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1.1 Siebel Customer Self-Service

Siebel is the world’s leading provider of customer self-service and e-billing software and
services. Its solutions help service providers increase customer loyalty while reducing the
overall cost to serve their customers. Service providers use the software to move
customer service interactions from expensive paper and call center-based channels to
lower-cost and more responsive self-service and assisted care channels like the web, e-
mail and IVR.

Siebel software has been deployed in some of the most challenging business and
technical environments in the world and has proven to be the industry’s most scalable and
reliable solution. The applications have been continuously developed and refined to
deliver the most comprehensive functionality available. As a result, Siebel customers
consistently gain the highest adoption and ROI in the communications industry —
typically 5-10 times higher than companies using in-house or competing packaged
solutions.

Self-Service for Consumers and Businesses

Many billing and customer care processes today are expensive, inefficient and
unsatisfactory for both communication service providers (CSPs) and their customers.
With Siebel’s customer self--service and e-billing solutions, carriers empower their
business and consumer customers to serve themselves and address all of their account
and service-related activities online, instead of going through a call center, account rep,
or retail outlet. For end customers, this makes doing business with a service provider
more convenient, more efficient, and more satisfying. For service providers, it means
improved competitive differentiation, significantly reduced customer care costs,
increased customer loyalty and streamlined billing/payment processing.

Contact centers provide the key to unlocking the potential business benefits of customer
self-service. Contact center statistics show that 60-80 percent of customer service issues
relate to a customer’s account. For this reason, Siebel’s customer self-service solutions
provide direct access to detailed account information, and interface with complementary
front-and back-office systems to provide access to a variety of account-related services.
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1.2 Siebel Communications Billing Manager

Communications Billing Manager Features Overview

Communications Billing Manager is the leading electronic bill presentment and payment
(EBPP) solution for communications service providers. Communications Billing
Manager provides the mission-critical application platform required for securely
managing customer account information such as bills, statements, and other data. With
Communications Billing Manager, carriers can provide business and consumer customers
with highly personalized online account information and self-service capabilities that can
be served across multiple channels (Web, PDF, hand-held devices and e-mail). It serves
as the foundation for managing recurring customer relationships.

Communications Billing Manager is specifically designed for organizations with large
numbers of customers, high data volumes and extensive integration with systems and
business processes across the enterprise. With its sophisticated data access layer, platform
services and data stores, Communications Billing Manager is uniquely capable of
powering the most complex EBPP and Customer Self-Service solutions.

Realizing that consumer and business customers have very different service needs,
Communications Billing Manager is available in a consumer edition and business edition
with specific features and functionality designed for each user base.

The core capabilities of the Communications Billing Manager application editions are
detailed below.
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Communications Billing Manager Consumer Edition
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Communications Billing Manager Consumer Edition is focused on the self-service needs
of a large consumer base. The core features of the application are described below.

Customer Account Dashboard

Bills or statement data is dynamically presented within the application dashboard. Once
properly authenticated, users can easily and conveniently navigate and view their billing
statements, account summaries and call details.

Electronic Bill Presentment and Consolidation

Consumer customers can access their bills or invoices online, including historical bills
stored for as many years as the service provider prefers. Each monthly bill, for a single
service or consolidated for multiple services, is presented in dynamic fashion using
HTML and can include up-to-date account information such as current balance, bill
details, unbilled-usage, last payment received, last payment date, etc. Customers can sort
table columns, filter and drill-down into the call detail to further validate charges.
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Electronic Bill Payment and Posting

Customers have the complete flexibility to control how and when payments are made.
Payment is set up via bank and/or other credit accounts within Communications Billing
Manager to execute instant payments or to schedule future automatic payments.
Customers have the ability to view the status and record of previously made payments.
Communications Billing Manager also provides an accounts-receivable settlement file for
the service provider with the following information: payment amount, payment date,
statement number, account number, payment account, payment type (one-time/recurring)
and return status (yes or no with corresponding negative amount). Users can change their
payment options and user preferences within the application. They can also establish
multiple payment methods and payment notification preferences, make one-time
payments, automate recurring payments, and set payment thresholds and reminders.

User Profile Management and Notifications

User information and settings are presented and modified within the application. Users
may update their profile information, correct personal data, and manage password or
notification options, email addresses, and other personal preferences.

Customer profiles may be updated on a real-time basis at anytime while the customer is
properly authenticated. Profile information such as the customer’s preference for account
notifications can be set. Communications Billing Manager manages and sends e-mail
messages concerning individual accounts or transaction events. A variety of conditions or
circumstances can trigger email notifications. Service providers may wish to enable some
common notifications:

e Current statement available

e Payment reminders

e Payment confirmations

e Payment rejections

e Payment overdue

e Threshold exceeded on recurring payments

e Credit card expiration pending

Users may establish multiple notification or alert options and modify their settings at any
time.

Unbilled Data Presentment

Unbilled account charges can be viewed online prior to bill cycle closing within the
application. Users can view their charges as well as analyze to-date spending for the
current billing period.
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Personal Address Book (PAB)

Using Communications Billing Manager, customers can create a list of phone numbers
and assign name pairs allowing them to view call detail with meaningful names
exchanged for frequently called numbers. With this feature, users can associate bill detail
with more familiar, meaningful identifiers. Once entered in the PAB, names may be
toggled on to replace corresponding numbers on the bill, making online account
management easier, more convenient and more valuable for users.

B2C Reporting

Specific reports come with the application whereby users may view summaries, analyze
charts, and access their complete statement history using built-in reporting features.
Furthermore, users may also drill-down through account information, bill or statement
data within the application. Specifically, they can page through call details, sort across
pages, sub-total and filter account information viewing dynamic reports.

Print Friendly Views, PDFs and Downloads

Users may access print friendly views, request a dynamic PDF of their statement, or
select to download a dataset. These features are all available for key application views.
Communications Billing Manager’s versioned, disk-efficient and high performance bill
archiving feature along with its print-friendly views makes generating hard-copy reprints
simple and efficient.

