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1.0 Introduction

The “NICC B2B Interface Framework document” provides the introduction and framework for
all NICC B2B standards. It is important to read the Framework in conjunction with this
document.

1.1 Purpose

In support of need to standardise interfaces as described in the overall framework document,
the main purpose of this document is to provide a standard for the development of Trouble-to-
Resolve (T2R) processes for B2B.

The second purpose of the document is to enable UK CPs to identify gaps between current
B2B T2R processes and this standard. This will in turn enable CPs to agree a roadmap that
takes us from the numerous stovepipe gateways supporting a variety of processes we
operate today, to a smaller set of gateways using the same technology and the standard
processes.

Once agreed the T2R standard can be developed as reusable capabilities and ultimately as
schema that can be shared across the industry to create quicker, cheaper and better
interfaces. NICC B2B can used to review the roadmap, its implementation and resolve any
issues.

1.2 Scope

The scope is automated business transactions between UK Communications Providers (CPs)
using Business-to-Business (B2B) interfaces. The T2R standard is designed to be product
independent at the same time as allowing flexibility where product T2R processes need to be
different.

1.3 Trouble-To-Resolve (T2R) definition

The Trouble to Resolve (T2R) process is defined as starting with problem identification to
resolution. T2R starts when a customer problem is identified either by the customer or
proactively by the supplier, and ends when that problem has been resolved to the customer's
satisfaction.

It includes “assurance”, “ticket/fault management “ in the NICC B2B requirements document
and “trouble administration” by the ITU, and covers other sub-processes that are related to
the T2R process, but which are not core to it.

1.4 NICC B2B Document Structure & Further Information

This document forms part of a suite of documentation developed and maintained by NICC
B2B as shown below. They can be accessed from the NICC publication web site @
http://www.nicc.org.uk/nicc-public/publication.htm. and if they are in development from
http://niccb2b.org.uk/ . For access and further details please contact nicch2b@niccb2b.org.uk



http://www.nicc.org.uk/nicc-public/publication.htm�
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2. Method & Deliverables

The method used to develop this standard was initially described in Trouble-To-Resolve
(T2R) White Paper Proposal and later supplemented by the User Story Approach document
The following notes and diagram provides a summary:

1. Create or validate User stories/scenarios (US) for T2R

2. Review USs against NICC B2B requirements

3. Review existing and proposed relevant process standards work & initiatives, eg ITU
Trouble ticketing

4. Review / Develop Architectures/Models.

5. Agree T2R Process Standard & identify any gaps with International standards and
existing and planned products®®® "

6. Implement via product developments and reusable capability development

T2R Deliverables & Method
-<—>-' ° -
_ -'
]

Note 1: As part of the Standard development, a gap analysis was undertaken against key BT
Wholesale and Openreach products including: Wholesale Line Retail (WLR) 3 PSTN, WLR3
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ISDN2; WLR3 ISDN30; Local Loop Unbundling (LLU) SMPF/ MPF; ONBS B1, B2, B3, B4;
Wholesale Broadband Connect (WBC); and Wholesale Harmonised Ethernet. This analysis
spanned both the Components and Patterns. For completeness other communication
providers would need to do this as well.

2.1 Development Hierarchy

The key strength of the method used is that it starts with the market and customer
requirements and works its way down the hierarchy shown in the pyramid below.

Market
Vision

Market
Requirements

Customer/User Personas
User Goals
User Stories

Business Scenarios/
Use Cases

Processes/Systems
(people, process, IT, Network)
Components

2.2 Key Deliverables:
The key deliverables include:
2.2.1 User Stories and Requirements

The T2R User Stories and updated NICC B2B Requirements are available from the NICC
B2B web site . These were developed with UK CPs represented at NICC B2B. These have
been used to drive the Standard development, and will be used as a reference for future
changes. Please note a number of additional User Stories were identified during the analysis
phase, and will be added to the work stack for future development.

2.2.2 Standards gap analysis

A key principle of NICC and NICC B2B is to reuse international standards where appropriate,
and equally to ensure NICC B2B agreed standards are included in the relevant international
standards where there are gaps. This included eTOM B2B BOM, ITU X790/M.3343, ITIL, but
excludes RosettaNet & ebXML as these are technical protocol standards at different a level
from this document. See Annex 3 for a summary of the analysis and the NICC document
publication web site @ http://www.nicc.org.uk/nicc-public/publication.htm for the full analysis.

2.2.3 T2R Process Standard

The Standard includes:

Key terms and Relationships (section 3.1)

High-level “macro” process description (Section 3.2)

Touchpoint Components model (Section 3.3 & Annex 1)

Reusable Business Scenario and process Patterns models (Section 3.4 & Annex 2)


http://www.nicc.org.uk/nicc-public/publication.htm�
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3. T2R Standard

3.1 Key Terms & Relationships
Buyer & Supplier

In the context of T2R, the Buyer is the party who owns the service instance provided by a
Supplier. The Buyer/their End User is experiencing a problem with the service, where they
believe that problem lies within the Supplier's domain.

Macro Process

The end-to-end process for T2R. Each Buyer/Supplier within the business model will have
their own T2R macro process. Where the Buyer’'s T2R process identifies/suspects the
problem is in a Supplier's domain, then this process will initiate the Supplier's T2R process.
This in turn could initiate the T2R process within their Suppliers’ or Agents’ domains.

Sub-Process

For the purpose of developing this standard, a number of functional areas have been
identified within T2R, which also apply to other key processes, namely Lead-to-Cash (L2C).
The Sub-Processes are not, in themselves, end-to-end processes, but merely functional
groupings. To maximise the benefits of standardisation, it is worth defining the capabilities in
these Sub-Processes in a generic way, such that they can be used by multiple macro
processes like L2C. Examples are: Appointing; KCI; Testing; etc.

Component

The Components defined in this standards are the “Touchpoints” or Business Transactions
between Buyer and Supplier within the T2R macro process. The Components defined in this
standard are the “Touch-points” or Business Transactions between Buyer and Supplier within
the T2R macro process. The Components are defined in detail within the set of tables in
Annex 1. The intention is that all CPs should adopt the interface standard and “reuse” these
Components when implementing solutions to support the T2R processs.

Pattern

A Pattern is a description of the process for a particular Business Scenario within T2R. The
T2R process can run end-to-end taking the “success” path. There can also be numerous
variations in this flow to cater for no-standard or exceptional conditions, e.g.: delays; costs
attributable to the Buyer; need to obtain more information; etc. These scenarios tend to occur
in many service solutions, so again there is benefit in orchestrating the Components within
the process flows in a standardised way. For the purposes of this Standard, a Business
Scenario/Use Case and corresponding process flow will be referred to as a “Pattern”.

State Diagram & Activity Diagrams

The Standard development methodology has used a UML toolset to model some of the
detailed elements of the Standard. There are two UML views used:

State Model

Defines the main States that a Problem Report can transition through. The Patterns illustrate
how the orchestration of Components can invoke State changes.

Activity Diagrams

The Activity Diagrams define the process flow Patterns and how these orchestrate the
Components. The diagrams show a swim-lane view of processes within both Buyer and
Supplier domains. The flows are not intended to be prescriptive in the way the internal
processes work, but define the orchestration sequences which should be adopted.
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3.2 Macro Process

This section describes the high level macro process for the standard. The parts of the “high
level process model” in NICC B2B Interface Framework document, impacted by T2R are
shown in the following diagram.

Hotify Planned
Fault Works
Resolve Financial
Fault Aiktributio

For the purposes of developing the B2B standards, the process has been re-expressed in the
diagram below. The parts identified above are covered by this view.

Site
Visit Monitor
Progress I

r

Sub-Processes
AL

—~
T2R Process

This approach enables a number of “sub-processes” to be identified. The intention is that
these can potentially be generic sub-processes, reusable across T2R and L2C (Lead to
Cash). Further work will be necessary to fully define the L2C requirements and incorporate
them in the process components.

The following diagram illustrates how the T2R process orchestrates a Pattern of Components
at the B2B interface.
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3.3 Components & States

The Problem Report state diagram is show below. This forms part of this standard.

-

Problem Report State Diagram

Pending

Open/Submission

In Progress I Rejected

Accepted

Cancelled

Cancelled

Clear Accepted

Closed
Auto-Closed
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An initial set of forty-five Components, or “Touchpoints”, have been defined in support of the T2R Process. A template for each component with further details is
available in Annex 1.The diagram below shows which Components drive the Problem Report state transitions, and which can be used (invoked/consumed) from

within each specific state (without causing a state change).

Problem Report Touchpoints & States

ity [TP001]

STATUS = Open/In Progress [\
OR Open/Cleared

ation [TP002]

queryAppointment [TP003]

[TP004]

requestServiceInformation
[TP0OS]

requestTest [TPO06]

quenyFaulthistory [TP007]

Informe

STATE = Open/Cleared |\

Auto-Closed

STATE = Closed/Completed [\

KCI Clear,

close) [TP009]

buyerRequestTaskStatus
[TP010]

Clear Rejected

Clear
Accepted,

a tClear
Confirm [TP0O13]

lear

STATE = Open/Submission In |\
Progress

requestProble
mReport
[TP008]

STATE = Closed/Rejected |\ (@

q tAm
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Cancelled

q
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3
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notifyAppointmentCharge
6]

requestChargeConfirm
TPO17.

requestChargeReject
[TPoO18]

out
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LI BITHN
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notifyEndUser
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notifyAutoCancel [TP032]
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Cancelled

q
Reject [TP014]
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STATE = Open/Clear [N\
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The following diagram shows further Components which are stateless. This means that they
can be invoked at any time, and do not have a relationship with a specific Problem Report.

s !

Stateless Touchpoints

requestAppointmentAvailabili notifyPlannedEngineeringWo
ty [TPOO1] rks [TP040]

requestAppointmentReserva notifyMajorServiceOutage
tion [TP002] [TPO41]

. notifyPerformanceData
queryAppointment [TP003] [TP043]
requestServicelnformation requestPerformanceData

[TPOO5] [TP044]
requestTest [TPO06] requestAgencyTasks [TP045]
T
queryFaultHistory [TPO07] |
The above Touchpoints are The above Touchpoints
typically Dialogue Services are ad hoc transactions

; J

a

3.4 Business Scenarios & Patterns

A set of Business Scenarios have been defined to capture a set of typical scenarios within the
T2R process, covering both expected or “success path”, and exceptional conditions. In Annex
2, these Business Scenarios are expanded in a set of tables which define the process
“Patterns”, Components (Touchpoints) used, and information used by each Component.
Thirty patterns have been identified.

The Pattern defines the orchestration pattern for the Components, which forms part of this
standard.

4. Glossary

One of the key issues identified is language and use of terms. Annex 4 provides an initial draft
of this.

5. Next Steps, Issues and Requirements

This document is the culmination of an enormous amount of work by CPs represented at the
NICC B2B working group. It is therefore inevitable that there will be outstanding issues and
requirements. A separate document will be maintained to list these, the next steps and any
issues, proposals and requirements that arise from implementation. NICC B2B regularly
review the standard against the issues and requirements list, and will agree which need to be
resolved before publication and which can be added to the work stack for future resolution.
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Annex 1. Components /Touchpoints

This Annex includes the Component definition tables. The “data” sections are a high-level
view of key data items, but do not define full data sets or formats.

Index of Components

Touchpoint Component ID | Touchpoint Component
TP0OO1 requestAppointmentAvailability
TP002 requestAppointmentReservation
TP0O03 queryAppointment

TP004 requestCancelAppointment

TPOO05 requestServicelnformation

TP006 requestTest

TPOO7 queryFaultHistory

TP0O08 requestProblemReport

TPO09 notifyKeepCustomerinformed
TP010 requestSupplierTaskStatus

TPO11 requestProblemReportAmendment
TP012 requestProblemReportCancellation
TP013 requestProblemReportClearConfirm
TPO14 requestProblemReportClearReject
TPO15 notifyCharge

TPO16 notifyAppointmentCharge

TPO17 requestChargeConfirm

TPO18 requestChargeReject

TP019 notifyPlannedOutage

TP020 requestPlannedOutageConfirm
TP021 requestPlannedOutageReject
TP022 notifylnformationRequired

TP023 notifyAssistanceRequired

TP024 notifyJeopardy

TP025 requestEscalateProblemReport
TP026 notifyEndUserVisitNotRequired
TP027 requestAppointmentCancellation
TP028 requestAppointmentCancellationConfirm
TP029 requestAppointmentCancellationReject
TP0O30 requestProblemReportSuspend
TP0O31 requestProblemReportResume
TP032 notifyAutoCancel

TPO33 notifyBuyerProblemReport

TP034 notifyBuyerTaskStatus

TP035 requestBuyerTaskStatus

TP036 requestThirdPartyReport

TP037 notifyThirdPartyReport

TP038 requestDamageReport

TP039 notifyPlannedEngineeringWorks
TP040 notifyMajorServiceOutage

TP041 notifyPewOrMsoStatus

TP042 notifyPerformanceData

TP043 requestPerformanceData

TP044 requestAgencyTasks

TP045 requestSupplierinput
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TPO0O01: requestAppointmentAvailability

Component Ref TPOO1

Component Name requestAppointmentAvailability

Description A request from the Buyer to check the availability of engineering appointments in
the Supplier domain

User Story T2R27

Business Transaction Type Query/Response

Direction Buyer-Supplier Sub-Process Appointing

Non-functional Criteria

Right First Time Cycle Time

Appointment availability details received the first time Transaction response time <x seconds (expectation is

Resources with correct skills/fequipment are available to | ransaction is real-time)

perform resolution within SLA (e.g. access to correct
appointment book for product/technology)

CP has appointment slot choice within SLA timescale

Appointment slot duration is appropriate for necessary
work

CP is advised of appointment slot duration when
selecting slot

%times manual exceptions occur in obtaining the
Appointment details

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No No No No No Transient | Transient | Transient
Query
Technical Standards Conditional:

Appointment slot can be conditional on SLA (i.e. within SLA or outside SLA if
required by Buyer)

Site security requires cleared personnel
Optional:
None

Data Standards Required:
Customer; Account; Location; Work Type; Product/Service
Conditional:

Required Date/Time earlier than SLA; Required Date/Time later than SLA;
Personnel Qualification/Authentication

Optional:
Date/Time Required

Response

Technical Standards Conditional:

Requested date/time

Requested personnel qualification/authentication
Optional:

None

Data Standards Required:
Customer; Account; Location; Work Type; Product/Service
Conditional:

Can/Cannot Meet Requested Date/Time; Specific Personnel
Qualified/Authenticated

Optional:
None
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TP002: requestAppointmentReservation

Component Ref TPO02

Component Name

requestAppointmentReservation

Description

A request from the Buyer to confirm an engineering appointment reservation

User Story T2R36, T2R45

Business Transaction Type

Commercial Transaction

Direction Buyer-Supplier

Sub-Process Appointing

Non-functional Criteria

Right First Time

Cycle Time

The resources booked first time

Resources with correct skills/equipment are booked
(e.g. access to correct appointment book for
product/technology)

Appointment slot booked is within SLA timescale

Response time <x secs for reservation transaction
(expectation is transaction is real-time)

The reservation period is temporary and operates on a
time-out if not Booked. Expiry time for temporary
reservation is sufficient to meet CP process needs (i.e.

