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Introduction

1.1 Executive Summary

This document provides details of Etiya’s self-assessment and TM Forum’s
Conformance Assessment of the Telaura Version 7.0 product, against the following
Frameworx 15.0 components:

e Business Process Framework Version 15.0

e Information Framework Version 15.0

The assessment included a review of:

e The methodology approach to process modeling against the TM Forum’s Business
Process Framework Release 15.0 according to the specific processes submitted in
scope for the Assessment.

e Conformance to the Information Framework Release 15.0 Domains/Aggregate
Business Entities according to the specific ABEs submitted in scope for the Assessment.

For more information on the Telaura product please contact:
Rukiye Cetiner: rukiye.cetiner@etiya.com

For any additional information on this Frameworx Conformance Certification Report,
please contact TM Forum at: conformance@tmforum.org.
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mailto:conformance@tmforum.org

2 Product Functionality/Capability Overview

2.1 Etiya Telaura product Overview

Telaura Suite enables Communications and Digital Service Providers to accelerate
time-to-market, shorten order-to-cash cycles and increase customer brand loyalty by
automating and optimizing complex CSP systems while correcting error-prone manual
interactions. CSPs and DSPs are able to implement the right combination of
components to create, sell, and monetize new and existing customer services.

Each module in Telaura Suite products are designed to be a part of the complete
solution as well as to serve stand-alone. These modules can be replaced or partially
integrated with other systems easily.

The award-winning Telaura Suite has been validated in Tier-One operators and
recognized for pioneering innovation by the TM Forum. With Telaura Suite, CSPs/DSPs
attain a 360-degree view of the customer, products/services, and order life cycle
management to maximize profitability and customer satisfaction.
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Figure 2-1 Telaura Suite Overview



Further features:
> CPQ

Omni Channel Order Management
SDN/ NFV
Rule Engine

YV VYV

Event-Driven Marketing

Benefits:

Development of customer-centric strategies with campaigns and product offerings
360-degree view of customers

Up-selling and cross-selling opportunities

Increase of customer satisfaction retention

Increase of sales and revenue

Decrease in "time-to-market"

Decrease in implementation and training cost

Certified with TM Forum standards

YV VVVVYYVYYVY

Implementations:
» Telaura Suite for Wireless

» Telaura Suite for Integrated Revenues and Customer Management
» Telaura Suite for Digital Services
» Telaura Suite for Omni-Channel Commercial Service

Platforms:
» On-premise

» On-cloud (private)



3.1

Business Process Framework Assessment Overview

Mapping Technique Employed

Business Process Framework Level 4 descriptions are analyzed by looking for implied
tasks. (This is similar to how process decomposition can use Semantic Analysis). Each
Business Process Framework process is supported by descriptive text. In many cases,
each process is aligned and mapped to appropriate company documentation
references solution, methodology or modeling material.

Note that when a Level 3 process has not been decomposed to Level 4 processes, the
implied tasks for the given Level 3 process are analyzed.

The Business Process Framework Level 4 descriptions (or Level 3 if appropriate) are
analyzed by looking for implied tasks. Color coded text as highlighted below is used as
part of the process mapping whereby highlighted text indicates the level of support for
a Level 4 process implied task:

e GREEN is used to highlight key words or key statements that are fully supported

e YELLOW is used to highlight key words/key statements that are partially supported

e GREY is used to highlight key words/key statements that are not supported

e No highlighting is used for words/statements that are irrelevant, just for reference or
needed to complete the sentence.

Manual and Automated Support

It is important to determine whether the implied task is supported by manual steps,
automated steps, or a combination of both. In this document, “A”, “M”, or “AM” is
used for each task to indicate that the step or steps is/are automated (A), manual (M),
or both (AM).

TM Forum Note 1: When process mappings are presented against Level 4 processes, the
mappings are provided against the text in the “Mandatory” field for the process. In the event of
the Mandatory field not being defined in the eTOM specification, the process mappings are in
that case provided against the Level 4 Extended description. If an Extended description is not
defined, then the mapping is provided against the Brief description.

TM Forum Note 2: Note that if a Level 3 process has not been decomposed to Level 4 processes
in the Business Process Framework, in such cases the process mapping support is provided
against the Level 3 process descriptions using the Mandatory/Extended/Brief description as per
the guidelines explained for Level 4 based mappings in the previous note.