Customer Service Representative (CSR) Views

Communications Billing Manager also provides a lightweight solution for customer
service management. CSRs can also “impersonate” the user to facilitating the efficient
servicing of online accounts. For example, representatives may have roles that provide
application access to execute payments, reset passwords or simply search accounts to
view the customer statement. The application may also be extended for complete case
management with Siebel CSR Manager Application, providing additional case creation,
routing and tracking, status views of cases, escalation workflows and queuing. Cases can
either be completely automated without agent intervention based on predetermined
business rules, or routed appropriately to engage an agent for resolution.
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Communications Billing Manager Business Edition

Communications Billing Manager Business Edition Dashboard
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Communications Billing Manager Business Edition is focused on the self-service needs
of an enterprise customer base. The core features of the application are described below.

Corporate Account Dashboard

Account information, bills or statement data is dynamically presented within the
application by the business billing structure. Once properly authenticated, managers,
administrators and users may view consolidated account summaries, sub-accounts,
individual statements or all call details based on their access permissions for the billing
structure.
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Hierarchical Billing and Business Structures

Billing structures are presented within the application as account hierarchies. Managers
or administrators may search, view and update their billing structure by assigning other
attributes to hierarchy nodes, such as, meaningful names or device IDs, etc. Users are
assigned within the billing structure, defining navigation within the account and sub-
accounts of billing data. Administrator assignment in the billing structure may provide
access to the entire enterprise or limit a single user to viewing their individual statement
only. By creating separate business structures within the application, users may maintain
multiple hierarchies of their own. Billing structures and user created business structures
offer different views of account information for segmentation, payment, analysis and
reporting.

Electronic Bill Presentment and Consolidation

Business customers can access their bills or invoices online including historical bills
stored for as many years as the service provider prefers. Each billing period, for a single
service or consolidated for multiple services, is presented in dynamic fashion using
HTML and can include up-to-date account information such as current balance, bill
details, last payment received, last payment date, etc. Furthermore, accounts can be
consolidated across disparate system using either full data consolidation via an external
data store or summary consolation by dynamically linking the accounts. Customers can
sort table columns, filter and drill-down into the call detail to further validate charges.

Cross Invoice/Sub-Invoice Payment

Payment options and enterprise preferences can be presented and modified within
Communications Billing Manager. Administrators may establish multiple payment
methods and payment notification preferences, make one-time payments, schedule
automated recurring payments, and set payment thresholds and reminders. Administrators
may also make a single payment across multiple invoices, defining the payment
allocation, even allocating payment to sub-invoice charges. Administrators have the
complete flexibility to control how and when payments are made. Payment is set-up via
bank and/or other credit accounts within Communications Billing Manager to execute
instant payments or to schedule future automatic payments. Administrators also have the
ability to view the status and record of previously made payments. Communications
Billing Manager integration provides an accounts receivable settlement file to the service
provider with the following information: payment amount, payment date, statement
number, account number, payment account, payment type (one-time/recurring) and return
status (yes or no with corresponding negative amount).

User Roles and Permissions

User roles and permissions can also be presented and modified within the application.
Administrators may update user role or access, establishing view only permissions,
accounts receivable roles, managerial access, etc. This feature may be configured based
on the provider business requirements or back-off ice integration needs.
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Corporate and User Profile Management and Notifications

Corporate profiles are managed by designated administrators, whereas users may update
their own profile information, correct personal data, and manage password or notification
options, email addresses, and other personal preferences.

Corporate and user profiles may be updated on a real-time basis at anytime while
properly authenticated. Profile information such as the corporate contact preferences for
account notifications can be set. Communications Billing Manager manages and sends e-
mail messages concerning accounts or transaction events. Notifications may be
aggregated for account and sub-accounts events and limited to administrator or
managerial roles. A variety of conditions or circumstances can trigger email notifications,
S0 service providers may wish to enable some common notifications:

o Current corporate statements are available
e Payment reminders

e Payment confirmations

e Payment rejections

e Payment overdue

e Threshold exceeded on recurring payments

e Credit card expiration pending

Corporate administrators and users may establish multiple notification or alert options
and modify their settings at any time.

Unbilled Data Presentment

With Communications Billing Manager, managers, administrators and users may view
unbilled account charges prior to bill cycle closing. All users may view their charges and
analyze to-date spending for the current billing period. This feature may be configured
based on the provider business requirements or back-office integration needs.

Corporate and Personal Address Book

Administrators may create a global list of phone numbers and assigned name pairs within
the application for their accounts. Individual users may also create and maintain a
personal address of their own. Users may implement both address books and then view
call detail with meaningful names exchanged for frequently called numbers.
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Advanced Reporting

Specific reports come with the application whereby users may view summaries, analyze
charts, and access their complete statement history using built-in reporting features.
Additional business reports are also provided whereby administrators may view a set
library of summarized call cost reports and charts. These “roll-up ” reports provide for
broad analysis of account activity for corporate managers. Furthermore, managers,
administrators and users may drill-down through account information, bill or statement
data within the application interface. Users can page through call details, sort across
pages, sub-total and filter account information viewing dynamic reports. More complex
reporting can be performed with Siebel Communication’s Analytics Manager including
extensive call, cost, cost-center, and variance reporting.

Print Friendly, PDFs and Downloads

Users may access print friendly views, request a dynamic PDF of their invoice, or select
to download a dataset. Managers and administrators have greater access to account
summary PDFs and datasets for the accounts they supervise. Communications Billing
Manager’s versioned, disk-efficient and high performance bill archiving feature along
with its print-friendly views makes generating hardcopy reprints quick and easy.

Customer Service

CSRs may create corporate administrators for an organization, thereby enrolling a
corporate account and establishing designated internal administrators. Service
representatives and corporate administrators may create, manage and search the business
organizations and accounts under their supervision. The designated administrators
accessing corporate billing statements use Communications Billing Manager’s on-line
self-service application features to manage their own organization and users.
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Communications Billing Manager Edition Comparisons

] m
Bill Presentment X | X
IUnhilled Data Presentment X | X
Service-leve| Consolidation X | X
Account-level Consalidation/Linking x
Hierarchical MNavigation x
Bill Payment X | X
Cross and Sub-invaice Payment x
Motifications X | X
Consumer (Simple) Reparting I
Advanced Reporting x
CSK Access XX
User Profile Management X | X
Foles Based Access Control X
FPersonal Address Book X
Corparate Address Book x
TSM Connectaor X | X
TAM Connectors X

1.3 Key Benefits of Communications Billing Manager

Solving Business Problems

Many billing and customer care processes today are expensive, inefficient and
unsatisfactory for both communication service providers and their customers. With Siebel
Communications Billing Manager, carriers empower their business and consumer
customers to serve themselves, and address all their account and service-related activities
online, instead of using expensive paper and call center based channels. For end
customers, this makes doing business with a carrier more convenient, more efficient, and
more satisfying. For carriers, it means improved competitive differentiation, significantly
reduced customer care costs, increased customer loyalty, and streamlined billing/payment
processing.