(default) time delay to raise a PR and confirm appt)

CP can request a date/time beyond SLA if required by
their EU

Appointment slot duration is appropriate for necessary
work

%times Manual fallback needed to book Appointment

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Query
Technical Standards Conditional:

Appointment slot can be conditional on SLA (i.e. within SLA or outside SLA if
required by Buyer)

Site security requires cleared personnel
Optional:
None

Data Standards Required:
Customer; Account; Location; Work Type; Product/Service
Conditional:

Required Date/Time earlier than SLA; Required Date/Time later than SLA;
Personnel Qualification/Authentication

Optional:
Date/Time Required

Response

Conditional:

Requested date/time

Requested personnel qualification/authentication
Optional:

None

Technical Standards

Data Standards Required:

Customer; Account; Location; Work Type; Service Identifier; Appointment Slot
Identifier; Appointment Slot Date/Time

Conditional:

Can/Cannot Meet Requested Date/Time
Specific Personnel Qualified/Authenticated
Optional:

None
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TPO03:queryAppointment

Component Ref TPOO3
Component Name gqueryAppointment
Description A request from the Buyer to provide the details of a specified engineering

appointment
User Story T2R26
Business Transaction Type Request/Confirm
Direction Buyer-Supplier Sub-Process Appointing
Non-functional Criteria
Right First Time Cycle Time
Correct Appointment details received the first time Transaction response time <x seconds (expectation is
%times manual exceptions occur in obtaining the transaction is real-time)
Appointment details

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No No No No No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Problem Report identifier

Conditional:

None

Optional:

Appointment Slot Identifier
Confirm
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Problem Report Identifier; Location; Work Type; Service
Identifier; Appointment Slot Identifier, Appointment Slot Date/Time

Conditional:
None
Optional:
None
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TP004: requestCancelAppointment

Component Ref TPOO4

Component Name requestCancelAppointment

Description A request from the Buyer to cancel an existing engineering appointment
User Story T2R2

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Appointing

Non-functional Criteria

Right First Time Cycle Time

Resources reservation cancelled first time Cancellation acknowledgement within <x seconds

Cancellation can occur at any time up to 'point of no (expectation is transaction is real-time)
return' (PONR) within the process

Cancellations requested after the PONR are rejected
with reason text/code

There is a manual process available beyond the PONR
(although the Supplier may levy charges)

%times Manual fallback needed

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Problem Report identifier

Conditional:

None

Optional:

Appointment Slot Identifier
Confirm
Technical Standards Conditional:

Reappoint can fail if beyond PONR

PR may still require and appointment

Optional:

None
Data Standards Required:

Customer; Account; Problem Report Identifier; Location; Work Type; Service
Identifier; Appointment Slot Identifier; Appointment Slot Date/Time

Conditional:

Failure if beyond Point of No Return
Reappoint Required

Optional:

None
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TPOO05: requestServicelnformation

Component Ref TPOO5

Component Name requestServicelnformation

Description A request from the Buyer to provide the details of a specified Supplier service
instance (owned by that Buyer)

User Story T2R9

Business Transaction Type Request/Confirm

Direction Buyer-Supplier Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time
All necessary service information received first time Time taken for the Supplier to gather all the relevant
%times manual exceptions occur information for identifying the problem
Response time <x sec (expectation is transaction is
real-time)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No No No No No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier

Conditional:

None

Optional:

Problem Report Identifier
Confirm
Technical Standards Conditional:

Check if PR already exists

Check if existing PR needs reappointing

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Service Status; Service Configuration;
Dynamic status (e.g. service affected by PEW; alarm conditions etc)

Conditional:

Problem Report Identifier (if PR exists)
Reappoint Required

Optional:

None
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TPOOG6: requestTest

Component Ref TPO06

Component Name requestTest

Description A request from the Buyer to test a specified service instance
User Story T2R10

Business Transaction Type Request/Response

Direction Buyer-Supplier Sub-Process Testing

Non-functional Criteria

Right First Time Cycle Time
CP updated with test results first time Response time <x seconds (expectation is transaction is
%times manual exceptions occur real-time)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No No No No No Transient | Transient | Transient
Request
Technical Standards Conditional:
Type of Test(s) depends on Service Type
Optional:

Different variants of Test (e.g. basic, full parametric, intrusive, non-intrusive etc)
depending on Service Type

A number of Test Variants to be performed in a prioritised order

Data Standards Required:

Customer; Account; Service Identifier
Conditional:

Test Type

Optional:

Test Variant

Tests Priority

Response

Technical Standards Conditional:
Test Type
Optional:
Test Variant

Data Standards Required:

Customer; Account; Service ldentifier; Test Result(s)
Conditional:

Test Type

Test Failure Code/Description

Optional:

Result(s) for Test Variant

Priority of Test Variant
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TPOO7: queryFaultHistory

Component Ref TPOO7
Component Name queryFaultHistory
Description A request from the Buyer to provide the fault history for a specified service

instance (owned by that Buyer)

User Story T2R28
Business Transaction Type Query/Response
Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time

Accurate fault history received the first time Transaction response time <x seconds (expectation is
The default history period is 90 days (plus see Optional | transaction is real-time)

below)

Rules are applied where the History is not available (e.g.
on renumbered services)

%times manual exceptions occur in obtaining the Fault
History

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No No No No No Transient | Transient | Transient

Request

Technical Standards Conditional:
None
Optional:

History from/to dates (with maximum age (in months) and maximum window
rules applied)

Data Standards Required:

Customer; Account; Service Identifier
Conditional:

None

Optional:

From/To Dates

Response

Technical Standards Conditional:
None
Optional:
From/To Dates

Data Standards Required:

Customer; Account; Service Identifier; Fault History details (default period 90
days unless option specified)

Conditional:
None
Optional:
From/To Dates
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TPOO08: requestProblemReport

Component Ref TPOO8

Component Name requestProblemReport

Description A request from the Buyer to raise a Problem Report for a specified Supplier
service instance (owned by that Buyer)

User Story T2R1, T2R11

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time

The problem report is raised successfully first time Response time to accept a problem and confirm
The PR contains all mandatory data to meet minimum predicted repair time (Supplier->CP) dependent on
quality standard specific processes

If an Appointment has been reserved, this is booked This will start the SLA clock

against the PR
%times manual exceptions occur in raising the report

Expectation is the Supplier confirms their own diagnosis
to the CP shortly after the report is acknowledged

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

SLA will define priority of PR
PR will require test results if the type of problem requires a test

PR will require a reserved Appointment id if the test results indicate an End User
premises problem

Requested engineer visit window (applies to e.g. enhanced SLAS)
Structured questions/answers to assist diagnosis
Warning/Hazard notes relating to the End User premises
Optional:

Descriptive notes

Data Standards Required:
Customer; Account; Service Identifier; Problem Type
Conditional:

Test Results; Appointment Identifier; Requested Appointment Window;
Warning/Hazard Notes

Optional:
Notes (free format)

Response

Technical Standards Conditional:

Engineer visit window is confirmed (enhanced SLAS)
Optional:

None

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier
Conditional:

Visit Window

Optional:

None
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TPO009: notifyKeepCustomerinformed

Component Ref TPO09

Component Name notifyKeepCustomerinformed

Description A notification from the Supplier of change of state (see PR State Diagram),
progress milestone, attribute, action required, or information on a Problem
Report.
Attribute can be e.g. appointment date/time.
Action can be e.g. reappoint required.
Information can be e.g. textual notes.

User Story T2R4, T2R12

Business Transaction Type Notification

Direction Supplier-Buyer Sub-Process Manage Progress

Non-functional Criteria

Right First Time

Cycle Time

CP receives KCI first time

KCl includes component and/or e2e test results as
applicable (see T2R6)

KCl includes key milestones including Clear-confirm and
Close

KCl includes other instructions e.g.: reappoint required;
TRC authorisation required; etc

Includes advice that service has been demonstrated to
End User if applicable

%times manual exceptions occur
%times the KCI milestones or SLA timescales breached

KCI updates based on process milestones/task
completions to be agreed by CP and Supplier

KCI message sent to CP >x seconds of process
milestone being met, or could be sent as bulk update if
agreed with CP

This can stop the SLA clock if appropriate (this will be
conveyed in the message)

Service demonstrated notification will normally be sent
as part of Clear of Supplier problem report

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:

information
Optional:
None

KCI will convey PR change of state, progress, attribute, action request,

Data Standards Required:

Conditional:

Optional:
None

Customer; Account; Service Identifier, Problem Report Identifier

PR State; Milestone (name); Appointment Slot Identifier; Appointment Slot
Date/Time; Action Identifier; Information Notes (free format)
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TPO010: requestSupplierTaskStatus

Component Ref TPO10

Component Name requestSupplierTaskStatus

Description A request from the Buyer to provide PR progress information

User Story T2R5

Business Transaction Type Request/Confirm

Direction Buyer-Supplier Sub-Process Manage Progress

Non-functional Criteria

Right First Time Cycle Time
Supplier receives request from CP first time Response time <x sec (expectation is transaction is
CP receives correct update first time real-time)

%times manual exceptions occur

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No No No No No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

Descriptive notes can be added
Data Standards Required:

Customer; Account; Service Identifier, Problem Report Identifier

Conditional:

None

Optional:

Notes (free format)
Confirm
Technical Standards Conditional:

Engineer visit window is confirmed (enhanced SLAS)

Optional:

Notes can be added
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; PR State; Last
Milestone Identifier/Name

Conditional:

Visit Window Start/Stop Date/Time
Optional:

Notes (free format)
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TPO11: requestProblemReportAmendment

Component Ref TPO11

Component Name

requestProblemReportAmendment

Description A request from the Buyer to amend the PR with an attribute or information.
Attribute can be e.g. new appointment id.
Information can be e.g. textual notes

User Story T2R1, T2R17, T2R41

Business Transaction Type

Commercial Transaction

Direction

Buyer-Supplier

Sub-Process Resolve Problem

Non-functional Criteria

Right First Time

Cycle Time

The Amendment is received successfully first time
%times manual exceptions occur in amending the report
Amendment can convey information such as: new appt
details, Time Related Charges authorisation; updated
information from the EU; etc

If an Appointment has been reserved, this is booked

against the PR, and replaces any existing Appointment
cancelling the resource reservation

Response time for confirmation of amendment <x mins

This can adjust the SLA clock if appropriate (this will be
conveyed in the message)(e.g. appt chosen beyond
SLA date)

Where amendment is to covey updated information,
information sent within <x sec/min of it being available.
This can adjust the SLA clock if appropriate (this will be
conveyed in the message)

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

new charges

Optional:
None

Amendment can be an attribute of the PR e.g. Appointment id, authorisation of

Amendment can be providing additional information on the PR

Data Standards Required:

Conditional:

Optional:
None

Customer; Account; Service ldentifier, Problem Report Identifier

Appointment Slot Identifier; Charge Authorisation/Charge Band Identifier;
Amendment Notes (free format)

Response

Conditional:
None
Optional:
None

Technical Standards

Data Standards Required:

Confirm
Conditional:
None
Optional:
None

Customer; Account; Service Identifier; Problem Report Identifier; Amendment
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TPO012: requestProblemReportCancellation

Component Ref TPO12

Component Name requestProblemReportCancellation

Description A request from the Buyer to cancel a Problem Report

User Story T2R18

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time

Problem Report cancellation received successfully first Response time for acknowledgement of receipt of
time cancellation <x secs

%times manual exceptions occur in cancelling the report | Response time for confirmation of cancellation <x mins
This will stop the SLA clock

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient

Request

Technical Standards Conditional:
None
Optional:
None

Data Standards Required:

Customer; Account; Service Identifier, Problem Report Identifier; Cancel reason
Conditional:

None

Optional:

None

Response

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Cancel Confirm
Conditional:

None

Optional:

None
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TPO013: requestProblemReportClearConfirm

Component Ref TPO13

Component Name requestProblemReportClearConfirm

Description A request from the Buyer, accepting the PR is Cleared, and that it can now be
Closed

User Story T2R19

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Manage Progress

Non-functional Criteria

Right First Time Cycle Time
The Clear Confirm is received successfully first time Response time for confirmation of Clear Confirm <x
%times manual exceptions occur in obtaining the Clear | MINS
Confirm
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Clear Confirm

Conditional:

None

Optional:

None
Response
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Clear Confirm

Acknowledge

Conditional:

None

Optional:

None
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TPO014: requestProblemReportClearReject

Component Ref TPO14

Component Name requestProblemReportClearReject

Description A request from the Buyer, rejecting the PR is Cleared, and requesting further
investigation and action

User Story T2R20

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Manage Progress

Non-functional Criteria

Right First Time Cycle Time
The Clear Reject is received successfully first time Response time to complete unfinished problem
%times manual exceptions occur in obtaining the Clear resolution and send further Clear Confirm <x hours/mins
Reject (to be agreed by CP and Supplier)
This will restart the SLA clock
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

Notes can be added
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Clear Reject

Conditional:

None

Optional:

Notes (free format)
Response
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Clear Reject

Acknowledge

Conditional:

None

Optional:

None
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TPO15: notifyCharge

Component Ref TPO15
Component Name notifyCharge
Description A notification from the Supplier that a new or additional charge (e.g. Time

Related Charges) will be levied, and requesting authorisation from the Buyer

User Story T2R30
Business Transaction Type Notification Commercial
Direction Supplier-Buyer Sub-Process Charges

Non-functional Criteria

Right First Time Cycle Time
Charge notification received the first time Transaction response time <x seconds
%times manual exceptions occur in obtaining the This can stop the SLA clock if appropriate (this will be
Charge notification conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
None
Optional:
None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Charge
Amount/Charge Band; Reason

Conditional:
None
Optional:
Notes
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TPO016: notifyAppointmentCharge

Component Ref

TPO16

Component Name

notifyAppointmentCharge

Description A notification from the Supplier that new or additional Time Related Charges
related to the engineering appointment will be levied, and requesting
authorisation from the Buyer