TM Forum Note 3: For this assessment, based on the assessment being a re-certification,
mappings were provided against the Extended & Brief descriptions in line with the previous
assessments carried out by Etiya for their Telaura product.



3.2 Business Process Framework Level 2 Process Scope

The following figures represent the Business Process Framework Level 2 processes
(high-lighted in green) that were presented in scope for the assessment and that were
assessed and support the corresponding Business Process Framework processes
according to the results in Chapter 6.

eTOM Business Process Framework— V15.0 - SIP
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Figure 3-1 Level 2 process coverage for Etiya Telaura Assessment - SIP
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Figure 3-2 Level 2 process coverage for Etiya Telaura Assessment - OPERATIONS



The following diagrams identify the number of Level 3 processes that were submitted
for assessment, for each Level 2 process that was submitted in scope for the
Assessment.

Etiya Telaura CRM Suite V7.0
Business Process Framework R15.0 - Level 3 Process Coverage

Market/Sales Domain
12

11

S B N W R N O N B W

= Total # Level 3 Processes Defined

W # Level 3 Processes in Scope for Assessment

Figure 3-3 Level 3 process coverage — Market/Sales Domain



Etiya Telaura CRM Suite V7.0
Business Process Framework R15.0 - Level 3 Process Coverage
Product & Customer Domains
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Etiya Telaura CRM Suite V7.0
Business Process Framework R15.0 - Level 3 Process Coverage
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Figure 3-5 Level 3 process coverage — Service, Resource & Engaged Party Domains



Table 3-1 Business Process Frameworx Assessment Scope

Etiya Telaura V7.0 - Assessment & Certification Scope
TM Forum Information Framework V15.0

1.1 - Market Strategy & Policy
1.1.4 - Link Market Segments & Products
1.5 - Sales Development
1.5.3 - Develop New Sales Channels & Processes
1.6 - Product Marketing Communications & Promotion
1.6.1 - Define Product Marketing Promotion
Strategy
1.6.2 - Develop Product & Campaign Message
1.6.3 - Select Message & Campaign Channels
1.6.4 - Develop Promotional Collateral
1.6.5 - Manage Message & Campaign Delivery
1.6.6 - Monitor Message & Campaign
Effectiveness
1.7 - Market Sales Support & Readiness
1.7.1 - Support Marketing Fulfillment
1.7.2 - Support Selling
1.7.3 - Manage Campaign
1.7.4 - Manage Sales Inventory
1.9 - Selling
1.9.1 - Qualify Opportunity
1.9.2 - Negotiate Sales/Contract
1.9.3 - Cross/Up Selling
1.9.4 - Develop Sales Proposal
1.9.5 - Manage Sales Accounts
1.10 - Marketing Fulfillment Response
1.10.1 - Issue & Distribute Marketing Collaterals
1.11 - Contact/Lead/Prospect Management
1.11.2 - Track Lead
1.11.3 - Manage Prospect

2.2 - Product & Offer Capability Delivery
2.2.1 - Define Product Capability Requirements
2.2.2 - Capture Product Capability Shortfalls
2.2.4 - Deliver Product Capability
2.2.5 - Manage Handover to Product Operations
2.2.6 - Manage Product Capability Delivery
Methodology

2.3 - Product & Offer Development & Retirement
2.3.1 - Gather & Analyze New Product Ideas
2.3.2 - Assess Performance of Existing Products
2.3.3 - Develop New Product Business Proposal
2.3.4 - Develop Product Commercialization
Strategy




2.4 - Product Support & Readiness

3.1 - Customer Support & Readiness

3.3 - Order Handling

3.4 - Customer Management

2.3.5 - Develop Detailed Product Specifications
2.3.6 - Manage Product Development

2.3.7 - Launch New Products

2.3.8 - Manage Product Exit

2.4.1 - Support Customer QoS/SLA
2.4.2 - Manage Product Offering Inventory

3.1.1 - Support Customer Interface Management
3.1.2 - Support Order Handling

3.1.3 - Support Problem Handling

3.1.4 - Support Retention & Loyalty

3.1.5 - Manage Customer Inventory

3.3.1 - Determine Customer Order Feasibility
3.3.2 - Authorize Credit

3.3.3 - Track & Manage Customer Order Handling
3.3.4 - Complete Customer Order

3.3.5 - Issue Customer Orders

3.3.6 - Report Customer Order Handling

3.3.7 - Close Customer Order

3.4.1 - Enable Retention & Loyalty

3.4.2 - Establish Customer Relationship
3.4.3 - Re-establish Customer Relationship
3.4.4 - Terminate Customer Relationship