By combining comprehensive online account management functionality with the world’s
most scalable and reliable e-billing platform, Communications Billing Manager enables
service providers to gain outstanding adoption and ROI typically 5-10 times higher than
companies using in-house, customer or competing packaged solutions. Some of the
primary benefits Communications Billing Manager enables include:
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Business Benefits

Call Center Deflection

By enabling customers to serve themselves online, Communications Billing Manager

moves expensive call center interactions (globally these costs translate to $5-$10 USD
per consumer interaction; $10-$30 USD per business customer interaction) to the web
site where costs run at less than $1 USD per interaction.

Reduced Paper, Printing and Postage Costs

In countries where paper turn-off is a legal option, providers are saving enormous
printing, post-age, reprint and logistical costs. Even when rules do apply, to guarantee
postage revenues, paper may be reduced for reprints services and logistical savings
realized.

Streamlined Payment Processing

Online payments are proven to reduce payment time as well as errors associated with
them. In addition, it is less expensive for the carrier to process an electronic payment
when compared to all the manual handling required to process a paper-based payment.
Online payment eliminates lockbox fees, minimizes exception processing, and replaces
the costly and time-consuming procedure of processing paper checks.

C==ze Example
Total customer base 19,700,000
®  Online adoption 12%
x  Pd paying 0%
®  Sawings per payment .14
®  Payments parwyear 12
= Annual Savings 51,191,456

Some recent metrics:

e Adoption: 5%-60%

e Percentage paying: 30%-85%

e Savings per transaction: $0.11 -$1.08 USD

Given these numbers, an attractive ROI can be rapidly achieved.

Improved Days Sales Outstanding (DSO)

By making statements easier to access and read, and speeding approval cycles,
Communications Billing Manager reduces the time it takes for customers to pay their
bills. This improves cash f low and reduces DSO.
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Increased Customer Satisfaction (Reduce Churn)

By providing the option for 24/7/365 online service, carriers make it more convenient and
more satisfying for their customers. Although somewhat more difficult to measure,
increased customer satisfaction may ultimately be the most critical differentiator. This is
particularly true in the B2B world of electronic invoice presentment and payment (EIPP).
As evidenced by an independent AMR Research report, “The ROI exercise that generally
launches EIPP projects cites process automation and cash f low as key benefits, but the
biggest appeal of electronic billing, as it is used today, is its account management and
customer support functionality. In reference to calls we conducted, Siebel users remarked
that the main benefit of implementing EIPP is the dramatic improvement in customer
service they can provide. In some cases, where the supplier took the extra step of helping
customers incorporate EIPP into A/P workflows, satisfaction went through the roof.
Reduction in DSO and paper-based billing costs — the quantifiable benefits of EIPP —
paled as suppliers basked in the warm glow of happy customers.” In today’s economy of
high customer acquisition costs, providing a robust online account management and
electronic payment experience is critical to doing business and keeping your existing
customers satisfied.

Application Benefits

Communications Billing Manager is a packaged enterprise software application with
support, training, and regularly scheduled product enhancements and upgrades. Standard
deployments are predictable and deliver “quick wins ” for the service provider.

Modularity

Communications Billing Manager may be deployed and additional Siebel Self-Service
for Communications Suite applications added to the deployment, all using the
complementary Siebel platform services.

Open Standards Based

Communications Billing Manager is built on a Java 2 Enterprise Edition (J2EE ™)
architecture making it highly scalable and flexible. Based on leading Java standards like
Enterprise Java Beans ™ ((EJB ™), Java Server Pages ™ (JSP ™), and Java Servlet
application programming interfaces (APIs), users of Communications Billing Manager
can leverage all the sophisticated application management tools, enterprise-class
performance, scalability, portability, and easy extensibility this environment provides.
The Siebel applications presentation layer use struts and tiles standards and may be easily
“re-skinned” for branding, internationalization, or customized look and feel.
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Proven Scalability

Communications Billing Manager has a linearly scalable architecture that supports
millions of complex accounts and thousands of concurrent users. Its flexible data access
layer provides for truly massive scalability in a way no competing architecture can claim.
In fact, data volumes do not impact the real-time performance of the core Siebel solution
at all. This means organizations can retrieve, process, and archive tens of millions of
accounts, but only need to scale the application server tier to handle the growing user
adoption. These services scale linearly, meaning the platform can easily be extended to
accommodate growth in volumes, users, or additional application services. Independent
scalability reports from Sun Microsystems and IBM that demonstrate this power can be
provided upon request.

Ease of Deployment

The off line authoring components of the Self-Service for Communications Suite visual
development environment provide menus and wizards that dramatically reduce the time
required to configure and deploy Communications Billing Manager Simulation capability
is built-in allowing developers to test designs prior to deploying an application. Early
testing lowers risks and costly late changes. Through the intuitive, easy-to-use graphical
development environment, users can analyze the data sources, define the essential data,
map the account data to presentation templates, and define business rules for one-to-one
marketing and customer service messaging. Designers can create any aspect of account
presentation for the Web, wireless, or other delivery devices.

Unmatched Data Access Flexibility

Siebel provides a flexible Business Services Layer (BSL) that can leverage a wide variety
of data sources for account information/Tariff analysis. Extensible APIs provide a full
suite of integration services for robust comprehensive functionality. Simply stated,
Communications Billing Manager transforms account data for Internet consumption. But
Communications Billing Manager is not a simple data translation application: it re-
purposes available account data, dynamically retrieving only the information required for
the new presentation media.

Simple Integration

Communications Billing Manager preserves investment in and extends capabilities of
existing infrastructure through enterprise wide integration. The Siebel design
environment allows designers to develop and integrate custom features with existing
system processes into the Customer Self-Service solution. Integration of custom
functionality or external legacy systems can be accomplished quickly and easily using
standard tools and technologies. Siebel eXtensible Modular Architecture (XMA) and
Platform Service’s APIs are Java-based with XML-interfaces detailed in the
Communications Billing Manager Software Developer’s Kit (SDK). Integration is
straightforward for linking existing enrollment and authentication systems, payment
processing, order management processes, accounts receivable systems, customer service
and CRM systems, middleware infrastructure, and third-party operational tools.
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Operational Oversight

The Command Center console provides a single production management browser
application for the Self-Service for Communications Suite including scheduling of
services, statement and account application configuration, customer statement
notification configuration, auditing and event logging with general system administration
and reporting.