User Story T2R46

Business Transaction Type

Notification Commercial

Direction Supplier-Buyer Sub-Process Charges

Non-functional Criteria

Right First Time Cycle Time

The Noatification to the CP is received first time A time-out will apply to the wait period whereby the PR

The Notification identifies the reason (i.e. appt

abandoned)

The Notification details the new charges (e.g. charge

band)

%times Manual fallback needed to send Notification

must be reappointed or cancelled by the CP (by product,
to be agreed by CP and Supplier)

This can stop the SLA clock if appropriate (this will be
conveyed in the message)

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
None
Optional:
None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Charge
Amount/Charge Band; Reason

Conditional:
None
Optional:
Notes
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TPO17: requestChargeConfirm

Component Ref TPO17

Component Name requestChargeConfirm

Description A request from the Buyer notifying that the new or additional charge is accepted
User Story T2R31

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Charges

Non-functional Criteria

Right First Time Cycle Time
Charge Confirm received the first time Transaction response time <x seconds
%times manual exceptions occur in obtaining the This can start the SLA clock if appropriate (this will be
Charge Confirm conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Charge

Confirm

Conditional:

None

Optional:

None
Response
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier; Charge

Confirm Acknowledge

Conditional:

None

Optional:

None
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TPO018: requestChargeReject

Component Ref TPO18

Component Name requestChargeReject

Description A request from the Buyer notifying that the new or additional charge is rejected
User Story T2R31

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Charges

Non-functional Criteria

Right First Time Cycle Time
Charge Reject received the first time Transaction response time <x seconds
%times manual exceptions occur in obtaining the This can start the SLA clock if appropriate (this will be
Charge Reject conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Charge Reject

Conditional:

None

Optional:

Notes
Response
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Charge Reject

Acknowledge

Conditional:

None

Optional:

Notes
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TP019: notifyPlannedOutage

Component Ref TPO19
Component Name notifyPlannedOutage
Description A notification from the Supplier that a service outage on a number of services

owned by the Buyer is necessary to resolve the PR (e.g. change-out of a piece
of common equipment), and requesting authorisation from the Buyer

User Story T2R32
Business Transaction Type Information Distribution
Direction Supplier-Buyer Sub-Process PEW & MSO

Non-functional Criteria

Right First Time Cycle Time

Planned Outage natification received the first time Transaction response time <x seconds

Planned Outage identifies all CP services that will be This can stop the SLA clock if appropriate (this will be
affected conveyed in the message)

If other CPs are affected, the process follows the PEW
process using TP039

%times manual exceptions occur in obtaining the
Planned Outage notification

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient

Information Distribution

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Planned
Outage Start Date/Time; Estimated Complete Date/Time; Affected Service
Identifiers

Conditional:
None

Optional:

Notes (free format)
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TP020: requestPlannedOutageConfirm

Component Ref TP020

Component Name requestPlannedOutageConfirm

Description A request from the Buyer notifying that the Planned Outage is accepted
User Story T2R33

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
Planned Outage Confirm received the first time Transaction response time <x seconds
%times manual exceptions occur in obtaining the This can start the SLA clock if appropriate (this will be
Planned Outage Confirm conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:
None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Planned
Outage Start Date/Time; Estimated Complete Date/Time; Affected Service
Identifiers; Planned Outage Accept

Conditional:

None

Optional:

Notes can be added

Response

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Planned
Outage Confirm Acknowledge

Conditional:
None

Optional:

Notes (free format)
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TP021: requestPlannedOutageReject

Component Ref TPO21

Component Name requestPlannedOutageReject

Description A request from the Buyer notifying that the Planned Outage is rejected
User Story T2R33

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
Planned Outage Reject received the first time Transaction response time <x seconds
%times manual exceptions occur in obtaining the This can start the SLA clock if appropriate (this will be
Planned Outage Reject conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:
None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Planned
Outage Reject

Conditional:

None

Optional:

Notes can be added

Response

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier, Planned
Outage Reject Acknowledge

Conditional:
None

Optional:

Notes (free format)
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TP022: notifyiInformationRequired

Component Ref TP022
Component Name notifylnformationRequired
Description A notification from the Supplier, requesting that additional information is required

from the Buyer/End User in order to progress the PR

User Story T2R14
Business Transaction Type Notification
Direction Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
Information request received successfully first time Response time <x sec (expectation is transaction is
Accurate information obtained the first time real-time)

This can stop the SLA clock if appropriate (this will be
conveyed in the message)

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
None
Optional:
None
Data Standards Required:
Customer; Account; Service Identifier; Problem Report Identifier; Notes (free
format)
Conditional:
None
Optional:
None
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TP023: notifyAssistanceRequired

Component Ref TPO023
Component Name notifyAssistanceRequired
Description A notification from the Supplier, requesting assistance from the Buyer, End User

or other party in order to progress the PR (e.g. End User to disconnect CPE)

User Story T2R15
Business Transaction Type Notification
Direction Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
The Assistance notification received successfully on Response time of manual response <x mins/hours
time This can stop the SLA clock if appropriate (this will be
The Assistance is obtained within SLA conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
A preferred assistance time window can be requested
Optional:
None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Assistance
Notes (free format)

Conditional:

Requested Assistance Time Window Start/Stop Date/Time
Optional:

None
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TP024: notifyJeopardy

Component Ref TP024

Component Name notifyJeopardy

Description A notification from the Supplier that the SLA will not be met due to a reason(s)
User Story T2R16

Business Transaction Type Notification

Direction Supplier-Buyer Sub-Process Manage Progress

Non-functional Criteria

Right First Time Cycle Time

CP receives jeopardy notification first time Jeopardy message sent to CP <x seconds of jeopardy

Notification details reason and impact description (could | ¢ondition occurring
be a reason code if agreed with CPs)

Notification could include requested action by CP
%times exceptions occur

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
Estimated resolution date/time
Optional:
Notes can be added
Data Standards Required:
Customer; Account; Service Identifier; Problem Report Identifier; Jeopardy
Reason
Conditional:
Estimate Resolution Date/Time
Optional:

Notes (free format)
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TP025: requestEscalateProblemReport

Component Ref TP025

Component Name requestEscalateProblemReport

Description A request from the Buyer to raise the priority of a PR, or chase lack of resolution
beyond SLA

User Story T2R29

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Manage Progress

Non-functional Criteria

Right First Time Cycle Time
Problem Escalation request received the first time Transaction response time <x minutes
%times manual exceptions occur in obtaining the This can adjust the SLA clock (e.g. a higher level SLA
Problem Escalation request applied)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
Escalation reason
Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier; Escalation
Conditional:

Escalation Reason

Optional:

Notes (free format)

Response

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier; Escalation
Confirm

Conditional:
None

Optional:

Notes (free format)
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TP026: notifyEndUserVisitNotRequired

Component Ref TP026
Component Name notifyEndUserVisitNotRequired
Description A notification from the Supplier that it will not be necessary for the engineer to

visit the End User's premises (e.g. because the problem can be resolved in the
external network)

User Story T2R35
Business Transaction Type Notification
Direction Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
Visit Not Required notification received the first time Visit Not Required notification sent within x mins of
%times manual exceptions occur in obtaining the engineer identifying the need
Notification
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
None
Optional:
Notes can be added
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Visit Not
Required Reason

Conditional:
None

Optional:

Notes (free format)
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TPO027: requestAppointmentCancellation

Component Ref TPO27
Component Name requestAppointmentCancellation
Description A request from the Supplier to cancel an existing engineering appointment for

the PR, as it is identified as no longer necessary to resolve the problem

User Story T2R37
Business Transaction Type Commercial Transaction Notification
Direction Supplier-Buyer Sub-Process Appointing

Non-functional Criteria

Right First Time Cycle Time
Appt Cancellation received first time Transaction response time <x seconds
%times Manual fallback needed This can stop the SLA clock if appropriate (this will be

Cancellation request can occur at any time up to 'point conveyed in the message)

of no return' (PONR) within the process
There is a manual process available beyond the PONR

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Appointment
Cancellation Reason

Conditional:
Escalation Reason
Optional:

Notes (free format)

Response
Technical Standards Conditional:

None

Optional:

Notes can be added
Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier; Appointment
Cancellation Confirm

Conditional:
None

Optional:

Notes (free format)
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TP028: requestAppointmentCancellationConfirm

Component Ref TP028
Component Name requestAppointmentCancellationConfirm
Description A request from the Buyer notifying that the appointment cancellation is accepted
User Story T2R38
Business Transaction Type Commercial Transaction
Direction Buyer-Supplier Sub-Process Appointing
Non-functional Criteria
Right First Time Cycle Time
Appt Cancellation Confirm received the first time Transaction response time <x seconds
%times manual fallback needed in sending the This can start the SLA clock if appropriate (this will be
notification conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier

Conditional:

None

Optional:

None
Response
Technical Standards Conditional:

None

Optional:

None
Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Appointment

Cancellation Confirm

Conditional:

None

Optional:

None
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TP029: requestAppointmentCancellationReject

Component Ref TP029
Component Name requestAppointmentCancellationReject
Description A request from the Buyer notifying that the appointment cancellation is rejected
User Story T2R39
Business Transaction Type Commercial Transaction
Direction Buyer-Supplier Sub-Process Appointing
Non-functional Criteria
Right First Time Cycle Time
Appt Cancellation Reject received the first time Transaction response time <x seconds
%times manual fallback needed in sending the This can start the SLA clock if appropriate (this will be
notification conveyed in the message)
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Appointment
Cancellation Reject

Conditional:
None

Optional:

Notes (free format)

Response

Technical Standards Conditional:
None
Optional:
None

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier
Conditional:

None

Optional:

None
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TP030: requestProblemReportSuspend

Component Ref TPO30

Component Name requestProblemReportSuspend

Description A request from the Buyer to suspend progression of the PR, stopping the SLA
clock

User Story T2R42

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time

Supplier receives request from CP first time Response time <x sec (expectation is transaction is
real-time)

Supplier stops their SLA clock on receipt of Suspend,
and restarts clock on receipt of Resume

Supplier applies a time-out if no Resume is received
within x hours/days (to be agreed by CP and Supplier)

%times manual exceptions occur

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Suspend;
Suspend Reason

Conditional:
None

Optional:

Notes (free format)

Response

Technical Standards Conditional:
None
Optional:
None

Data Standards Required:

Customer; Account; Service ldentifier; Problem Report Identifier; Suspend
Confirm

Conditional:
None
Optional:
None
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TPO31: requestProblemReportResume

Component Ref TPO31

Component Name requestProblemReportResume

Description A request from the Buyer to resume progression of the PR, restarting the SLA
clock

User Story T2R42

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time

Supplier receives request from CP first time Response time <x sec (expectation is transaction is
real-time)

Supplier stops their SLA clock on receipt of Suspend,
and restarts clock on receipt of Resume

Supplier applies a time-out if no Resume is received
within x hours/days (to be agreed by CP and Supplier)

%times manual exceptions occur

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient

Request

Technical Standards Conditional:

None

Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Resume
Conditional:

None

Optional:

Notes (free format)

Response

Technical Standards Conditional:
None
Optional:
None

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Resume
Confirm

Conditional:
None
Optional:
None
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TP032: notifyAutoCancel

Component Ref TPO32

Component Name notifyAutoCancel

Description A notification from the Supplier that the PR has been automatically cancelled
User Story T2R47

Business Transaction Type Notification

Direction Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
The Notification to the CP is received first time Time-out applied to Suspended PRs before reminder
The Notification identifies the reason (e.g. auto cancel of | KCI sent
a Suspended PR where no Resume received) Further time-out applied between KCI and auto-cancel
The auto cancel is invoked according to business rules Time-out periods will be agreed between CP and
applied by the process Supplier
%times Manual fallback needed to send Notification
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
None
Optional:

Notes can be added

Data Standards Required:

Customer; Account; Service Identifier; Problem Report Identifier; Auto-cancelled;
Reason for Cancel

Conditional:
None

Optional:

Notes (free format)




NICC PROCESS STANDARDS T2R ND1626 2007/V1.0.1
Page 48 of 100

TP033: notifyBuyerProblemReport

Component Ref TPO33

Component Name notifyBuyerProblemReport

Description A notification from the Supplier requesting a PR is raised in the Buyer's domain
User Story T2R25

Business Transaction Type Notification

Direction Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
The Problem Report is received successfully first time Response time for acknowledgement of receipt of the
%times manual exceptions occur in obtaining the Problem Report <x secs
Problem Report This starts an SLA clock in the CP's domain
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:

Hazard/Warning notes if applicable

Optional:

Notes can be added
Data Standards Required:

Customer; Account; Service Identifier; Problem Type

Conditional:

Hazard/Warning Notes

Optional:

Notes (free format)
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TP034: notifyBuyerTaskStatus

Component Ref TPO34

Component Name notifyBuyerTaskStatus

Description A notification from the Buyer of change of state, progress milestone, attribute,
action required, or information on a PR

User Story T2R39

Business Transaction Type Notification

Direction Buyer-Supplier Sub-Process Resolve Problem

Non-functional Criteria

Right First Time Cycle Time
Supplier receives notification first time Updates based on process milestones/tast completions
%times manual exceptions occur to be agreed by CP and Supplier

SLA clock stopped within Supplier domain whilst waiting
on task completion from CP

Notify message sent to Supplier within <x seconds of
process milestone being met

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:

Keep Supplier Informed will convey PR change of state, progress, attribute,
action request, information

Optional:
Notes can be added

Data Standards Required:
Customer; Supplier; Account; Service Identifier, Problem Report Identifier
Conditional:

State; Milestone (name); Appointment Slot Identifier; Action Identifier;
Information Notes (free format)

Optional:
Notes (free format)
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TPO035: requestBuyerTaskStatus

Component Ref

TPO35

Component Name

requestBuyerTaskStatus

Description A request from the Supplier for the Buyer to provide PR progress information on
a PR

User Story T2R40

Business Transaction Type Request/Response

Direction

Supplier-Buyer Sub-Process Resolve Problem

Non-functional Criteria

Right First Time

Cycle Time

CP receives request from Supplier first time
Supplier receives correct update first time

%times manual exceptions occur

Response time <x sec (expectation is transaction is
real-time)

If Supplier receives a completion status update the
Supplier restarts the SLA clock on their PR

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:
None
Optional:

Notes can be added

Data Standards

Required:
Customer; Supplier; Account; Service Identifier, Problem Report Identifier
Conditional:

State; Milestone (name); Appointment Slot Identifier; Action Identifier;
Information Notes (free format)