3.5 - Customer Interaction Management

3.5.1 - Create Customer Interaction

3.5.2 - Update Customer Interaction

3.5.3 - Close Customer Interaction

3.5.4 - Log Customer Interaction

3.5.5 - Notify Customer

3.5.6 - Track and Manage Customer Interaction
3.5.7 - Report Customer interaction

3.5.8 - Authenticate User

3.5.9 - Customer Interface Management

3.6 - Customer Information Management

3.7 - Problem Handling

3.6.1 - Create Customer Record
3.6.2 - Update Customer Data

3.6.3 - Notify Customer Data Change
3.6.4 - Archive Customer Data

3.6.5 - Build a unified customer view

3.7.1 - Isolate Customer Problem

3.7.2 - Report Customer Problem

3.7.3 - Track & Manage Customer Problem
3.7.4 - Close Customer Problem Report
3.7.5 - Create Customer Problem Report

10




‘ 3.7.6 - Correct & Recover Customer Problem \

4.3 - Service Development & Retirement

4.3.4 - Develop Detailed Service Specifications
4.5 - Service Configuration & Activation

4.5.1 - Design Solution

4.5.2 - Allocate Specific Service Parameters to

Services

4.5.8 - Close Service Order

4.5.9 - Recover Service

5.3 - Resource Development & Retirement

5.3.4 - Develop Detailed Resource Specifications
5.6 - Resource Provisioning

5.6.1 - Allocate & Install Resource

5.6.8 - Recover Resource

6.3 - Party Engagement Development & Retirement
6.3.1 - Establish Party Engagement
6.3.2 - Manage Party Engagement
6.3.3 - Re-establish Party Engagement
6.3.4 - Terminate Party Engagement
6.5 - Party Agreement Management
6.5.3 - Establish Party Agreement
6.5.4 - Manage Party Agreement Variation
6.5.5 - Terminate Party Agreement
6.7 - Party Privacy Management
6.7.3 - Party Privacy Profile Management
6.9 - Party Interaction Management
6.9.1 - Log Party Interaction
6.9.2 - Notify Party
6.9.3 - Track and Manage Party Interaction
6.9.4 - Handle Party Interaction (Including Self
Service)
6.9.5 - Analyze & Report Party Interactions
6.9.6 - Mediate & Orchestrate Party Interactions
6.10 - Party Problem Handling
6.10.1 - Initiate Party Problem
6.10.2 - Receive Party Problem
6.10.3 - Track & Manage Party Problem Resolution
6.10.4 - Report Party Problem Resolution
6.10.5 - Close Party Problem




3.3 Product Scope

The diagram in Figure 3-6 represents Etiya’s Telaura product with mappings to the
Business Process Framework Level 2 processes that were submitted in scope for the
Conformance Certification assessment.

Selling
Market Sales Support & Readiness

Product Marketing Communications & Customer Interaction Management

Contact/Lead/Prospect Mgt Promotion Customer Information Management
P Marketing Fulfillment Response Customer Management
Market Strategy & Policy Customer Support & Readiness
Product & Offer Capability Delivery

Product & Offer Development &

Retirement

Service Development & Retirement

Resource Development & Retirement
\Produm Support & Readiness

Order Handling o
Service Configuration & Activation
Resource Provisioning

Party Agreement Management
Party Engagement Development &

Retirement

Party Problem Handling

Party Interaction Management Party
Privacy Management

som®@mto" big data analytics

Figure 3-6 Etiya Telaura product mapped to eTOM Level 2 Processes in scope
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4 Business Process Framework — Process Mapping Descriptions

This section provides the Process Mapping output from Etiya’s self-assessment which
was reviewed by TM Forum Subject Matter Experts alongside supporting
documentation for Etiya’s Telaura product.
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4.1 Market/Sales Domain

4.1.1 Mapping Details & Supporting Evidence

The documented mapping information for all Level 3/Level 4 processes in scope for the
Market/Sales business process domain is available from the following link:
https://www.tmforum.org/wp-content/uploads/2016/04/1-MarketSales-Domain-
Mapping-Documents.rar