Proven Performance

Communications Billing Manager delivers superior performance without regard to data
volumes or user loads.

Multiple Communication Channels

Communications Billing Manager supports a multi-channel deployment paradigm for
data delivery via, HTML, XML, IVR, PDF, Email, and devices.

Personalization

Any Communications Billing Manager application view (or the entire template itself) can
be replaced or modified based on business logic. By leveraging the account information
contained in the data stream, Communications Billing Manager can present highly
personalized and dynamic views of a customer’s account. Designers define logical
expressions based on actual account data that will modify the presentation to the
customer. This means that all account data can be used as variables in the dynamic of the
rendered account view. The mapping of data elements to logical expressions is
encapsulated in an XML file used at run-time.

Architecture Benefits

Reduced Storage Requirements

Competing approaches generally only offer transforming and storing statement data as
XML or as normalized rows and columns in a database. The XML tags, which need to be
stored as part of the data file, can increase file sizes by 30-40% in most cases. Siebel
solution may store data in native file formats, and convert it to delivery formats
(including XML) only on-demand. This dramatically reduces storage requirements. Data
compression may also be optionally provided to further reduce storage by a ratio of
greater than 3:1.
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A Tunable Application

Billing information is the corner stone of any Customer Self Service solution, it is the
data held within the bill that affects the bottom line of a customer’s business or a
consumer’s likelihood to delay payment or switch providers. Communications Billing
Manager manages arriving bill data, processes it for storage, and archives the statement
files into an extensible statement repository. A data store of account tables are also
maintained in a relational database along with user management information and logging
and tracking information. This data store may be “dialed down” using a lightweight
metadata index to dynamically access statements, or “dialed up” creating a content
repository of billing data. Communications Billing Manager offers this option of loading
meter detail or account summary information into a content repository for sophisticated
customer reporting and analysis. The Communications Billing Manager application and
platform is therefore “tunable,” providing a flexible approach to managing account-based
communications for multi-channel delivery.

Reduced Database Licensing Requirements

Siebel data store generally comprises only 3% of the size of the raw statement data.
Competing architectures, on the other hand, require a massive database deployment as the
full content of each statement is stored as database rows. Database licensing implications
can therefore add a significant cost load to competing solutions.

Enhanced Performance and Memory Management

Siebel utilizes dynamic data extraction and transformation for presentation of statement
data. In addition, individual statements are decomposed into “views” such as summary,
detail, sub-accounts, etc. Only the view being requested by the user is extracted and
transformed. By carefully tuning view size, the developer retains complete control over
the application’s real time performance profile.

Improved Reliability and Data Quality

Competing architectures require batch data transformation to convert data formats. Any
time data transformation occurs, there is a risk of user or system error where data will be
“left on the cutting room floor,” improperly truncated, or generally mis-mapped. Since
transformation occurs in large-scale batch jobs, error recovery is very expensive. In the
case of error, all of the errant data needs to be identified and purged from the database,
the source data needs to be recreated, transformation rules corrected, and the batch jobs
rerun. If the batch cycle is long, the correction may be impossible if several days have
passed before the error was detected. Siebel utilizes “dynamic data transformation”
whereby data is transformed on the fly by dynamically applying extraction and
presentation rules. As such, if an error should occur, the rules can be fixed and re-
published on the fly without having to rerun the batch process or drop data.
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Reduced Batch Cycle

Siebel batch cycle consists of scanning and indexing arriving batch files. Depending on
the file format, the batch process typically runs at 7.5 GB of source data per hour. The
process may even be configured to run parallel across server clusters for greater
throughput. Competing architectures are simply not able to achieve this load time,
leading to consumption of additional system resources and higher stakes for error
recovery.

Robust Version Management

Siebel realizes the frequency with which businesses change: new products are introduced,
statements are redesigned, and old products are discontinued. As such, Siebel makes
extensive use of a template-based architecture and provides robust capabilities for
versioning templates. Essentially, rules for transforming and presenting data are
versioned by date and stored with the source files they correspond to. As such, if a new
service offering or bill format is introduced, a developer need only publish new templates
which accommodate the changes and need not worry about affecting historical
statements. Competing approaches to changing fixed relational database schemas are far
more complicated to manage. These advantages translate in to a lower total cost of
ownership, which offers returns every day that the system is in production.

1.4 Siebel Self-Service for Communications Suite

Siebel Self-Service for Communications Suite is a set of packaged software solutions
designed specifically for the communications industry. These applications enable service
providers to realize the full benefits of customer self-service and e-Billing.

The suite includes a rich set of applications and functionality that give providers a
complete multi-channel customer-self service capability. The suite includes packaged
solutions for:

e e-Billing and Payment

e Service and Order Management

e Reporting and Analytics

e Rate Plan Advice

Siebel solutions are packaged applications with sophisticated out--of-the-box capabilities.

They can be tailored to meet specific customer requirements and business concerns,
while establishing a solid platform for future business development.
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The Siebel Self-Service for Communications Suite

Multi-Channel Customer Self-Service

Telco Manager Suite

Tealco e-Billing Telco Service Telco Analytics Rate Plan
Manager (TBM) Manager (TSM) Manager (TAM) Advisor (RPA)

e-Service Applications Extended Modules

CSR Markating
Manager Manager

e-Mail Manager Intelligent Assistant

Print Syndication
Manager Manager

The Suite includes the products described below.

Communications Billing Manager — Business, Consumer, and Split
Billing Editions

Siebel Communications Billing Manager is a complete e-billing application for
communications service providers that gives business and consumer customers valuable
and convenient access to their communications bills along with the ability to easily make
online payments. Communications Billing Manager Split Billing Edition contains
powerful rules engines that “split ” business and personal calls or services allowing
service providers to identify and recover personal usage charges by their employees.