Optional:
Notes (free format)

Response

Technical Standards

Conditional:

Keep Supplier Informed will convey PR change of state, progress, attribute,
action request, information

Optional:
Notes can be added

Data Standards

Required:

Customer; Supplier; Account; Service Identifier, Problem Report ; PR State; Last
Milestone Identifier/Name

Conditional:
None

Optional:

Notes (free format)
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TPO036: requestThirdPartyReport

Component Ref TPO36
Component Name requestThirdPartyReport
Description A request from the Buyer to accept a PR notified to them by a third party, for a

problem which likely exists in the Supplier's domain (e.g. member of the public
has reported to their CP (Buyer), a problem existing in the Supplier's domain)

User Story T2R21
Business Transaction Type Commercial Transaction
Direction Buyer-Supplier Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time

The Third Party report is received successfully first time Response time for acknowledgement of receipt of Third

%times manual exceptions occur in obtaining the Third | Party report <x secs
Party report

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

Service(s) affected

Optional:

Notes can be added
Data Standards Required:

Customer; Supplier; Account; Report Description (free format); Geographic

Location

Conditional:

Affected Service Identifier(s)

Optional:

Notes (free format)
Response
Technical Standards Conditional:

None

Optional:

Notes can be added
Data Standards Required:

Customer; Third Party Report Acknowledge

Conditional:

None

Optional:

Notes (free format)
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TPO37: notifyThirdPartyReport

Component Ref TPO37
Component Name notifyThirdPartyReport
Description A notification from the Supplier of a PR notified to them by a third party for a

problem which likely exists in the Buyer's domain

User Story T2R22
Business Transaction Type Notification
Direction Supplier-Buyer Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time

The Third Party report is received successfully first time Response time for acknowledgement of receipt of Third

%times manual exceptions occur in obtaining the Third Party report <x secs
Party report

Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No Yes Yes Yes No Transient | Transient | Transient
Notification
Technical Standards Conditional:
Service(s) affected
Optional:
Notes can be added
Data Standards Required:
Customer; Supplier; Account; Report Description (free format); Geographic
Location
Conditional:
Affected Service ldentifier(s)
Optional:

Notes (free format)
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TP038: requestDamageReport

Component Ref TPO38
Component Name requestDamageReport
Description A request from the Buyer to accept a PR relating to damage to infrastructure in

the Supplier's domain (e.g. overhead cable is down)

User Story T2R23
Business Transaction Type Commercial Transaction
Direction Buyer-Supplier Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time
The Damage report is received successfully first time Response time for acknowledgement of receipt of
%times manual exceptions occur in obtaining the Damage report <x secs
Damage report
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content

Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

Service(s) affected

Optional:

Notes can be added
Data Standards Required:

Customer; Supplier; Account; Report Description (free format); Geographic

Location

Conditional:

Affected Service ldentifier(s)

Optional:

Notes (free format)
Response
Technical Standards Conditional:

None

Optional:

Notes can be added
Data Standards Required:

Customer; Damage Report Acknowledge

Conditional:

None

Optional:

Notes (free format)
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TP039: notifyPlannedEngineeringWorks

Component Ref TPO39

Component Name

notifyPlannedEngineeringWorks

Description A notification from the Supplier to one or more Buyer's, pre-warning of
necessary engineering work which will disrupt certain services owned by the
Buyer(s)

User Story T2R34

Business Transaction Type

Information Distribution

Direction Supplier-Buyer

Sub-Process PEW & MSO

Non-functional Criteria

Right First Time

Cycle Time

PEW notification received the first time
PEW identifies all CP services that will be affected

Notification should be a minimum of x hours prior to the
PEW

Planned PEW timing conforms to any business rules
(e.g. non-working hours)

PEW information (location/timing/affected services etc)
is available to the Supplier's Resolve Problem and
Monitor & Assure processes

%times manual exceptions occur in obtaining the PEW

notification
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No No No No No Transient | Transient | Transient
Notification
Technical Standards Conditional:
Service(s) affected
Optional:

Notes can be added

Data Standards Required:

PEW lIdentifier; PEW Description (free format); Geographic Location (e.g.
Exchange Code; Telephony Number Ranges); Planned Outage Start Date/Time;
Estimated Complete Date/Time

Conditional:

Affected Service Identifier(s)
Optional:

Notes (free format)
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TP040: notifyMajorServiceOutage

Component Ref TPO40

Component Name notifyMajorServiceOutage

Description A notification from the Supplier of a problem affecting the services of one or
more Buyers (e.g. a telecommunications cable has been severed)

User Story T2R24, T2R43

Business Transaction Type Information Distribution

Direction Supplier-Buyer Sub-Process PEW & MSO

Non-functional Criteria

Right First Time Cycle Time

MSO (Reportable Incident) notification received the first Notification should happen within x mins of the MSO
time being identified

MSO identifies all CP services that will be affected
MSO notification includes likely service outage time

MSO information (location/timing/affected services etc)
is available to the Supplier's Resolve Problem and
Monitor & Assure processes

%times manual exceptions occur in obtaining the MSO

notification
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
No No No No No No Transient | Transient | Transient
Notification
Technical Standards Conditional:
Service(s) affected
Optional:
Notes can be added
Data Standards Required:

MSO Identifier; MSO Description (free format); Geographic Location (e.g.
Exchange Code; Telephony Number Ranges)

Conditional:

Affected Service Identifier(s)
Optional:

Notes (free format)
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TPO41: notifyPewOrMsoStatus

Component Ref TPO41

Component Name notifyPewOrMsoStatus

Description A natification from the Supplier of status/progress with a PEW or MSO (e.g.
progress update or completion)

User Story T2R44

Business Transaction Type Information Distribution

Direction Supplier-Buyer Sub-Process PEW & MSO

Non-functional Criteria

Right First Time Cycle Time

PEW/MSO status notification received the first time Notification should happen within x mins of the
PEWMSO start notification includes predicted finish time | PEWMSO being started or finished

PEWMSO notification can convey cause or resolution
progress notes

PEW/MSO status information (location/timing/affected
services etc) is available to the Supplier's Resolve
Problem and Monitor & Assure processes

%times manual exceptions occur in obtaining the
PEW/MSO notification

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
No No No No No No Transient | Transient | Transient
Notification
Technical Standards Conditional:

Service(s) affected

Estimated completion date/time
Notes can be added

Optional:

None

Data Standards Required:

PEW or MSO Identifier; PEW or MSO Description (free format); Status
Conditional:

Affected Service Identifier(s)

Optional:

Estimated Completion Date/Time

Notes (free format)
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TP042: notifyPerformanceData

Component Ref TP042

Component Name notifyPerformanceData

Description A notification from the Supplier including a periodic service performance report
User Story T2R7

Business Transaction Type Information Distribution

Direction Supplier-Buyer Sub-Process Management Information

Non-functional Criteria

Right First Time Cycle Time

The performance data provided correctly the first time The regularity of reports sent to the CP to be agreed
%times exceptions occur between CP and Supplier

%times manual fallback required

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
No No No No No No Transient | Transient | Transient
Notification
Technical Standards Conditional:

Different types of service Performance Report can be produced — the Supplier
should agree these with their Buyers

Optional:
Notes can be added

Data Standards Required:

Customer; Supplier; Report Start/End Date/Time
Conditional:

Report Type; Performance Data

Optional:

Notes (free format)
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TP043: requestPerformanceData

Component Ref TP043

Component Name requestPerformanceData

Description A request from the Buyer to provide a service performance report

User Story T2R8

Business Transaction Type Request/Response

Direction Buyer-Supplier Sub-Process Management Information

Non-functional Criteria

Right First Time Cycle Time
The performance data provided correctly the first time Response time to receive report is x sec/min from
The performance data provided on time request

%times exceptions occur
%times manual fallback required
%times information requested

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No No No No No Transient | Transient | Transient
Request
Technical Standards Conditional:

Different types of service Performance Report can be produced — the Supplier
should agree these with their Buyers

Optional:
The period of the Report
Notes can be added

Data Standards Required:

Customer; Supplier
Conditional:

Report Type

Optional:

Report Start/End Date/Time
Notes (free format)

Response

Technical Standards Conditional:

Report of requested type
Optional:

Notes can be added

Data Standards Required:

Customer; Supplier; Report Start/End Date/Time
Conditional:

Report Type; Performance Data

Optional:

Notes (free format)




NICC PROCESS STANDARDS T2R ND1626 2007/V1.0.1
Page 59 of 100

TP044: requestAgencyTasks

Component Ref TPO44

Component Name requestAgencyTasks

Description A request from the Buyer to undertake specified tasks on an agency basis, as
part of the Buyer's T2R business process

User Story T2R3

Business Transaction Type Commercial Transaction

Direction Buyer-Supplier Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time
The task request is sent to the Supplier correctly the first | Response time for transaction <x sec (expectation is
time transaction is real-time)
%times manual exceptions occur This will start the SLA clock
Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

Different types Task can exist
Required start and completion dates
Optional:

Notes can be added

Data Standards Required:

Customer; Request Identifier
Conditional:

Task Type

Task Start/Complete Date/Time
Optional:

Notes (free format)

Response

Technical Standards Conditional:

Task Type
Optional:

Notes can be added

Data Standards Required:

Customer; Supplier; Request Identifier; Task Confirm

Conditional:

Task Type; Planned Start Date/Time; Planned Complete Date/Time
Optional:

Notes (free format)
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TPO045: requestSupplierinput

Component Ref TPO45

Component Name requestSupplierinput

Description A request from the Supplier to set up a schedule of activities requiring
Buyer/End User/other Supplier input (e.g. scheduled maintenance activities)

User Story T2R13

Business Transaction Type Commercial Transaction

Direction Supplier-Buyer Sub-Process Miscellaneous

Non-functional Criteria

Right First Time Cycle Time

Co-operation request received successfully first time Response time to be agreed by CP and Supplier
%times exceptions occur

Document Security

Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable

Delivery Receipt of Origin &

Required Content
Yes No Yes Yes Yes No Transient | Transient | Transient
Request
Technical Standards Conditional:

Type of input/collaboration required

Regularity of input

Start date/time of first input and stop date/time of last
Authorised charging value or levels

Optional:

Notes can be added

Data Standards Required:
Customer; Request Identifier
Conditional:

Input Type; Input Start Date/Time, Input Stop Date/Time; Input Regularity
Period; Authorised Charge Value/Level

Optional:
Notes (free format)

Response

Technical Standards Conditional:

Task Type
Optional:

Notes can be added

Data Standards Required:
Customer; Supplier; Request Identifier; Input Confirm
Conditional:

Input Type; Planned Start Date/Time; Planned Complete Date/Time; Planned
Regularity Period; Authorised Charge Value/Level

Optional:
Notes (free format)
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TPxxx: Touchpoint Template

Component Ref TPxxx

Component Name

Description

User Story

Business Transaction Type

Direction Sub-Process

Non-functional Criteria

Right First Time Cycle Time
Document Security
Response Time To Legal Guaranteed Non- Non- Authorisation Confidential Tamper Authenticated
Required Perform Intent Message repudiation repudiation Required Detectable
Delivery Receipt of Origin &
Required Content
Request
Technical Standards Conditional:
Optional:
Data Standards Required:
Conditional:
Optional:
Response
Technical Standards Conditional:
Optional:
Data Standards Required:
Conditional:
Optional:
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This Annex includes the Pattern definition tables. The “data” sections are a high-level view of
key data items, but do not define full data sets or formats.
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The following table details the index of Patterns, and shows which Sub-Processes are used
within each Pattern.

Pattern Index

No. Pattern Sub-Processes used
BS001 | Buyer views availability and reserves Appointing
Appointment
BS002 | Buyer queries service information Resolve Problem
BS003 | Buyer tests service Testing
BS004 | Buyer queries fault history for a service Resolve Problem
BS005 | T2R Problem Report success path Resolve Problem
Manage Progress
BS006 | Supplier rejects Problem Report RWT Resolve Problem
Manage Progress
BS007 | Buyer cancels Problem Report Resolve Problem
BS008 | Buyer cancels existing Appointment Appointing
BS009 | Buyer changes Appointment date/slot Appointing
BS010 | Buyer gueries Appointment details for PR Appointing
BS011 | Supplier requests Appointment cancellation Appointing
BS012 | Supplier informs Appointment cost exceeded Resolve Problem
Charges
BS013 | No-Access Appointment Manage Progress
BS014 | Supplier informs End User visit not required Resolve Problem
BS015 | Supplier notifies charge Charges
Manage Progress
BS016 | Supplier jeopardy - SLA not met Manage Progress
BS017 | Supplier jeopardy - reappoint required Manage Progress
Appointing
BS018 | Buyer escalates Problem Report Manage Progress
BS019 | Supplier requires further information Resolve Problem
BS020 | Supplier requests assistance Resolve Problem
BS021 | Supplier requests Planned Outage PEW & MSO
BS022 | Buyer requests KCI Manage Progress
BS023 | Buyer suspends then resumes Problem Report Resolve Problem
BS024 | Supplier auto-cancels Problem Report with Manage Progress
stopped SLA Clock
BS025 | Buyer rejects Clear Manage Progress
BS026 | Supplier auto-closes Problem Report Manage Progress
BS027 | Supplier notifies and progresses Planned PEW & MSO
Engineering Works (PEW)
BS028 | Supplier notifies and progresses Major Service PEW & MSO
Outage (MSO)
BS029 | Supplier provides Performance Report Management Information
BS030 | Buyer requests Performance Report Management Information
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BSO001: Buyer views availability and reserves Appointment

Pattern Ref

BS001

Pattern Name

Buyer views availability and reserves Appointment

Description

The Buyer checks the availability of Appointment slots to meet the
needs of the Problem Report, and reserves a slot

Components Used

TPOO01; TPOOZ; TPOOS8; TPO11

Process Pattern

BS001 Buyer views availability and reserves Appointment

No suitable slot The Appt can be associated with a new or
\L and exiting PR via COMPOOS or COMPOL1
Suitable |
Shot Convey Appt ID
@ > Feauest Available Receiie Message/ [Lsy| View and ealuate Request Slot Receive Message/ Record Sot  |I5] _>©
via PR or
Slots ID & Validate available slots Reservation ID & Validate Reservation 1D
Amendment
. 1 . 1 .
| requestAppointmen | TP001 | requestAppointmen | TP002
tAvailability[ TP0O1] Response tReservation Response
; TPOOS or TPOL1
| TPO021 |
I I I I
Receive Message/ [ Retrieve & Send Receive Message/ ||
!{ 1D & Validate Available Slots ID & Validate Reserie Slot

