dependent

Common . . .

. entities, required attributes of dependent
Business Party / Party 7 n . .

" entities, all attributes of the core entity,
Entities . L

and all attributes of dependent entities.
Core entity, required attributes, dependent
Common . . .

. entities, required attributes of dependent
Business Party / Roles 7 . . .

. entities, all attributes of the core entity,
Entities . L

and all attributes of dependent entities.
Core entity, required attributes, dependent
Common . . .

. entities, required attributes of dependent
Business Party / Contact 7 . . .

. entities, all attributes of the core entity,
Entities . L

and all attributes of dependent entities.
Core entity, required attributes, dependent
Common . . .

. entities, required attributes of dependent
Business Party/ Contact 7 . . .

. entities, all attributes of the core entity,
Entities . L

and all attributes of dependent entities.
Core entity, required attributes, dependent
Common . . .

. Party / entities, required attributes of dependent
Business S 7 . . .

. Identification entities, all attributes of the core entity,
Entities . L

and all attributes of dependent entities.
Location / Core entity, required attributes, dependent
Common . . . .

. Geographic Place / entities, required attributes of dependent
Business . 7 . . .
Entities Geographic entities, all attributes of the core entity,

Address and all attributes of dependent entities.
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3.1.2 Customer Entity — Conformance Result
Table 3.2 Customer ABEs — Conformance Scores
Information Framework (SID) Conformance

Information .
Information

Framework Organization Conformance
Framework (SID) . Comment
(SID) Domain Score

X ABE
Domain

Core entity, required attributes.

TM Forum Note: Missing mapping to the
CustomerAccountRelationship entity and
its attributes prevented a possible
conformance score of L4-L7.

Customer Customer 3
ConceptWave comment: The missing
CustomerAccountRelationship class will
be fully defined in the next GA release
from ConceptWave, which would set the
conformance level to 7

Core entity, required attributes,
dependent entities, required attributes of
dependent entities, all attributes of the
Customer Customer Order 7 core entity, all attributes of dependent
entities.

TM Forum Note: See Business Interaction
ABE score.

Core entity, required attributes.

ConceptWave comment: Conformance level
higher than 3 could not have been achieved
Common . .

BUsiness Business 3 because of the missing

Entities Interaction ResourcelnterctionRole class. ConceptWave
does not support this class because
Resources are not typically involved in a
Customer Order in the way in which this role

is defined.
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3.1.3 Product Domain — Conformance Result

Information

Table 3.3 Product ABEs — Conformance Scores

Information Framework (SID) Conformance

Information L.
Framework Organization Conformance
Framework (SID) . Comment
(SID) Domain Score
. ABE
Domain
Core entity, required attributes, dependent
entities, required attributes of dependent
Product Product/ Product 7 L q ] P )
entities, all attributes of the core entity, and
all attributes of dependent entities.
Core entity, required attributes, dependent
Product entities, required attributes of dependent
Product e 7 , . .
Specification entities, all attributes of the core entity, and
all attributes of dependent entities.
Core entity, required attributes, dependent
. entities, required attributes of dependent
Product Product Offering 7 . . .
entities, all attributes of the core entity, and
all attributes of dependent entities.
Core entity, required attributes, dependent
Product Offering / entities, required attributes of dependent
Product 7 s . .
Product Catalog entities, all attributes of the core entity, and
all attributes of dependent entities.
Core entity, required attributes, dependent
Product Offering / . y 'q . P
. entities, required attributes of dependent
Product Product Offering 7 . . .
. entities, all attributes of the core entity, and
Price . .
all attributes of dependent entities.
Core entity, required attributes, dependent
Product Product/ Product 7 entities, required attributes of dependent
Price entities, all attributes of the core entity, and
all attributes of dependent entities.
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Table 3.4 Service ABEs — Conformance Scores

Information Framework (SID) Conformance

Information
Framework Information Organization Conformanc
Comment
(SID) Framework (SID) ABE e Score
Domain
Service Service Specification 7 Core entity, required attributes, dependent
entities, required attributes of dependent
entities, all attributes of the core entity, and
all attributes of dependent entities.
Service Service Specification / 7 Core entity, required attributes, dependent
Customer Facing entities, required attributes of dependent
Service Spec entities, all attributes of the core entity, and
all attributes of dependent entities.
Service Service Specification / 7 Core entity, required attributes, dependent
Customer Facing entities, required attributes of dependent
Service Spec/ entities, all attributes of the core entity, and
Customer Facing all attributes of dependent entities.
Service Spec Role
Service Service Specification / 7 Core entity, required attributes, dependent
Customer Facing entities, required attributes of dependent
Service Spec / entities, all attributes of the core entity, and
Service Package all attributes of dependent entities.
Service Service Specification / 7 Core entity, required attributes, dependent
Resource Facing entities, required attributes of dependent
Service Spec entities, all attributes of the core entity, and
all attributes of dependent entities.
Service Service Specification / 7 Core entity, required attributes, dependent
Resource Facing entities, required attributes of dependent
Service Spec / entities, all attributes of the core entity, and
Resource Facing all attributes of dependent entities.
Service Spec Role
Service Service Specification / 7 Core entity, required attributes, dependent

Resource Facing
Service Spec/
Service Bundle

entities, required attributes of dependent
entities, all attributes of the core entity, and
all attributes of dependent entities.
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3.1.5 Resource Domain — Conformance Result

Table 3.5 Resource ABEs — Conformance Scores

Information Framework (SID) Conformance

Information

Framework Information Framework (SID) Organization Conformance
(SID) ABE Domain Score
Domain

Comment

Core entity, required attributes,
dependent entities, required

Resource Specification / attributes of dependent entities,
Resource e 7 . .
Resource Specification all attributes of the core entity,
and all attributes of dependent
entities.

Core entity, required attributes,
dependent entities, required

Resource Resource Specification / 7 attributes of dependent entities,
ComponentResourceSpecification all attributes of the core entity,
and all attributes of dependent
entities.

Core entity, required attributes,
dependent entities, required

Resource Specification / attributes of dependent entities,
Resource . . 7 . .
LogicalResourceSpecification all attributes of the core entity,
and all attributes of dependent
entities.

Core entity, required attributes,
dependent entities, required
attributes of dependent entities,
all attributes of the core entity,
and all attributes of dependent
entities.

Resource Specification /
Resource LogicalResourceSpecification/ 7
LogicalRoleSpecification

Core entity, required attributes,
dependent entities, required
Resource Specification / attributes of dependent entities,
PhysicalResourceSpecification all attributes of the core entity,
and all attributes of dependent
entities.

Resource

Core entity, required attributes,
dependent entities, required
attributes of dependent entities,
all attributes of the core entity,

Resource Specification /
Resource PhysicalResourceSpecification/ 7
PhysicalRoleSpecification
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Information Framework (SID) Conformance

Information

Framework Information Framework (SID) Organization Conformance
(SID) ABE Domain Score
Domain

Comment

and all attributes of dependent
entities.
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