Communications Self-Service Manager — Business and Consumer
Editions

Siebel Communications Self-Service Manager enables business and consumer customers
of communications service providers to manage every aspect of their service relationship
online. From a single convenient interface, customers can easily activate and manage
subscriptions, order new products and services, and report and resolve problems.
Business customers are able to complete these activities for individual employees, as well
as company departments and divisions, across the entire organization.
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Communications Analytics Manager

Siebel Communications Analytics Manager is a reporting solution for business customers
that empowers both individual employees and business managers to analyze and
understand their communications costs and usage by investigating and identifying trends
and patterns across multiple views of their own unique organization.

Rate Plan Advisor (RPA) — Business and Consumer Editions

Siebel Rate Plan Advisor is a web-based application that recommends the ideal rate plan
for wireless subscribers in real-time. Individual consumers as well as large businesses can
analyze their actual historical voice/mobile/data usage, find the best-fit rate plans, and
compare the features offered by those plans. With its intuitive wizard user interface, RPA
quickly guides end-customers or customer service representatives through the entire
analysis process. In addition, a service provider’s customer care and marketing groups
can also use RPA to identify pre-churn subscribers, simulate new rate plans, and run
predictive analytics.

1.5 e-Service Applications

Whether customers are visiting an organization’s web site, communicating by email, or
seeking to chat real-time with a CSR, Siebel e-Service Applications ensure the ability to
deliver knowledgeable and exceptional customer service. Driven by sophisticated
intelligence engines and automation technologies, these solutions replicate the knowledge
of an organization’s most experienced personnel, providing timely, accurate responses to
customer inquiries.

e-Mail Manager

e-Mail Manager is an automated e-mail response management system that determines the
intent of the incoming e-mail messages and composes personalized answers that can be
automatically dispatched to customers or routed to service agents for a single-click
review.

Intelligent Assistant

Intelligent Assistant is an advanced natural language-based self-service application that
empowers customers, prospects and customer service representatives (CSRs) to leverage
all of an organization’s knowledge assets -web pages, account data, documents,
databases, existing legacy data sources, and knowledge bases -to quickly and accurately
find answers to their specific billing, account, product and service questions.
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1.6 Extended Customer Service Modules

Siebel Extended Customer Service Modules augment its core online self--service and e-
Billing capabilities and extend them to your customers’ other preferred service channels.
This enables carriers to provide more effective and efficient service regardless of what
channel your customers choose.

Print Manager

Print Manager is a complete solution for data consolidation, visual statement formatting
and design, and print output generation that significantly reduces the cost and complexity
of producing paper bills, invoices and statements. Siebel combined electronic and print
output solution handily solves the challenge of account consolidation avoiding the need
to alter complex back-end legacy systems to present a consolidated account view online
Oor on paper.

Syndication Manager

Syndication Manager is an account content distribution system that handles all the
complexities of securely distributing summary account information to any endpoint,
while also enabling customers to go back to the billing organization’s website to take
advantage of more comprehensive self-service capabilities.

CSR Manager

CSR Manager enables customer service representatives (CSR) to access critical account
data and service-related information and capabilities to effectively service both online
and off line customers.

CSR Manager is a browser-based application that couples traditional customer-facing
online self-service capabilities with CSR-specific features including case management,
facilitating better service at the point of customer contact.

Marketing Manager

Marketing Manager is a personalization, campaign and content management solution that
weaves personalized marketing and customer service messages based on specific account
information throughout the customer self-service and e-billing experience. The browser-
based application facilitates collaboration between internal marketing and customer
service departments as they create, deploy and track the performance of campaigns.
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1.7 Conclusion

Siebel Communications Billing Manager is the proven software platform for scalable,
high-performance self-service and e-billing applications that enable organizations to
manage account relationships with business and consumer customers online.
Communications Billing Manager application solutions:

e Reduce support and processing costs
e Improve operational effectiveness
e Increase customer satisfaction

e Enhance marketing effectiveness

Communications Billing Manager’s out of the box consumer and business applications
for data access, online account composition, analytics, one-to-one messaging, and
business hierarchy dramatically decrease time to market for deploying self-service
solutions. Developed on J2EE technology, the Communications Billing Manager
platform is flexible, extensible, and easy to manage, and is the proven platform for online
consumer and business applications.

Communications Billing Manager leverages available data from transactional systems to
dramatically reduce the costs associated with producing, delivering, and paying account
communications, while simultaneously transforming accounts into dynamic, interactive

self-service and marketing tools.

Communications Billing Manager goes far beyond bill presentment solutions providing
packaged applications with many e-billing features, including online account and
statement composition, payment, business logic, one-to-one marketing, hierarchy,
customer service access, and service messaging with application management.

Communications Billing Manager’s EJB platform architecture has been proven scalable
in production and through independent testing. This is a key differentiator in comparing
packaged solutions.

Finally, because of Communications Billing Manager’s flexibility and methodology, time
to market with a Self-Service for Communications Suite solution is extremely rapid,
stable, and scalable resulting in a total cost of ownership lower than competing or home
grown solutions.
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2.1 Business Processes and Application Logic

The objective of the B2C application is to provide online account management and
customer self service for telecommunications provider’s consumer customers.

The main features of Communications Billing Manager — Consumer are:

e Statements — Consumers can view summary and detailed statements on accounts,
devices, and usage.

e Payments — Consumers can set up payment accounts for recurring and one-time
payments, which historical payment activity for a configurable period of time.

e User Profile Management — Users can manage personal profiles and address books,
user names and passwords, and notifications.

o CSR Management — Siebel’s standalone application for CSR management lets
customer representatives search accounts and impersonate company users.

e Analytics — You create reports with standard account, device and usage reporting
functionality. Advanced reporting and report creation is available in a separate
application (Siebel Communications Analytics Manager).