Mappings and supporting evidence was presented for business processes under the

following Level 2 processes:
Note: The numbers in brackets relate to the number of Level 3 processes submitted per number
of processes defined in TM Forum Business Process Framework (eTOM).

e 1.1-Market Strategy & Policy [1/5]

e 1.5-Sales Development [1/3]

e 1.6 -Product Marketing Communications & Promotion [6/6]
e 1.7 - Market Sales Support & Readiness [4/4]

e 1.9-Selling [5/5]

e 1.10 - Marketing Fulfillment Response [1/1]

e 1.11 - Contact/Lead/Prospect Management [2/3]

14
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4.1.2 Detailed Conformance Scores

Table 4-1 1.1 - Market Strategy & Policy Conformance Scores

1.1.4 - Link Market Segments & Products 5.00
1.1.4.1 - Link consumption profiles & available product families 100
1.1.4.2 - Identify potential new product families for market
segments 100
1.1.4.3 - Analyze Market Segment purchase and issues 100

Table 4-2 1.5 - Sales Development Conformance Scores

1.5.3 - Develop New Sales Channels & Processes 4.83
1.5.3.1 - Develop External Relationships 100
1.5.3.2 - Manage Process & Channel Coordination 100
1.5.3.3 - Define Processes & Channels 75

15



Table 4-3 1.6 - Product Marketing Communications & Promotion Conformance Scores

1.6.1 - Define Product Marketing Promotion Strategy 5.00
1.6.2 - Develop Product & Campaign Message 5.00
1.6.3 - Select Message & Campaign Channels 5.00
1.6.4 - Develop Promotional Collateral 5.00
1.6.4.1 - Manage Collateral Production 100
1.6.4.2 - Manage Collateral Delivery 100
1.6.5 - Manage Message & Campaign Delivery 5.00
1.6.5.1 - Manage Channel Capability 100
1.6.5.2 - Manage Channel Resources 100
1.6.6 - Monitor Message & Campaign Effectiveness 5.00
1.6.6.1 - Develop Message & Campaign Metrics 100
1.6.6.2 - Monitor Message & Campaign Metrics 100
1.6.6.3 - Analyze Message & Campaign Metrics 100
1.6.6.4 - Modify Message & Campaign 100
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Table 4-4 1.7 - Market Sales Support & Readiness Conformance Scores

1.7.1 - Support Marketing Fulfillment 4.00
1.7.1.1 - Ensure Marketing Fulfillment Capability 75
1.7.1.2 - Undertake Marketing Fulfillment Trend Analysis 25
1.7.2 - Support Selling 3.88
1.7.2.1 - Ensure Selling Capability 75
1.7.2.2 - Manage Sales Channels 50
1.7.2.3 - Manage Sales Leads 25
1.7.2.4 - Undertake Selling Trend Analysis 25
1.7.3 - Manage Campaign 4.63
1.7.3.1 - Ensure Campaign Support 25
1.7.3.2 - Undertake Campaign Trend Analysis 100
1.7.3.3 - Modify Campaign 100
1.7.3.4 - Report Campaign Effectiveness 100
1.7.4 - Manage Sales Inventory 5.00
1.7.4.1 - Identify Relevant Sales Inventory Information 100
1.7.4.2 - Maintain Sales Inventory facilities 100
1.7.4.3 - Manage Sales Inventory Capture 100
1.7.4.4 - Control Sales Inventory Access 100
1.7.4.5 - Ensure Sales Inventory Data Quality 100
1.7.4.6 - Track Sales Inventory Usage 100
1.7.4.7 - Identify Sales Inventory Shortcomings 100
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Table 4-5 1.9 - Selling Conformance Scores

1.9.1 - Qualify Opportunity 5.00
1.9.1.1 - Define Alternative/Customized Solutions 100
1.9.1.2 - Assess Potential Development & Risk 100
1.9.1.3 - Assess Strategic Impacts 100
1.9.2 - Negotiate Sales/Contract 5.00
1.9.2.1 - Negotiate Standard Terms & Conditions 100
1.9.2.2 - Develop & Negotiate Non-standard Terms & Conditions 100
1.9.2.3 - Obtain Customer Agreement 100
1.9.2.4 - Create Customer Order 100
1.9.3 - Cross/Up Selling 5.00
1.9.3.1 - Analyze Customer Trends 100
1.9.3.2 - Recommend Appropriate Offerings 100
1.9.4 - Develop Sales Proposal 5.00
1.9.4.1 - Ascertain Customer Requirements 100
1.9.4.2 - Determine Support for Customer Requirements 100
1.9.4.3 - Develop Proposal against Customer Requirements 100
1.9.5 - Manage Sales Accounts 5.00
1.9.5.1 - Contact Customer (on regular basis) 100
1.9.5.2 - Develop Contacts & Leads 100
1.9.5.3 - Update Sales Repository 100