Success Path

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

Alternative Outcomes

(note: these do not cover
messaging failures)

1. PR not yet created, or created
but no Appt exists

2. Information from End User or
diagnostics requires an Appt

1. Appt booked within SLA or to
meet EU requirement

2. CAD/CCD extended to Appt
date if EU has requested date

beyond SLA

1. No slots available within
CAD/CCD

2. Back-end Appt function not
available

3. Appt already exists for PR

Technical Hand-offs

1. Buyer initiates TP001

e Conditions are met, an automated process can initiate TP002

conditions and initiate TP002, or can re-initiate TP001
4. Buyer initiates TP002 to reserve the chosen slot

Supplier attempts to reserve the slot:

repeat the reservation process

6. Buyer then books the Appointment:

an automated process

2. Supplier checks conditional/optional parameters and responds with available slots, closing TP0O01

3. The Buyer process checks if the available slots meet their conditions. If:

e Conditions are not met, a manual process can either accept a slot that does not meet the

e If successful, Supplier responds with the Appointment slot id, closing TP002

e If unsuccessful, a Business Failure message is returned to the Buyer, closing TP002. The Buyer
will have to try to reserve another slot using TP002, or re-check availability first via TP001, and

e By raising a hew Problem Report, including the Appointment slot id using TP008. This could be

e An automated process can amend an existing (open) Problem Report, adding the Appointment
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slot id using TPO11

Data Flows
Component Input/Output | CRUD Data
TPOO1 Input C Work type
cC Date/Time
C Personnel requirement
TPOO1 Output C Available slots
Buyer Internal No change
TP002 Input U Available slot to reserve
TP002 Output — U Reservation
Success c Appointment slot id
TP002 Output - C Rejection notification
Failure D Reservation
Buyer Internal No change
TPOO8 Input C Problem Report inc Appointment slot id
TPO11 Input U Problem Report with Appointment slot id
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BS002: Buyer queries service information

Pattern Ref

BS002

Pattern Name

Buyer queries service information

Description

The Buyer requests the static and dynamic information relating to
the service instance experiencing a problem

Components Used

TPOO5

Process Pattern

BS002 Buyer queries service information

E . > Request Service Receive Message/ Utilise Service > @
& Information ID & Validate g Information

| 0

| requestServicel |

nformation . .

| [TPOOS1 | TPOO05 Response (inc Service Info)

| !

! [
i v |
& . i
g_ Receive Message/ BN Retrg;fvieSend 9©
n ID & Validate Information
o

Success Path

Alternative OQutcomes

Pre-conditions

customer)

(assumes Buyer registered as a

Post-conditions

(note: these do not cover
messaging failures)

exists

1. Service instance for the Buyer

1. Service information provided 1. Back-end Service Info

function not available

Technical Hand-offs

1.  Buyer initiates TP005

2. Supplier collates the service static and dynamic information and responds, closing TP005

Data Flows

Component Input/Output CRUD Data

TPOO05 Input C Information request
TPOO5 Output — Success C Service Information
TPOO5 Output — Failure C Rejection
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BS003: Buyer tests service

Pattern Ref BS003

Pattern Name Buyer tests service

Description The Buyer requests an on-demand test of the service experiencing
a problem
Components Used TP0O06

Process Pattern

r N\

BS003 Buyer tests service

Request Service
Test

Receive Message/

ID & Validate o

o>

Utilise Test Results

Byar

T

TPO06 Response (inc Test Results)

|
|
: requestTest [TP0O06]
|
T
|

v
3
Receive Message/ Perform Test &
ﬂ ID & Validate Send Results 9@>
a

Success Path Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. Service instance for the Buyer

1. Test results provided

1. Back-end Test function not

exists available
2. Required test type is know

(e.g. for particular product)

Technical Hand-offs

1. Buyer initiates TP0OOG6 for the relevant test(s) for the service type
2. Supplier invokes the service test(s). If:

e The test conditions allow (e.g. test head free) it tests the service and responds with the test
results, closing TP0O06

e The test conditions do not allow, a Business Failure message is returned to the Buyer, closing

TPO06
Data Flows
Component Input/Output CRUD Data
TP006 Input C Test request
TPO06 Output — Success C Test results
TPO06 Output — Failure C Test failure response
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BS004: Buyer queries fault history for a service

Pattern Ref BS004

Pattern Name Buyer queries fault history for a service

Description Buyer queries the historic fault information for a service instance
Components Used TPOO7

Process Pattern

BS004 Buyer queries fault history for a service
] . > Request Fault Receive Message/ > Utilise Fault > @
5 History ID & Validate History
| I
| queryFaultHistory TP007 Response (inc Fault History)
[TPOO7] |
3 Receive Message/ IEN Retrieve & Send 9@)
5 ID & Validate Fault History
"
Success Path Alternative Outcomes
Pre-conditions Post-conditions (note: these do not cover
assumes Buyer registered as a messaging failures
Buy gistered ging fail
customer)
1. Service instance for the Buyer | 1. Fault history provided 1. Back-end Service History
exists function not available

Technical Hand-offs

1. Buyer initiates TP007, specifying the history period if default period not appropriate
2. Supplier collates fault history for the period and responds, closing TP007

Data Flows
Component Input/Output CRUD Data
TPOO7 Input C Fault History request

TPOO7 Output C Fault History log
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BSO005: T2R Problem Report success path

Pattern Ref

BS005

Pattern Name

T2R Problem Report success path

Description

Buyer has already performed necessary pre-Problem Report checks
and actions (e.g. test, appoint). Buyer raises a problem Report with
the Supplier. The Supplier validates the PR and accepts it, then
progresses the resolution, reporting progress updates. Supplier
reports the problem is cleared. Buyer accepts it is cleared and the
PR is closed by the Supplier.

Components Used

Process Pattern

55005 128 success path

) T

equestProblemRep

bl P08 Response
ort [1P008]

formed (accepted)
[TPo0s]

Aforme
[TP00;

d (progress)
o1

nformed (Clear)
[Teo0s]

‘eportClearconfic

. T

nformed (progress)
P09

L
I I
I I
| |
| |

|
T
!
v

L
i
I
I

I
I
m [TP013] |

g
iz e T

T
TATE =
Closed/completed 5

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions (note: these do not cover

messaging failures)

1. Service instance for the Buyer
exists

2. Buyer believes there is a problem
in the Supplier's domain

3. Buyer has gather necessary data
via Dialogue Services e.g. test
results and has IDs available to
include in the PR data

1. Problem resolved to End
User/Buyer satisfaction

2. PR record within Supplier
domain closed pending any
records update and billing
actions

Multiple - covered by other detailed
scenarios

Technical Hand-offs

1. Buyer initiates TP008
2. Supplier validates the Problem Report XML document
e Validation successful, the PR is acknowledged, closing TP008
e Validation unsuccessful, the PR is rejected, closing TP008
3. Supplier performs further validation checks to confirm the service status and necessary test id,
appointment id etc
e Validation successful, the PR is accepted and an automated process initiates TP0O09 (accept)
e Validation unsuccessful, the PR is rejected and an automated process initiates TP009 (reject)
4.  The problem is diagnosed and the resolution progressed, with relevant milestones initiating TP009
(progress), potentially a number of times depending on the service type
5.  Supplier believes the problem is resolved, and initiates TP009 (Clear)
6. Buyer evaluates the Clear
e If accepted the Buyer initiates TP013 (Confirm)
e If not accepted the Buyer initiates TP014 (Reject) (see BS025)
7.  Supplier responds to TP013 acknowledging the Clear Confirm
8.  Supplier initiates TPO09 (Close) via an automated process
Data Flows

Component

Input/Output CRUD Data
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TP0OO08 Input Cc Problem Report
C Test id (if necessary)
C Appointment Slot id (if necessary)
TPOO8 Output - C Confirmation
Success
TPOO8 Output — C Rejection
Failure
Supplier Internal No change
TPOO09 (accept) Input — C KCI PR Acceptance
Success
TPOO09 (reject) Input — Failure C KCI PR Rejection
Rejection reason
Supplier Internal No change
TPOO09 (progress) Input Cc KCI progress milestone
Supplier Internal and TP009
(progress) can be repeated
TPOOQ9 (Clear) Input c KCI Clear
C Problem type cleared
TPO13 Input — C Clear confirmation
Accepted
TPO014 (see BS025) Input - C Clear rejection
Rejected C Rejection reason
TPO13 Output C Confirmation acknowledgement
TPOO09 Input C KCI Close
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BS006: Supplier rejects Problem Report RWT

Pattern Ref

BS006

Pattern Name

Supplier rejects Problem Report RWT

Description

The Supplier has accepted a PR from the Buyer. During diagnosis
the Supplier cannot find a problem with the service, and rejects the
PR as Right When Tested

Components Used TP009
Process Pattern
BS006 Supplier rejects Problem Report RWT
Reject Clear Rejeat Clear as per || (@)
BS025
;l Receive Message/ |t Buyer Can 9© Receive Message/
1D & Validate Contest RWT 1D & Validate Accept Clear & Reassess Problem
Aompt Close as per [ status & pian text [ @) |
? ? Cle BS005 Action
lear
l l | !
Inoliiw(eepcusmmerl | I notifykeepCustomerl
nformed (RWT) Manual Process nformed (Clear) |
|[wuue] v | [TPO09] v

PR Has Been Problem Analysis
Validated & Shows Right-

Accepted When-Tested

Il

Send KCI -

RWT Wait for Time-out [~ Send KCI - Clear [[2]  Close as per

85005

STATE = Open/in Progress |\

Complete Clear &

STATE = Open/Cleared |\

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR received and validated

1. Test(s) has given RWT
result and result stored

(RWT)

3. PR has been auto-
cancelled by Supplier

PR cancellation

2. Buyer informed via KCI

4. If an Appt exists then this
is cancelled as a result of

1. Buyer insists problem lies within
Supplier domain

Technical Hand-offs

1.  Supplier finds service to be working and initiates TP0O09 (RWT), and starts a time-out

2. Buyer can contest the RWT via a manual process

3. Supplier time-out expires, Supplier initiates TPO09 (Clear)

4.  Buyer evaluates Clear
e If accepted Buyer initiates TP013 and process follows the Clear/Close as per BS005
o If rejected Buyer initiates TP014 and process follows the Clear Reject as per BS025

Data Flows

Component Input/Output CRUD Data

TPO09 (RWT) Input C KCI RWT

Supplier Internal (time-out) No change

TPOO09 (Clear) Input C KCI Clear

Buyer Internal No change

(Buyer accepts clear as per

BS005, or rejects as per

BS025)
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Pattern Ref

BS007

Pattern Name

Buyer cancels Problem Report

Description Buyer decides to cancel an open Problem Report as it is no longer
required
Components Used TP0O12

Process Pattern

BS007 Buyer cancels Problem Report

Identify Problem Send Problem Progress or
|= @ > report No Longer [ Report RET;“Z\:A?ZWE/ [ cancel pr within [~ @) Re?;‘"; y;f;?’ = Mca”agﬁ ()
Required cancellation aldate Buyer Domain anceliation
; | |
requestProblemRep I I )
ortCancellation TP012 Response (accept) TPO12 Response (reject + reason)
[TPo12] | |
| I I
Cancel Problem Determine/Invoke
i Receive MTZSEQ"" “""T‘"‘ > Report Within [ Any Cancellation —)@ RE'IT“ —)@
1D & Validate pt Cancellation Supplier Domain Charges Cancellation
Cancellation request may be
STATE = Closed/Cancelled [\ Veleaea]ileloPRIbeynd
PONR or problem resohed

Success Path

Alternative Outcomes

Pre-conditions

(assumes Buyer registered as a

customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR received and validated by

Supplier

1. PR cancelled within Supplier
domain
2. Any penalty charges raised
via Buyer billing

1. PR not yet received or
validated
2. PR progress has gone
beyond point-of-no-return
(PONR) in process - Buyer
informed via cancel reject
response

Technical Hand-offs

1. Buyer initiates TP012
2. Supplier checks the status of the Problem Report. If:
e |f status allows the Supplier responds to confirm the PR will be cancelled, closing TP012

e If status does not allow (e.g. PR already in a Closed state), a Business Failure message is
returned to the Buyer, closing TP012

3. Buyer progresses

or cancels the Problem within their domain

4. Supplier cancels the PR within their domain. Any charges for work performed are raised manually via

the billing process

Data Flows

Component Input/Output CRUD Data

TPO12 Input C Cancel request
Supplier Internal No change

TPO12 Output — Success C Confirmation

TPO12 Output — Failure C Rejection notification
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BSO008: Buyer cancels existing Appointment

Pattern Ref

BS008

Pattern Name

Buyer cancels existing Appointment

Description

The Buyer cancels an existing Appointment Slot booking

Components Used

TPO04

Process Pattern

BS008 Buyer cancels existing Appointment

s‘-’- Identify - . .
. - - > Send Appointment Receive Message/ > Progress PR With > @
[ I;:-\opnr;cgr:tg: an}ir':(zi Cancellation ID & Validate No Appointment
| N
]
| [
requestCancelA
| ppointment | TP004 Response
[TPO04] |
i T
v |
'ﬁ Receive Message/ Confirm Release Resrved
- —>  Appointment [>> %(:)
ID & Validate cancellation Resources

Success Path

Alternative Outcomes

Pre-conditions

customer)

(assumes Buyer registered as a

Post-conditions

(note: these do not cover

messaging failures)

Supplier
2. Appt exists for the PR

1. PR received and validated by

out?