Details about individual use cases for the various tasks that users perform as part of these
functional areas appear in the next chapter.
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2.2 System Context Diagram

The following diagram shows the main Communications Billing Manager application
functions in the context of the entire system:

Portal

User Requests

A
Authentication &
Customer A/R System Payments Authorization SMTP Server
Server
Authenticated
Payment Requests .
nio e-mail

Payment
Status

Online System

Customer Billing System

Data Files
Payment
Files

Payment Processor

User
Info Payment
Statement Info Info
Info
User Profile Billing Data e-mail Payment Data
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2.3 Navigation Flow Diagram

Login Enroll ST
O |
Home Statement Payment Profile
Top Navigation Level
Dashboard Edit
g g
Summary Phone List Details
Statement Pages
Quickpay Recurring Wallet Activity Reminder

Payment Pages

The Communications Billing Manager uses a simple hierarchical navigation. The
Navigation Flow diagram, above, shows the top levels of navigation, which are

implemented using a horizontal navigation bar with tabs for the top navigation level and
sub-tabs for the next level of navigation.
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2.4 Menu Navigation Diagram

Overview Statements Payments Reports Services Profile Help
Dashboard

Overview Statements Payments Reports Services Profile Help

Summary Charges Usage Unbilled

Overview Statements Payments Reports Services Profile Help
Quick Recurring Payment Payment

Payment Payment Accounts History

Overview Statements Payments Reports Services Profile Help

Reports

Overview Statements Payments Reports Services Profile Help

Pg:zzrjl Password Notifications Address Book

Overview Statements Payments Reports Services Profile Help
FAQs Contact Us Zf)rr:;istiiai

2.5 Communications Billing Manager Ul Site Map

The following diagram shows the overall structure of the user interface (Ul) for a
Communications Billing Manager application:
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TelcoManager Site Map - Consumer, External Facing

T Maragu
Cashboard) summary || charaes venge || wroisen || Susk e persamal || Mensge ||| Menage L
Payment Man DOrtair | |Matitcazams| | Password il

)

I ok

[ ] additional parts of edocs' Telco Applications Slutions
i1 Content provided by the Client Company

2.6 Users

Generally, a few different people use the Communications Billing Manager functionality:

USER NOTES

Consumer User A Communications consumer customer that uses
the B2C application to manage, view reports, print,
edit, add, delete account(s) and telecommunications
devices.

CSR Administrator Internal Communications Customer Service
Representative Administrator that has all associated
privileges, including managing internal users.

CSR This user is the Communications company’s internal
Customer Service Representative that assists the
Communication’s consumer customers with overall
account and device management.
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3.1 About Site Webflows

The site webflows in this chapter describe the essential interaction between the user and
the system. The system is based on Communications Billing Manager and a customizable
set of screens. The User Interface (Ul) consists of a set of screens and navigation
elements with interfaces (APIs) to Communications Billing Manager platform functions,
which provide access to statement and payment information. The user presentation is
driven by a set of HTML templates (Tiles). The navigation and control is driven through
a standard Java framework (Struts).

Each use case specifies a set of activities performed by a user, or other type of actor, to
complete a task. Use cases describe the flow of contingent actions the user takes.

There may be many possible paths through a site webflow:

o The Main Path — This describes the successful completion of the use case without
encountering any exceptional conditions.

e Alternate Paths — These describe one or more related paths through the use case (for
example, add, edit and delete) that are considered not part of the common flow of the
use-case.

o Exception Paths — These describe exception conditions and how they are handled.

A use case may also interact with external systems, which are systems that are outside the
boundary of the Communications Billing Manager implementation.
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3.2 Catalog of Application Logic

This diagram shows how the use cases relate and tie back to the overall application logic
and navigation.
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The following table provides a complete list of the web flows that specify the
functionality and site navigation of the application:

of reports.

REQUIREMENT DESCRIPTION Use CASES
CATEGORY
Enroliment & Enroll users and manage the Enroll As User
Authentication login user session. The Log Lod In To Aoplicati
In To Application use cases is 0g In To Application
a pre-condition for all Log Out Of Application
customer use cases.
Forget Password
Statement Functions related to View Dashboard
Presentment presenting and accessing the )
customer’s statements. View Statement Summary
View Charges for Device
View Usage Detail for Device
View Unbilled Activity for Device
Manage PAB Entry
Print Current View
Download Account Data
Payment Handle user payments. Make One-Time Payment
Set Up Recurring Payments
Manage Payment Accounts — Add Credit Card
View Payment History
Analytics Summarize data in a variety View Report

Download Report

Profile Management

Manage user account and
profile information.

Send e-mail notifications as
appropriate to customer.

Manage Personal Profile
Manage Personal Address Book (PAB)
Manage Password

Manage Notifications

Customer Service

Customer Service Application
that enables critical account
management access and
capabilities to customer
service representatives.

Manage Internal Users
Search for an Account

Impersonate User

System

Tasks required to administer
the application.

Self-Enrollment

SAF Secure Access Framework Use Cases
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Process Recurring Payment

Email Notifications
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3.4 Enrollment and Authentication Use Cases

The enrollment and authentication use cases cover the business requirements for allowing
customers to access the system.

This section describes the following use cases that allow consumers to:

e Login to Application — Access the system as an authenticated user.

e Logout of Application — End user session.

e Enroll as User —Provide user profile information and user credentials.

e Forgot Password — Lets user reset their password.

Log In Ta

Custorer

Logout Of

Application
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Login to Application
telcomanager

Login
Please wse the login araa to login to your account.

Login to your &ccount

User Mame: |

Password: |

L |
Fargot your paseword? Click Here.

if you are a new user, Encoll Mow

Segocs

Name: Login To Application

Brief Description: | Consumer user logs in to the application.

Primary Actor: Consumer user

Main Path: 1. This use case begins when a user navigates to the login page.

2. System displays Login page displaying a form for entering user name
and password.

User enters login information.

3

4. User submits data.

5. System validates data.
6

System displays the Account Dashboard page.

Alternate Paths: 3a) User has forgotten their password and selects the Forgot Password
operation:

1. System invokes Forgot Password use case.

3b) User has not enrolled and selects the Enroll Now operation:
2. System invokes Enroll User use case.

5a) System determines that customer credentials are invalid:
1. System displays a message “Login incorrect: Please try again”
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Standard 1. Authentication of User Name and Password
Features: 2. Forgot Password link
Configuration 1. Messaging instructions around the login form.

Points: 2. Communications Billing Manager ships with a default enrollment and
authentication model for user management. This framework for user
management may be configured via a plug-in to use available systems
for authentication and other user information.

Notes: 1. Default implementation stores the enroliment information within the
Communications Billing Manager application.

Log Out of Application
telcomanager

Logout

You are now logged out

Thank you for managing your aceount onlineg.

Segoce

LOGIN AGATH

Name:

Log Out of Application

Brief Description:

Consumer user logs out.