Table 4-6 1.10 - Marketing Fulfillment Response Conformance Scores

1.10.1 - Issue & Distribute Marketing Collaterals
1.10.1.1 - Handle Marketing Collateral Distribution

1.10.1.2 - Customize Marketing Collateral

5.00
100
100
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Table 4-7 1.11 - Contact/Lead/Prospect Management Conformance Scores

1.11.1 - Manage Contact Not in Scope

1.11.2 - Track Lead 5.00
1.11.2.1 - Track Marketing Lead 100
1.11.2.2 - Evaluate Marketing Lead 100

1.11.3 - Manage Prospect 5.00
1.11.3.1 - Analyze Prospect Needs 100
1.11.3.2 - Identify Potential Solutions 100
1.11.3.3 - Assign Prospect to Sales Channel 100
1.11.3.4 - Track & Report Prospect 100
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4.2 Product Domain

4.2.1 Mapping Details & Supporting Evidence

The documented mapping information for all Level 3/Level 4 processes in scope for the
Product business process domain is available from the following link:
https://www.tmforum.org/wp-content/uploads/2016/04/2-Product-Domain-Mapping-
Documents.rar

Mappings and supporting evidence was presented for business processes under the

following Level 2 processes:
Note: The numbers in brackets relate to the number of Level 3 processes submitted per number
of processes defined in TM Forum Business Process Framework (eTOM).

e 2.2 -Product & Offer Capability Delivery [5/6]
e 2.3 -Product & Offer Development & Retirement [8/8]
e 2.4 -Product Support & Readiness [2/2]
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4.2.2 Detailed Conformance Scores

Table 4-8 2.2 - Product & Offer Capability Delivery Conformance Scores

2.2.1 - Define Product Capability Requirements 5.00
2.2.1.1 - Capture Product Infrastructure Requirements 100
2.2.1.2 - Agree Product Infrastructure Requirements 100
2.2.1.3 - Report Product Infrastructure Requirements 100
2.2.2 - Capture Product Capability Shortfalls 4.00
2.2.2.1 - Capture Product Capacity Shortfalls 50
2.2.2.2 - Capture Product Performance Shortfalls 50
2.2.2.3 - Capture Product Operational Support Shortfalls 50
2.2.3 - Approve Product Business Case 3.00
2.2.3.1 - Develop Product Business Case 0
2.2.3.2 - Gain Product Business Case Approval 0
2.2.4 - Deliver Product Capability 4.00
2.2.4.1 - Co-ordinate Product Capability Delivery 50
2.2.4.2 - Track Product Capability Business Case Costs 50
2.2.4.3 - Ensure Product Capability Benefits & Operational Costs 50
2.2.5 - Manage Handover to Product Operations 4.00
2.2.5.1 - Co-ordinate Product Operational Handover 50
2.2.5.2 - Validate Product Infrastructure Design 50
2.2.5.3 - Ensure Product Handover Support 50
2.2.6 - Manage Product Capability Delivery Methodology 5.00
2.2.6.1 - Define Product Capability Delivery Methodology 100
2.2.6.2 - Maintain Product Capability Delivery Repository 100
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Table 4-9 2.3 - Product & Offer Development & Retirement Conformance Scores

2.3.1 - Gather & Analyze New Product Ideas 3.67
2.3.1.1 - Gather Product Ideas 25
2.3.1.2 - Identify Opportunities and Requirements 50
2.3.1.3 - Develop New Opportunity Concepts 25
2.3.2 - Assess Performance of Existing Products 4.00
2.3.3 - Develop New Product Business Proposal 3.50
2.3.4 - Develop Product Commercialization Strategy 5.00
2.3.4.1 - Develop Product Commercialization Case 100
2.3.4.2 - Gain Product Commercialization Case Approval 100
2.3.5 - Develop Detailed Product Specifications 4.25
2.3.5.1 - Develop Detailed Product Technical Specifications 75
2.3.5.2 - Develop Detaile