1. Appt cancelled

2. If Appt necessary for this PR,
Buyer informed to make new
appt via KClI sent after a time-

1. PR not yet received or
validated

2. PR progress has gone
beyond point-of-no-return
(PONR) in process - Buyer
informed via cancel reject
response

Technical Hand-offs

closing TP004

3. Supplier cancels the Appointment and releases associated resources

1. Buyer has identified the Appointment is no longer required and initiates TP004
2. Supplier checks if the Appointment can be cancelled
o If status allows the Supplier responds to confirm the Appointment will be cancelled
o If status does not allow (e.g. no Appointment exists), a Business Failure message is returned,

Data Flows

Component Input/Output CRUD Data

TPO04 Input C Appointment cancellation
TP0O0O4 Output — Success C Appt cancellation confirmation
TP0O0O4 Output — Failure C Appt cancellation rejection
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Pattern Ref

BS009

Pattern Name

Buyer changes Appointment date/slot

Description

Buyer wishes to change the Appointment date/slot

Components Used

As per BS008 & BS001

Process Pattern

BS009 Buyer changes Appointment date/slot

Cancel View Availability &

L] @ > Appointmentas || Reserve Appt as %@
B per BS008 per BS001

| |

| |

] I

I |

| |

% v

Supplier

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer

Post-conditions

(note: these do not
cover messaging

registered as a customer) failures)
1. PR received and 1. Buyer has changed Appt 1. PR not yet received
validated by Supplier or validated

2. Appt exists for the PR

2. PR progress has
gone beyond point-
of-no-return (PONR)
in process - Buyer
informed via cancel
reject response

Technical Hand-offs

1. Buyer initiates Appointment cancellation as per BS008

2. Buyer initiates Appointment booking as per BS001

Data Flows

Component

Input/Output CRUD

Data

(see BS008 & BS001)
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BS010: Buyer queries Appointment details for PR

Pattern Ref

BS010

Pattern Name

Buyer queries Appointment details for PR

Description

The Buyer queries the details of the existing Appointment

Components Used

TPOO3

Process Pattern

BS010 Buyer queries Appointment details for PR

5 Request Receive Message/ |-> Utilise
Al int t i
o> it ID & Validate Appointment  [—>(@)
etails Details

I . |

queryAppointment ) .

||~|—p003] | TP0O03 Response (inc Appt Details)

| |

T [

v |

Receive Message/

ID & Validate

Retrieve & Send
Appointment
Details

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer
registered as a customer)

Post-conditions

(note: these do not
cover messaging
failures)

1. PR received and
validated by Supplier

2. Appt exists for the PR

1. Appt details returned

1. Back-end Appt
function not available

Technical Hand-offs

1. Buyer initiates TP003
2. Supplier retrieves the Appointment details for the PR
o If valid the Supplier responds with the details closing TP003
e If not valid (e.g. Appt does not exist) then the Supplier responds with null details, closing TP003
Data Flows
Component Input/Output CRUD Data
TPO03 Input C Appt query
C PR id or Appt Slot id
TPO03 Output — Success C Appt date
C Appt slot
TPOO3 Output — Failure C Appt details = null




NICC PROCESS STANDARDS T2R

Page 75 of 100

ND1626 2007/v1.0.1

BSO011: Supplier requests Appointment cancellation

Pattern Ref

BS011

Pattern Name

Supplier requests Appointment cancellation

Description

The Supplier, having identified the Appt is not required,

requests agreement from the Buyer for the Supplier to
cancel it

Components Used TP027, TP028, TP029

Process Pattern

BSO11 Supplier requests Appointment cancellation

Reject Cancel I serd ot
Confirm ’I Cancellation Receis Message/ Vanual Process  [->{@)
! Recete Message/ Cancellation Reject
1D & Validate Request Received Send Appt | N ,\l
Cancelation Receive Message/
1\ Accept Cancel Accept 1D & Validate |
| v | |
l

TP028 Response |

v

v | v
Cancel Confirm Appt
Re:)eDw:vMemsage/ Re:: ;Ae‘:sage/ cconnm”. Appt Appotment Rec;e;i »vnelzcage/ Cancellatin mwp»e vanual |l (@)
alidate alidate ancellation Booking alidate Reject rocess

I

IrequesLAppmnim
entCancellation

|crPozn1

T

requestAppointme
ntCancellationCon

I
I requestAppointme
firm [TP028] |
T

ntCancellationReje
ot [1P029]

TP029 Response Manual Process
TPO27 Response

Identify Request
Appointment No Appointment
Cancelation

Longer Necessary

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a customer)

Post-conditions

(note: these do not cover messaging
failures)

1. PR received and validated by Supplier
2. Appt exists for the PR

3. Supplier has identified an Appt is not
necessary

1. Buyer has cancelled Appt

1. PR not yet received or validated

2. PR progress has gone beyond point-of-
no-return (PONR) in process - Buyer
informed via cancel reject response

3. Back-end Appt function not available

Technical Hand-offs

1. Supplier identifies Appt not required and initiates TP027
2. Buyer acknowledges the request closing TP027
3. Buyer decides if request is valid
o If valid Buyer initiates TP028 to accept the request
o If invalid Buyer initiates TP029 to reject the request
4. Supplier receives TP028 and responds with confirmation, closing TP028
5. Supplier cancels the Appointment booking. End
6. Supplier receives TP029 and responds with confirmation, closing TP029
7. Supplier initiates a manual process to resolve the impasse
ata Flows
omponent put/Output RUD ata
TPO27 Input C Appt cancellation request
TPO27 Output C Request receipt confirmation
Buyer Internal No change
TP028 Input C Appt cancellation acceptance
TP028 Output C Acceptance confirmation
D Appt Slot id (on the PR)
TP029 Input C Appt cancellation rejection
C Rejection reason
TP029 Output C Rejection confirmation
(Supplier initiates manual process)
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BS012: Supplier informs Appointment cost exceeded

Pattern Ref BS012
Pattern Name Supplier informs Appointment cost exceeded
Description The Suppier identifies the cost of Time Related Charges will

exceed that authorised for the PR., and the Appt is abandoned.
The Buyer is requested to authorise further charges or otherwise
the PR is cancelled

Components Used TPO16, TPO11, TP0O32

Process Pattern

5012 Suppller mforms Appomiment cost exceeded

Receive Message/ [l Decide to Acept or
1D & Valdate Reject Charge

T

notityAppointmentCharge [TPO161

oo
Cance! 2R Within oe
Suppler Domain
STATE = Closed/Canceted [N\

Success Path Alternative Outcomes

Pre-conditions Post-conditions (note: these do not cover

(assumes Buyer registered as a messaging failures)

customer)

1. Supplier engineer has attended 1. Appt is abandoned by engineer 1. Buyer does not believe
Appt and estimated work beyond | 2 Buyer informed of excess charge and need charge is justified
agreed costs to reappoint if charge authorised

3. SLA clock is stopped pending new Appt
being made. If new Appt is beyond SLA then
clock not started until Appt slot starts

Technical Hand-offs

1.  Supplier identifies excess charges, abandons the Appt, and initiates TP016
2. Buyer decides whether to authorise further charges

e If accepted, Buyer reappoints the PR as per BS009. Buyer initiates TP011 to amend the PR with new charge
authorisation and new Appt Slot id

e If rejected, Buyer initiates TP011 to send rejection amendment

3. Accepted — Supplier responds to the amendment closing TP011, and progresses the PR which has a new Appt. End
4. Rejected — Supplier responds to the amendment closing TP011
5.  Supplier automatically initiates TP032, and then cancels the PR in their domain
6.  Supplier raises any cancellation charges
Data Flows
Component Input/Output CRUD Data
TPO16 Input C Charge/Charge Band requested
Buyer Internal No change
(if accepted Buyer reappoints as
per BS001)
TPO11 Input — Accept C PR Amendment
U Charge/Charge Band authorised
] Appt Slot id
TPO11 Output - Accept C Amendment confirmation
TPO11 Input — Reject C PR Amendment
C Charge rejection
TPO11 Output — Reject C Amendment confirmation
TP0O32 Input C PR Cancellation
C Reason for cancellation




NICC PROCESS STANDARDS T2R

Page 77 of 100

BS013: No-Access Appointment

ND1626 2007/v1.0.1

Pattern Ref

BS013

Pattern Name

No-Access Appointment

Description

The Supplier engineer has failed to get access to the End User’s
premises, requiring another Appointment to be made

Components Used

TPO09

Process Pattern

BS013 No-Access Appointment

View Availability &

] Receive Message/ IEN
- Reserve Appt as %@
..5 ID & Validate per BS001
N |
| !
| notifyKeepCustome
rinformed |
| (Reappoint)
| [TPO0S)] \I/
k No-access - Send KCI Stop SLA Clock
z @> Engineer —> RequestingRe- [=> Until Start of %@
ﬂ' Abandons Appt appoint New Appt

Success Path

Alternative OQutcomes

Pre-conditions
(assumes Buyer registered
as a customer)

Post-conditions

(note: these do not cover
messaging failures)

1. Supplier engineer has
attended Appt but cannot
gain access to the End
User's site

reappoint

1. Appt is abandoned by engineer
2. Buyer informed of no-access and requested to

3. SLA clock is stopped pending new Appt being made.
If new Appt is beyond SLA then clock not started until

1. Buyer does not agree
End User was not
available

Appt slot starts
Technical Hand-offs
1. Supplier engineer has failed to gain access to the premises, and initiates TP009 identifying the ‘no-access’

and reappoint required
2. Buyer reappoints the PR as per BS001
Data Flows
Component Input/Output CRUD Data
TPOO09 (reappoint) Input C KCI reappoint
C Reason = no access

(Buyer reappoints as per
BS001)
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BS014:Supplier informs End User visit not required

Pattern Ref BS014
Pattern Name Supplier informs End User visit not required
Description The Supplier informs the Buyer it is not necessary to visit the End

User’s premises on the Appointment (e.g. problem can be resolved
in the external network)

Components Used TP026

Process Pattern

BS014 Supplier informs End User-visit not required

Receive Message/ Advise End

D&valdate [ UserTake  —>(@)

Necessary Action
A

| notifyEndUserVisitNot
| Required [TP026]

Buyer

Suppliar

. > Visit Identified as Notify Visit Not S Progress > @
K Required Resolution Tasks

Unnecssary

o
Success Path Alternative Outcomes

Pre-conditions Post-conditions (note: these do not

(assumes Buyer cover messaging

registered as a customer) failures)

1. Appt exists for the PR 1. Buyer has cancelled Appt 1. When on site,

2. Supplier has identified | 2. Problem can be resolved without access to EU Supplier identified
the Appt is no longer site EU access is
required (e.g. repair is required
in Access Network
outside EU site)

Technical Hand-offs

1. Supplier engineer does not need to visit the premises, and initiates TP026
2. Buyer can take necessary action to inform their End User

Data Flows
Component Input/Output CRUD Data
TP026 Input C Visit not required notification

C Reason

Buyer Internal No change
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Pattern Ref

BS015

Pattern Name

Supplier notifies charge

Description

the Buyer to authorise or reject it

The Supplier has identified a new or increased charge and requires

Components Used

TPO09, TPO15, TPO17, TPO18

Process Pattern

BS015 Suppler notifies charge

v J—

Receive Message/ Decde to Awept Send Aot
1D & Valdate or Refect Charge and Accept

1D & Valdate

T Accept

Receive Message/
1D & valdate

requestchargeCo

notifycharge [TP015] nfiem [1P017)

notifykeepCustomerlnformed (Closed/Cancelled)
TPO18 Response |mm]

F—
o [TP018]

Receive Message/
1D & Valdate

v | I

Determin/inole
Receive Message/ Confirm Charge Notify PR Canel PR Within any Cancellation
1D & Vaidate Refect Cancelation Supplier Domain o

STATE = Closed/Cancelled |\

Success Path

Alternative Outcomes

Pre-conditions Post-conditions

(assumes Buyer registered as a

(note: these do not cover
messaging failures)

customer)
1. PR received and validated by | 1. Buyer accepts charge 1. Buyer rejects charge -
Supplier Supplier cancels PR and

2. Supplier has identified
chargeable work e.g. replace
items damaged by EU

raises any penalty
charges

Technical Hand-offs

1. Supplier identifies a charge and initiates TP015
Buyer decides whether to authorise
e If accepted Buyer initiates TP0O17
e If rejected Buyer initiates TP018

3. Accepted — Supplier responds to confirm closing TP017, and progresses the PR. End
4. Rejected — Supplier responds to confirm the rejection closing TP018
5. Supplier automatically initiates TP009 (cancel) an cancels the PR
6. Supplier raises any cancellation charges
Data Flows
Component Input/Output CRUD Data
TPO15 Input C Charge notification

C Charge value/charge band
Buyer Internal No change
TPO17 Input C Charge authorisation
TPO17 Output C Authorisation confirmation
TPO18 Input C Charge rejection
TPO18 Output C Rejection confirmation
TPO09 (cancelled) Input C KCI cancelled
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BS016: Supplier jeopardy - SLA not met

Pattern Ref BS016
Pattern Name Supplier jeopardy - SLA not met
Description The Supplier has identified that the PR is in jeopardy and will miss

its SLA resolution target

Components Used TP024

Process Pattern

BS016 Supplier jeopardy - SLA not met

; Receive Message/ Take Appropriate S @
& ID & Validate K Action
N

|
i
| notifyJeopardy [TP024]
|
|
|

. . Send Further
% @ > 'dentify PRSLAIS L ) Notify Jeopardy =] WOrktoResolve KCls as %

in Jeopardy Cause of Jeopardy Appropriate

a
Success Path Alternative Outcomes

Pre-conditions Post-conditions (note: these do not
(assumes Buyer cover messaging
registered as a customer) failures)
1. PR in progress with 1. Problem is resolved exceeding SLA following a | none identified

Supplier jeopardy
2. Supplier has identified | 2. SLA violation is logged and appropriate SLGs

a jeopardy in payments made by Supplier via Buyer billing

progressing the PR,

but the issue cannot be

resolved within SLA

Technical Hand-offs

1. Supplier identifies SLA will not be met and initiates TP024
2. Buyer takes necessary action to inform their End User
3. Supplier works to minimise the delay

Data Flows
Component Input/Output CRUD Data
TP024 Input C Jeopardy notification

C Jeopardy reason

Buyer Internal No change
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pardy - reappoint required

Pattern Ref

BS017

Pattern Name

Supplier jeopardy - reappoint required

Description

The Supplier has identified that the PR is in jeopardy and they will
not be able to meet the Appointment. The Supplier reappoints the
PR and informs the Buyer who will accept the Appointment or
reappoint

Components Used

TPOO09, TP024

Process Pattern

BS017 Supplier jeopardy - reappoint required

Receive Message/

New Appt is ok

ID & Validate

H K
|

|

Take other
appropriate
action

Change
Appointment as
New Appt per BS009

N is not ok l

|

Receive Message/
ID & Validate

I
notifyJeopardy
| [TP024]

I
notifyKeepCustomerl

nformed

(reappointed) [TP009]

\V

Identify PR SLA
is in jeopardy &

= —

Notify jeopardy

Change
Appointment to

Send KCI - Work to resolve Send further KCls

~®

ﬂ»

reappoint req

Later Date

Reappointed

cause of jeopardy

as appropriate

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as
a customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR in progress with Supplier