Primary Actor:

Consumer user

Main Path:

1. This use case begins when the user invokes the logout operation from
the navigation menu.

2. System ends the user’s session

3. System displays a logout message and prompts the user to login again
to the application.
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Alternative 1la) User is inactive on the site for 15 minutes:
Paths: 1. System ends session
Standard 1. Session timeout.
Features: 2. Customer logs out

Login Again link

Configuration 1. Timeout period is configurable.
Points:

Enroll as User

telcomanager

Enrall
If gou ard & few user, plasis ancal

Complete the ftollowing form and click Enroll Mo

* required fields

* User ID |

* First Mane |
Fiddle Imitials

Y LAST MAE

® Aocount |

¥alidation Code

u Date af Birth A imeiddiern)
* Email ID
W * Street Address |
* City

State _‘Sﬁﬂ & Mlate (W
* Zip Code |
* Cauntey
Home Telephone
Business Telephone
Security Question g!"ll.'-f & SEerAy qu:_ll-x!h |
Security Answer |
“Passward |

“Re-type Passward
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Name: Enroll As User

Brief Description: | Consumer user enrolls for online account access.

Primary Actor: Consumer user

Main Path: 1. This use case begins when a user invokes the Enroll Now operation.

2. System displays enrollment screen requesting user to provide the
following information:

a. UserlID

b. First Name

c. Last Name

d. Middle Initials

e. Account Number

f.  Validation Code (optional)
g. Date of Birth

h. Email address

i. Street address
City
k.  State/province (optional if country NOT US or Canada)

—

Zip or postal code

Country

Home Telephone

Business Telephone

Selection for Secret Question (optional)
Secret Question response

- L2 T o 5 3

Password
s. Confirm Password
3. User provides enrollment information.
User submits form data.

System validates the enroliment information via a Validation Code field
from the billing data.

6. System displays an enrollment confirmation.

Alternate Paths: 4a) Username already exists.

System displays a message informing the User that the selected Username
already exists.
5a) User enters invalid information:

1. System displays a user-friendly error message.

5b) System cannot complete enroliment:
1. System displays a user-friendly error message.

5¢) User does not provide required information:
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| 1. System displays a user-friendly error message.

Standard 1. Password confirmation
Features: 2. Required fields

3. Form validation of enroliment fields

Configuration 1. The system can be configured to force a user to change their password
Points: at first login.

2. Additional fields can be added to the profile management page based
on client requirements.

=  Password confirmation

= Required fields

=  Form validation of enroliment fields
= Additional enrollment fields

"  Field validation

= Secret question options

Communications Billing Manager ships with a default enroliment and
authentication model for user management. This framework for user
management may be configured via a plug-in to use available systems for
authentication and other user information

Notes: 1. Default implementation stores the enroliment information within the
Communications Billing Manager application.

2. Sample validation and error messages provided.
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Forgot Password

telcomanager

Forgot Password
Press the submit button to answer the secret guestion,

Enter user details

User Mame

Cegoce

Name: Forget Password

Brief Description: | Consumer user forgets password and systems presents a password

reminder.
Primary Actor: Consumer user
Main Path: 1. This use case begins when a user has forgotten their password and

selects “Forgot Password” feature.

System displays a page requesting the user to enter their username.
User provides username and submits.
System confirms the username exists.

System displays page requesting the user to answer the secret
question associated with the username.

User answers the secret question and submits.

7. System validates the secret question answer to be correct and displays
Password Reset page containing:

a. New password
b. New password confirmation
8. User provides new password and submits.
9. System records new password and logs user in.

o wN

o

Alternative 4a) Username does not exist:
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Paths: 1. System displays error message stating the username is not correct.
7a) System is unable to validate the secret question:
1. System redisplays the error message stating the answer is
incorrect.
Standard User Name and Device along with secret question are standard.
Features:
Configuration It is expected that authentication and validation can be provided via plug-in
Points: to external systems. Fields used in this scenario are configurable based on
security guidelines of the client.
Notes:

3.5 Statement Presentment Use Cases

The statement presentment features lets users to view their account summary and detail
information, including:

e View Dashboard — Consumer User views the dashboard containing a high-level
account overview.

e View Statement Summary — Consumer User views the summary of a statement.
e View Device Summary — User views summary charges for a device.

e View Usage Detail for Device — User views the detail associated with a single
device.

o View Unbilled Activity for Device — User views activity that has been generated
since their most recent billing statement.

e Manage Personal Address Book Entry - User manages contact information for a
specific device number.

e Print Current View - User prints the current view.
e Print Invoice - User downloads the PDF of the selected bill.

o Download Report - User downloads account data.
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“iews Dashboard

wWiews Statement
Surnrmary

wWiews Statement
Detail
“iews tem Detail
Customer \ \
Dovwnload Analyze Detail
State ment
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View Dashboard

telcomanager
LR TR, flalwieend | Payieants | Aeports | PBrofile © Seedoes | Halp

Dashboard
Uger: Todd Bremer  Accoumk: A0GO11006

AcChunl e e i Wikie SLalemsinl m

Uiser: Todd Bramsr

Latest stabeminl Trom 05 F04 /04 Email:
hillaryl@bairn il com

Munthly Servies Charges 45,90

Address: 1200
Usags Chargss 1.29 Computer O,
Cradits/Adjustments/Other Charges 010 | wagthorn
Taxad 4 46

Payment due by 06/03704 Mimwtes Breakdown

Paymenls View Payinmmids

Last 2 Bill Totals
Payment by ACH payimend ab lockbou posted an
Ll Fay 20, Znod
Pravious Balance 7.4
W i FPayment Fostad 57 .24
o0 Adjustments 0.00
.00 Past Due Balance Payable Immediately .00 Weokdays .
Wankrights shd 174
weskends
mired 22 Mobile to Mobile 55
e L TOTAL MINUTES 13
Waakdays sBa
TIE Wasknights arsl Weakands 174
Mabila 1o Hobiks 55
TOTAL MIMUTES B13
Name: View Account Dashboard

Brief Description: | Consumer user views the dashboard containing a high-level account

overview.
Primary Actor: Consumer user
Main Path: 1. This use case begins when the user invokes the dashboard operation or

logins successfully to the application.

2. System displays the Dashboard Screen including an overview and
summary of account information.

3. The user selects to view the statement.

4. System displays the Statement Summary screen for the most recent
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statement date.