2. Supplier has identified a
jeopardy in progressing the
PR which requires the Buyer
to reappoint

1. Jeopardy is flagged to Buyer
requesting reappoint

2. Supplier cancels existing Appt
3. Buyer reappoints

1. Back-end Appt function
not available

2. Jeopardy flagged but

Appt not cancelled -
therefore abortive

Technical Hand-offs

1. Supplier identifies SLA will not be met and initiates TP024
2. Supplier changes the Appt to a later date/time and initiates TP0O09 (reappointed)
3. Buyer decides with their End User if new Appt meets their needs

e If Apptis ok the Buyer ensures the End User is aware

o If Appt is not ok, Buyer reappoints as per BS009

Data Flows

Component Input/Output | CRUD Data

TP024 Input C Jeopardy notification
C Jeopardy reason

Supplier Internal No change

TPOO09 (reappointed) Input C KCI reappointed
C Appt date/slot

Buyer Internal No change

(Buyer reappoints as per

BS009 if slot not suitable)
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Pattern Ref

BS018

Pattern Name

Buyer escalates Problem Report

Description

The Buyer requests the Supplier to escalate the priority of the PR

Components Used

TPO25

Process Pattern

BS018 Buyer escalates Problem Report

Identify PR
Requires Escaltion

9

Request Escalation

Receive Message/
ID & Validate

Monitor PR
Progress

)
|

| roblemReport
[TPO25]

requestEscalateP I

| TP025 Response

Suppliesr

|
\%

Receive Message/

ID & Validate =

—>

Confirm Escalation

Take Necessary
Action to Escalate

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer
registered as a customer)

Post-conditions

(note: these do not
cover messaging
failures)

1. PR is at risk of
exceeding SLA, or
Buyer want to increase
priority, or flag failed
resolution

the priority if necessary

initiate charging)

1. Supplier has reviewed PR progress and raised

2. New SLA applied if requested (Supplier may

1. PR priority cannot be
raised

Technical Hand-offs

1. Buyer has identified need to escalate and initiates TP025
2. Supplier responds to confirm the escalation, closing TP025
3. Supplier takes necessary action

Data Flows
Component Input/Output CRUD Data
TP025 Input C Escalation request
C Reason
TP025 Output C Escalation confirmation
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BS019: Supplier requires further information

Pattern Ref

BS019

Pattern Name

Supplier requires further information

Description

The Supplier requests further information about the PR from the
Buyer (End User). The Buyer responds with the information

Components Used

TPO11, TP022

Process Pattern

BS019 Supplier requires further information

Receive Message/ Obtain > Send
N —=> Information eg .
E‘ ID & Validate From End User Information

ID & Validate

Receive Message/

~®

notify InformationR requestProblemR
equired [TP022] eportAmendment
[TPO11]

TPO11 Response

N
I
I
I
I
|
I
I

|
v

7
I
I
I
I
|
I
I

Identify Further
Information
Required

Ho»

Request Further
Information

Receive
Message/ ID &
Validate

Confirm
Amendment

Progress PR
Resolution

9

~@

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR in progress with Supplier

2. Suppier cannot progress as
more information needed

1. Buyer has provided required
information

1. Information is not
available or does not
satisfy Supplier

Technical Hand-offs

1. Supplier identifies that further information is required and initiates TP022

2. Buyer obtains the information, and initiates TP011

3. Supplier responds confirming the amendment closing TP011

4. Supplier progresses the PR

Data Flows

Component Input/Output CRUD Data

TP022 Input C Information request

Buyer Internal No change

TPO11 Input C Amendment request
C New information

TPO11 Output C Amendment confirmation
U Information in PR
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BS020: Supplier requests assistance

Pattern Ref BS020

Pattern Name Supplier requests assistance

The Supplier requests assistance from the Buyer or End User. The
Buyer arranges the necessary assistance and responds with the
details

Description

Components Used TPO11, TP023

Process Pattern

BS020 Supplier requests assistance

Provide

Arrange
Receive Message/ Amend PR with
N Necessary . " Assistance to 9@
ID & Validate Assistance Assistance Deatils Supplier
) T 7y ™
| | | |l

Receive M
ID & Validate

T

| requestProblemRe I | I
portAmendment | TPO11 Response I Manual Process

| [TPO11]

i i i
I I
I | I (!
I Y I vl
Confirm Arrange to Progress

Assistance > Receive Resolution with 9@

Details Received Assistance Assistance

I notifyAssistanceReq
| uired [TP023]

k=>{ Send Assistance
Request

Receive Message/
ID & Validate

Identify Assistance
Required

Success Path Alternative Outcomes

Pre-conditions Post-conditions
(assumes Buyer registered as a

customer)

(note: these do not cover
messaging failures)

1. PR in progress with Supplier none identified

2. Supplier requires interaction
with Buyer engineer and/or
End User in order to progress
resolution

1. Buyer and/or End User has provided
assistance on-site

Technical Hand-offs

1. Supplier has identified assistance is required and initiates TP023

2. Buyer arranges for necessary assistance and initiates TP011 to update the PR with details
3. Supplier confirms receipt of the details

4. Assistance is achieved at the specified time via a manual co-operation process

Data Flows
Component Input/Output CRUD Data
TP023 Input C Assistance request
Buyer Internal No change
TPO11 Input C Amendment request
C Assistance details
TPO11 Output C Amendment confirmation
U Details in PR
(Supplier/Buyer initiates
manual process)
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BS021: Supplier requests Planned Outage

Pattern Ref

BS021

Pattern Name

Supplier requests Planned Outage

Description

The Supplier has identified that the PR resolution will require
disruption to common infrastructure/equipment serving other
services owned by that Buyer. Other Buyers’ services are not
affected. The Supplier requests permission to disrupt those services
at a specified date/time, which the Buyer authorises or rejects

(Note this is not Planned Engineering Works — see BS027)

Components Used

TPO19, TP020, TPO21

Process Pattern

BS021 Supplier requests Planned Outage

Receive Message/
1D & Validate

>

of Planned
Outage

Assess Impact

Manage Impact

Receive Message/ of Planned

1D & Validate

Outage

Reject Planned
T -

Manual Co-
operation
Process

Receive Message/
1D & Validate

Reject
|

notifyPlannedOutage [TPO19]

Confirm Planned
Accept Outage
T
requestPlannedout

ageConfirm [TP020] | TP020 Response

1

T T
requestPlanned
OutageReject

T
|Tpoz1nesnnnse | Manual Process

Identify Need
For Planned
Outage

Notity Planned
outage

SUA Clockestop requested | N\
if appropriate

v

V4

Receive Message/ Progress

1D & Validate

Confirm Planned
Outage

| |
Ik

Resolution at
Planned Time

Confirm Reject
of Planned
Outage

Receive Message/
ID & Validate

Inwoke Manual
Process

[TP021]

SLA Clock s stopped |\
if Buyer agrees

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR in progress with Supplier

2. Supplier has identified the need
to interrupt service on a
number of the Buyer's services
in order to resolve the original
problem

1. Buyer accepts the Planned Outage

1. Buyer rejects Planned Outage
request
2. Buyer requires Planned
Outage at a different
date/time

Technical Hand-offs

1. Supplier has identify the need for a Planned Outage and initiates TP019
2. Buyer assesses the impact of the outage
. If accepted the Buyer initiates TP020
. If rejected the Buyer initiates TP021
3. Accepted — Supplier confirms the authorisation closing TP020. End
4. Rejected — Supplier confirms the rejection closing TP021
5.  Supplier initiates a manual process to resolve the issue
Data Flows
Component Input/Output CRUD Data
TPO19 Input C Planned Outage request
Planned date/time/duration
Buyer Internal No change
TP020 Input C Planned Outage authorisation
TP020 Output C Authorisation confirmation
TPO21 Input C Planned Outage rejection
C Reason
TPO21 Output C Rejection confirmation
(Supplier initiates manual
process)
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Pattern Ref

BS022

Pattern Name

Buyer requests KCI

Description

The Buyer requests a progress update on the PR from the
Supplier. This may be required during long duration PRs, or critical
problems, where the standard KCls are insufficient.

Components Used

TPOO09, TPO10

Process Pattern

BS022 Buyer requests KCI

Identify Need for > Request Progress N Receive Message/
Progress Update Update ID & Validate
N

Utilise KCI
Information

Receive Message/

ID & Validate I

~®

| requestSupplierTa
skStatus [TP010]

notifyKeepCustomerinform
ed (progress) [TP0O09]

\

|
|
| TP010 Response
|
|

N
|
|
|
|
|

Supplier

Receive Message/
ID & Validate

Obtain
Progress/Status
Information

> =

Confirm Request

Notify KCI
Information

—=|

~@

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR in progress with Supplier
2. Buyer identifies need to
seek progress information
from Supplier

1. Supplier has provided the KCI

1. PR not yet received or
validated

Technical Hand-offs

1. The Buyer requires a progress update and initiates TP010
2. The Supplier acknowledges receipt of the request, closing TP010
3. The Supplier obtains the latest progress information and initiates TP009, including the information in

notes

4. The Buyer receives the information

Data Flows
Component Input/Output CRUD Data
TPO10 Input C Progress request
TPO10 Output C Request confirmation
Supplier Internal No change
TPOO09 Input C KCI (progress)

C Progress update notes
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BS023:Buyer suspends then resumes Problem Report

Pattern Ref

BS023

Pattern Name

Buyer suspends then resumes Problem Report

Description

The Buyer wishes to suspend (stop SLA clock) progression of the
PR by the Supplier. After a period the Buyer resumes (restart SLA
clock) progression.

Components Used

TPO30, TPO31

Process Pattern

BS023 Buyer suspends then resumes Problem Report

E‘I .? Identify Need to 1> Request Suspend H> Receive Message/

Identify PR Can > Receive Message/ 9@

Suspend PR PR ID & Validate Be Resumed ID & Validate
I A I A
| requestProblemRep | | requestProblemR |
ortSuspend TP030 Response eportResume TP0O31 Response
| [TP030] | | [TP0O31] |
v | v |
Receive Message/ Confirm > Suspend Problem > @ Receive Message/ Confirm Resume Problem S @
gl ID & Validate ™ Suspension Resolution Work ID & Validate 1 Resumption I Resolution Work

SLA Clock stopped k

SLA Clock restarted k

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR in progress with Supplier

2. Buyer identifies need to
suspend the PR

1. Supplier has resumed the PR and 1. PR not yet received or
Supplier restarts resolution work validated

2. PR progress has gone
beyond point-of-no-return
(PONR) in process —
Buyer informed via
suspend reject response

Technical Hand-offs

1. The Buyer wishes to suspend the PR and initiates TP030. Note that ‘suspend’ is not a State, but has the
effect of stopping the SLA clock

2. The Supplier confirms suspension closing TP010, and halts any work in progress
3. The Buyer wishes to resume progression and initiates TP031
4. The Supplier confirms resumption closing TP031, and restarts the SLA clock and resolution work

Data Flows
Component Input/Output CRUD Data
TPO30 Input C Suspend request
C Reason
TPO30 Output C Suspend confirmation
Supplier Internal No change
TPO31 Input C Resume request
TPO31 Output C Resume confirmation
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BS024:Supplier auto-cancels Problem Report with stopped SLA Clock

Pattern Ref

BS024

Pattern Name

Supplier auto-cancels Problem Report with stopped SLA Clock

Description

A PR which has its SLA clock stopped (e.g. Buyer has suspended,
or pending action by Buyer) has remained in this state for a set
time-out period. When timed-out the Buyer is reminded to take
action, and a further time-out is initiated. After this expires the PR is
cancelled by the Supplier and the Buyer notified.

Components Used

TP0O09

Process Pattern

BS024 Supplier auto-cancels Problem Report with stopped SLA Clock

EI Receive Message/
ID & Validate

Buyer Takes No
Further Action

N

Receive Message/
ID & Validate

Cancel PR Within
Buyer Domain

e’

notifyKeepCustomerinformed [TP0O09]

notfyKeepCustomerlnformed (Clear) [TP009]

SLA Clock Remains
Stopped After

§ e
Time-out

Send Reminder

g KCI

N
|
[
|
I

Wait for Further

SLA Clock has been stopped N

Time-out

Notify PR
Closed/Cancelled

Determine/Invoke
Any Cancellation

~@
Charges

Cancel PR Within
Supplier Domain

= 1

STATE = Closed/Cancelled | \

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR is Suspend state

2. Suspend state has timed-out

3. Supplier has prompted action
by Buyer via a KCI

4. Further time-out following
KCI has expired

1. Supplier has cancelled the PR
2. Buyer notified of cancellation

none identified

Technical Hand-offs

1. APR has had its SLA clock stopped for a set time-out, and the Supplier initiates TP009 (reminder), and

starts a further time-out

2. The Buyer can take appropriate action to progress the PR
3. If no action is taken by the Buyer before the second time-out expires, the Supplier initiates TP009

(cancelled)

4. The Supplier invokes any cancellation charges

Data Flows

Component Input/Output CRUD Data

TPO09 Input C KCI (reminder)
C Notes

Supplier Internal (time-out) No change

TPOO09 Input C KCI (cancelled)
C Reason
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Pattern Ref

BS025

Pattern Name

Buyer rejects Clear

Description

The Supplier has notified a Clear, but the Buyer does not agree the
problem is resolved and rejects the Clear

Components Used

TPOO09, TPO14

Process Pattern

BS025 Buyer rejects Clear

5 Receive Message/
1D & Validate

>

Assess PR and
Request Reject
Clear

Receive Message/
1D & Validate

L3

K

Buyer will decide to
Accept or Reject again.
The process will need
to trap the number of
times the Clear can be
rejected, and rewrt to
7 a manual process to
resolve the impass.
T

Receive Message/
ID & Validate

st

merinformed
(Clear) [TP009]

ortClearReject
[TPO14]

T
q P

notifykeepCustomerl
nformed (Clear)
[TP009]

v

Supplier Believes
Problem resolved

| ==}

Notify Clear

Receive Message/
1D & Validate

TPO14 Response
Reopen &
Reanalyse

Problem

Confirm Clear
Rejected

X

STATE = Open/Cleared | \

Problem stil
exsts
STATE = Open/In Progress| \

Problem believed deared |

If Clear accepted
then PR

Closed/Completed as
per BS00S. If Clear

rejected then returns
to Open/In Progress

Notify Clear |

Fix Problem

i for reanalysis

STATE = Open/Cleared E

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as
a customer)

Post-conditions

(note: these do not cover
messaging failures)

1. PR Clear KCI has been sent
by Supplier

1. Buyer has rejected the Clear

2. Supplier returns the PR to the Open/In
Progress state for further investigation

1. Buyer has rejected the
Clear a set number of
times requiring a manual,
collaborative resolution
process to be invoked

Technical Hand-offs

Supplier believes the problem is resolved and initiates TP009 (Clear)
Buyer does not agree and initiates TP014 to reject the Clear

Supplier acknowledges the rejection closing TP014

Supplier reassess the PR and

. Believes the problem is resolved the initiates TP009 (Clear) again
. Identifies a problem, resolves it, and initiates TP009 (Clear) again
5. Buyer will either accept the Clear or reject it again

. If accepted the PR will be closed as per BS005

PO NPE

. If rejected, the process should limit the number of times it cycles through the Clear -> Clear-Reject loop, and

force the PR to a manual co-operation/resolution process

Data Flows
Component Input/Output CRUD Data
TPO09 Input C KCI Clear

C Problem type cleared
Buyer Internal No change
TPO14 Input C Clear reject

C Reason
TPO14 Output C Reject confirmation
Supplier Internal No change
TPO09 Input C KCI Clear

C Problem type cleared
Buyer Internal No change
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BS026: Supplier auto-closes Problem Report

Pattern Ref

BS026

Pattern Name

Supplier auto-closes Problem Report

Description

Closes the PR

The Supplier has notified a PR Clear, but receives no response from
the Buyer (accept/reject). The Supplier applies a time-out for receiving
the response, and when this expires the Supplier automatically

Components Used

TPO09

Process Pattern

BS026 Supplier auto-closes Problem Report
Receive Message/ CP Takes No > @ Receive Message/ > @

g' ID & Validate K Further Action ID & Validate

1 1

| notifyKeepCustome | notifyKeepCustome

| rinformed (Clear) | rinformed (Close)

[TP009] [TP0091
5
E @ > sendclearkcl Wait For Time-out [=> Send Close KCI
]
T T
STATE = Open/Cleared Il' STATE = Closed/Completed Il'

b

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer
registered as a customer)

Post-conditions

(note: these do not
cover messaging
failures)

1. PR Clear KCI has been
sent by Supplier

2. No response received
after a set time-out

1. Supplier has closed the PR
2. Closed KCI sent to Buyer

none identified

Technical Hand-offs

1. Supplier has resolved the problem and initiates TP009 (Clear)

2. Buyer does not respond. Supplier waits for a set time-out before initiating TP009 (Close)

Data Flows
Component Input/Output CRUD Data
TPO09 Input C KCI Clear
C Problem type cleared
Supplier Internal (time- No change
out)
TPOO09 Input C KCI Close
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BS027: Supplier notifies and progresses Planned Engineering Works (PEW)

Pattern Ref

BS027

Pattern Name

Supplier notifies and progresses Planned Engineering Works (PEW)

Description

The Supplier notifies all affected Buyers of a PEW. The Supplier
starts, progresses and completes the PEW

Components Used

TPO39, TPO41

Process Pattern

BS027 Supplier notifies and progresses Planned Engineering Works (PEW)

Monitor PEW Progress

Receive Message/
ID & Validate

Manage

L3

Consequent

L3

Manage Service

S

Impacts

T
|

Receive Message/

ID & Validate

Receive Message/
ID & Validate

Restoration

Receive Message/
ID & Validate

N

|

T

i

I

notifylannedEngineering
| Works [TP039]

I

[TPO41]

notifyPewOrMsoS
tatus (progress)

[TPO41]

notifyPewOrMsoS
tatus (progress)

notifyPewOrMsoS
tatus (complete)

Plan Engineering
Works

—

Notify PEW

glv

[TPO41]

Wait for PEW date/time Notify PEW

Starting

| —|

Nofify PEW
Progress as
Necessary

=

Notify PEW
Complete

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as
a customer)

Post-conditions

(note: these do not cover
messaging failures)

1. Supplier has identified the
need to perform engineering
work which will disrupt
number of services owned

PEW status is complete

services

1. Supplier has notified all Buyers that

2. Service is restored on all affected

1. PEW goes beyond
scheduled completion

2. One or more affected
services is not restored as

by one or more Buyers planned
2. ldeally the PEW would have
been identified early enough
in advance to give Buyers
reasonable warning of the
disruption
Technical Hand-offs
1. Supplier identifies need for a PEW and initiates TP039
2. Buyers take appropriate action to warn End Users of PEW disruption
3. Supplier starts PEW and initiates TP041
4. Supplier progressed PEW initiating TP041 at agreed reporting periods
5. Supplier completes PEW and initiates TP041
6. Buyers can inform End Users of service restoration
Data Flows
Component Input/Output CRUD Data
TPO39 Input Cc PEW notification
C PEW id
C PEW description notes
C Geographic location
C Services affected
C Planned start date/time
C Estimated completion date/time
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Buyers Internal No change
TP041 Input PEW id
PEW started
Supplier Internal No change
TP041 Input PEW id
PEW progress notes
Estimated completion date/time
Supplier Internal No change
TP041 Input PEW id

PEW complete
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BS028: Supplier notifies and progresses Major Service Outage (MSO)

Pattern Ref

BS028

Pattern Name

Supplier notifies and progresses Major Service Outage (MSO)

Description

The Supplier notifies all affected Buyers of an MSO. The Supplier
progresses and completes resolution of the MSO

Components Used

TP0O40, TP041

Process Pattern

BS028 Supplier notifies and progresses Major Service Outage (MSO)

Manage MSO Impacts and Monitor Progess

T

T T

Receive Message/

Receive Message/

Receive Message/

ID & Validate ID & Validate ID & Validate
7~ 0 ~
| notifyMajorServic | notifyPewOrMsoS | notifyPewOrMsoSta
| eOutage [TP040] | tatus (progress) | tus (progress)
[TPO41] [TPO41]
| | |
[ [ I
.‘ Notify MSO .
. . Notify MSO
g @ > identify MO > Notify MSO Progress as Complete 9@
n Necessary
o

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer registered as a
customer)

Post-conditions

(note: these do not cover
messaging failures)

1. Supplier has identified an
MSO which is affecting a
number of services owned by
one or more Buyers

1. Supplier has notified all Buyers that

MSO is cleared

2. Service is restored on all affected

services

1. MSO goes beyond
expected completion

2. One or more affected
services is not restored as
planned

Technical Hand-offs

1. Supplier has identified an MSO and initiates TP040

2. Buyers manage the impacts of the MSO with their End Users

3. Supplier progresses resolution of the MSO, initiating TP041 at appropriate progress reporting points
4. Supplier resolves the MSO and initiates TP041

Data Flows

Component Input/Output CRUD Data

TP040 Input C MSO natification
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C MSO id

C MSO description notes

C Geographic location

C Affected service id ranges
Buyer Internal No change
Supplier Internal No change
TPO41 Input C MSO id

C MSO progress notes

C Estimated completion date/time
Supplier Internal No change
TP041 Input C MSO id

C MSO complete




NICC PROCESS STANDARDS T2R

Page 95 of 100

ND1626 2007/v1.0.1

BS029: Supplier provides Performance Report

Pattern Ref

BS029

Pattern Name

Supplier provides Performance Report

Description The Supplier sends a periodic service Performance Report to the
Buyer
Components Used TP042

Process Pattern

BS029 Supplier provides Performance Report

Buyer

Receive Message/
ID & Validate

Utilise & Track

— Supplier %@

Performance

AN

notifyPerformanceData [TP042]

Supplisr

Collate Service >
Performance Data

Send Performance
Report

%@ repeated

Reporting
process is

periodically

Success Path

Alternative Qutcomes

Pre-conditions Post-conditions
(assumes Buyer registered

as a customer)

(note: these do not cover
messaging failures)

1. Buyer has a number of
services with the Supplier
2. Supplier has collected
service performance data
for the Buyer's services

intervals

1. Supplier has sent the Performance reports at regular

Technical Hand-offs

1. Supplier gathers and collates service performance data for the Buyer's services
2. Supplier, at regular intervals initiates TP042
3. Buyer receives the report and analyses performance

Data Flows

Component Input/Output CRUD Data

Supplier Internal No change

TPO42 Input C Performance data (TBD)
C Report start/end date/time

Buyer Internal No change

none identified
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BS030: Buyer requests Performance Report

Pattern Ref BS030
Pattern Name Buyer requests Performance Report
Description The Buyer requests the Supplier to provide a service

Performance Report for a default or specified period

Components Used TP042, TP043

Process Pattern

BS030 Buyer requests Performance Report

Identify Need for Request .
Receive Message/
.—) Performance > Performance -
ID & Validate
Report Report

| i}

Utilise & Track

Receive Message/ [L) Supplier =@

ID & Validate
Performance

i

| |
I requestPerforman
ceData [TP043] TP043 Response

notifyPerformanceData [TP042]

b |

Receive Message/ L334 Confirm Request [L3 Collate Service
ID & Validate Received Performance Data

[~y Send Performance 9@

Report

Success Path

Alternative Outcomes

Pre-conditions Post-conditions (note: these do not cover
(assumes Buyer registered as a messaging failures)
customer)

1. Buyer has a number of services 1. Supplier has sent the Performance report none identified

with the Supplier

2. Supplier has collected service
performance data for the
Buyer's services

3. Buyer requires performance
data outside of regular reporting
schedule

Technical Hand-offs

1. Buyer requires a Performance Report and initiates TP043

2. Supplier confirms receipt of the request, closing TP043

3. Supplier gathers/collates performance data for required period

4.  Supplier initiates TP042

5.  Buyer receives the report and analyses performance

Data Flows

Component Input/Output CRUD Data

TP043 Input C Performance Report request
C Report start/stop date/time

TP043 Output C Request confirmation

Supplier Internal No change

TP042 Input C Performance data (TBD)
C Report start/end date/time

Buyer Internal No change
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Pattern Ref

BSxxx

Pattern Name

Pattern template

Description

Components Used

Process Pattern

Activity Diagram

Success Path

Alternative Outcomes

Pre-conditions
(assumes Buyer
registered as a customer)

Post-conditions

(note: these do not
cover messaging
failures)

Technical Hand-offs

Data Flows

Component

Input/Output

CRUD

Data
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Annex 3: International Standards Gap Analysis

The following summarises the findings from the International Standards gap analysis. The full
gap analysis is available on the NICC publication web site @ http://www.nicc.org.uk/nicc-
public/publication.htm

TMF (TeleManagement Forum): eTOM (Enhanced Telecom
Operations Map) B2B Business Operations Map (BOM)

Ref: eTOM_B2B_BOM_V4.0-J-v2.doc. Review of Buyer and Supplier initiated interactions.
The following conclusions and recommendations are made:

Sub-Process Components | Component | Gap Details
Aligned Gaps

Buyer-Supplier

Resolve Problem 6 0 none

Manage Progress 2 0 none

Testing 1 4 Scheduled testing

Appointing 3 1 Change Appt

Supplier-Buyer

Resolve Problem 0 2 Refer & Transfer PR

Manage Progress 6 1 KCI on all PR attribute

changes
Testing 0 1 Scheduled testing
Appointing 0 0 none

e A gap was identified around Scheduled Testing. It was agreed by the NICC B2B to be a
probable area of new requirements and has been added to the workstack.

¢ A gap was identified around Change of Appointment. This scenario is covered by the
standard through the reservation of a new Appt, and amendment of the PR with the
new Appt, and is therefore not required.

¢ A gap was identified around the Refer and Transfer of PRs. It was agreed by the NICC
B2B to be a probable area of new requirements and has been added to the workstack.

e A gap was identified around sending a KCI on every change of state or attribute in the
PR. Other KCI components adequately cover the requirements, and therefore this
specific component is not required.

e The NICC B2B standard identifies 18 Buyer-Supplier Components not specified in the
eTOM B2B BOM, and 17 Supplier-Buyer. These relate to Sub-Processes: Charges,
PEW & MSO; Management Information; Miscellaneous which are not covered by the
eTOM BOM. These are to be considered for further updates to the eTOM standard.

ITU (International Telecommunication Union) X790/M.3343

Ref: ITU-T M.3343 Requirements and Analysis for NGN Trouble Administration across B2B
and C2B interface. Review of Business Level Requirements - Interactions - Sections 2 & 3.
The following conclusions and recommendations are made:

Sub-Process Components | Component | Gap Details
Aligned Gaps

Buyer-Supplier
Resolve Problem 4 5 Grouping of PRs
Querying PRs
Managing ‘Trouble
Types’

Manage Progress 2 0 none
Supplier-Buyer

Resolve Problem | 2 | 4 | Grouping of PRs
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Managing ‘Trouble
Types’
Manage Progress 5 0 none

A gap was identified around Grouping PRs. Although M.3343 implies these grouping
functions are internal to either Buyer or Supplier domains, it was agreed by the NICC
B2B to be a probable area of new requirements and has been added to the workstack.
The querying of PRs based on searchable parameters was also agreed to be a gap.
This was agreed as a probable area of new requirements and has been added to the
workstack

A gap was identified around the management of Trouble Types. A Trouble Type is a
category of problem, against which the PR can be attributed. The Clear would normally
identify the Trouble Type as a ‘clear code’. The NICC B2B agreed this is a potential
future enhancement to the standard, but is currently out-of-scope.

The NICC B2B standard identifies 22 Buyer-Supplier Components not specified in
M.3343, and 15 Supplier-Buyer. These relate to Sub-Processes: Appointing; Testing;
Charges, PEW & MSO; Management Information; Miscellaneous which are not covered
by M.3343. These are to be considered for further updates to the ITU standard

ITIL V2

ITIL deals with T2R in the context of IT Service Management. The ITIL processes applicable
here are Incident Management, Problem Management and Change Management. ITIL is in
the process of being up-issued to version 3 — therefore a further item has been added to the
workstack to review any information relevant to this standard in that version.

The following conclusions and recommendations are made:

NICC B2B to consider expanding the market segment scope (as with Mobile, Broadcast
etc — see Section 1.1) to include IT Service Management B2B requirements.

NICC B2B to consider the adoption of ITIL terminology (Incident/Problem etc) to reduce
the diversity of terms (e.g. Problem, Trouble, Fault etc).

Review ITIL version 3 with respect to influence on this standard.
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Annex 4: Glossary

Please note this is just a start and more items will be added before final issue

21CN 21st Century Network

B2B Business to Business (electronic transactions via a gateway)
BOM Business Operations Map

CP Communications Provider

ebXML eBusiness XML

eTOM enhanced Telecom Operations Model [TMF]
ITIL Information Technology Infrastructure Library
ITU International Telecommunications Union

L2C Lead to Cash

LLU Local Loop Unbundling

NGN Next Generation Networks

NICC Network Interoperability Consultative Committee
T2R Trouble to Resolve

TMF TeleManagement Forum

WBC Wholesale Broadband Connect

WLR Wholesale Line Rental

XML eXtensible Mark-up Language

-~ END ----
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