5. The user can select to look at any of the displayed items on the account
overview page of the dashboard.

Alternate Paths: 3a) User selects the Edit Profile operation:
1. System displays the Profile page.

3b) User selects to view Payments:

1. System displays the Payment History page for the most recent
payment activity.

3c) User selects to view Analytics:
1.  System displays the list of available reports to the user.

User can also select any of the available tabs

Standard 1. The following components are dashboard modules for Communications
Features: Billing Manager:

a) Account Information Summary
b) Payment Information Summary
c) User Profile

d) User Reports Summary

Configuration 1. Graph format is a configurable parameter.
Points: 2. Account number or device number may be displayed on dashboard
user bar.
3. Additional Siebel products may be integrated and presented on the
dashboard.
Notes: Payment is optional and not all deployments require it, however the

foundation application included with the product does demonstrate its use.

Siebel Communications Billing Manager Application Guide - Consumer Edition | 45



Site Webflows [

View Statement Summary

telcoma nager

Account Summary
Lser: Todd Bremer Accownt: 20011008

oumt Summary

Plaase Seloct Statement Dane | 05004 W

| L= Todd Beermdr

Email:
Statement Summary Costs hillary@tortrngil.com
Total Amount Due #5500 Address: 1200
Memthly Sernce 40,08 | Compuber D,
Usage Charges 1,24 | Westhoro
Cradits, Adjigitimantd & Ohar Chirgei o.lon
Taxss & 4h

Non-Communication Related Charges 0,00 Wi Breakdown

Shared Minutes Used

Markhly Bellover  Ofhes Sharsd Bidledd Balladd
Sarviee Mirutes Hinufges Minutes Charges
A07F-113-5251 §.9% Ida ii8 0,00

ANF-0hZ-000& 39,0% a5 S6 1,00
W Total 49,90 639 174 o o.o0

rovious paymants |

TOTHL BALANLCE FO0 | e horigiits aind 174
Previous Balanoe B7.2% | weskends
Pawrmént by &CH payment ab leckbox posted om May 28, 2004 =57.24 MosBe to Mobils zz

TOTAL MINUTES DL13

Name: View Statement Summary

Brief Description: | Consumer user views the summary of an account.

Primary Actor: Consumer user

Main Path: 1. This use case begins when the User wishes to view the Statement
Summary and invokes the View Statement operation.

2. System displays Statement Summary Screen with summary information
for the most recent statement.

Alternate Paths: 3a) User selects download options:
1. System invokes Download use case.

3b) User selects an alternate billing date:

1. System displays the Statement Summary page for the selected
billing date.

Standard 1. Print Friendly Invoice
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Features: 2. Download Statement (PDF, CSV, XML)
Configuration 1. The format of the statement is configurable based on the client’s billing
Points: format.
Notes: Service consolidation is configurable using multiple data sources, but is not
currently demonstrated by the foundation application sample data set.
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View Charges for Device

telcomanager

Download: FOF s 50 [Frisker Fresl

Device Summary
Uger: Todd Bremears  Accownt: 20011008

Numbar; 407-113-5451 % | StatementDatm: | 05/04/04 w [ sugwir | L Todd Bremer
Email:
hillsrpepbrtrngil com

TOTAL CHARGES FOM: 407-113-5451 $12.69 | Addrecs: 1500
Camgnibas Cor,

-

Penad Prorsted Martdy Ttal
chargs  Charge  Chargs (IR
Basic Flan 0504 -06.03 3,23 3 23 Mimgtes Breskdown
Tatal Minutes  Additional Tatal
Minytes  [hcluded In Hinules Charga
Lised Plan
wWaskdags EEES a4 ]
Wesknights b Weekands 118 118 0.00
W Inchudes:
CALL FORWERRDING MAZ
CALL mOLD
CALL WAITING N/C Weskdays ===
CALLER D MAC | Wiekinigits and 174
CLID PER CALL BLOCK IWeskands
THAEE PARTY CALL MACT Hobils to Mobile 55
TOTAL MIKUTES @13
TOTAL USAGE CHARLES #0.00
Dptiomal Service
Pariod Prorsted Maonthly Total
Charge Charge CThargs
FUGICE MAIL ALERT 0570 - 06503 .00 040
MATIONWIDE TOLL FREE O5/04 -06/03 0.00 0.00
Lodes DISTANCE ACCESE DS -0003 0.0 0.
METWORE ACCESS 05/ 04 < 0EA03 0.00 0.00
COFF-NETWORE ROAM D5/ -06/03 0.00 o.on
:E:EI,ESE WOSICEMALL - BASIC 05,04 - D503 .0d i

Credits J'II||I|l||I'|F-F-|"|. E Dther LCharges

Name: View Charges for Device

Brief Description: | Consumer user views summary charges for a device.

Primary Actor: Consumer user

Main Path: 1. This use case begins when the user navigates to the Charges menu.
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2. System displays charges for a specific device number.

3. User selects to view a specific call detail category and invokes View
Usage for device use case.

Alternate Paths: 3a) User selects an alternate billing date:
1. System redisplays the Charges page for the selected billing date.
3b) User has more than one device and chooses to view another device:
System redisplays the Charges page for the selected device.

3c) User selects download options:
1. System invokes Download use case.

Standard 1. Print Friendly invoice
Features: 2. Download Statement (PDF, CSV, XML)
Configuration 1. The format of the statement is configurable based on the client’s billing
Points: format.
Notes:
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View Usage Detail for Device

telcomanager

Download: |POF (& B0 [Brinbe Fisssdiy]
Device Usage
Ue#r Todd Bramsar  ACcowmnt 20011008
Profile
Wumber: | 407-113-5451 % | aapement Dakn: | 050404 % | SUBMIT | | ygers Todd Bremer
Allf-1li-tadol Email:
page: 1 | 2 | hilsry@hotmail.oom
Address: 1800
s Mascedkd o baseed b 0T
Anpuyni
05/04, 1L:428M Mams 9 Weskdays 0.00
05/05, 0Z106PM  pdocsHO T Weekdays D.00 5
05508, 02:19PM sdocsHO .} Wepkdays 0.00 L
05005, 05:45PM 4-B78- 350 i3 Wankdays p.on | )
0S/D5, 07:25PM 7048430847 3 Wenkdays 0.00 |
0507, 0-3:28PM  pdoosHOD 1z Weskdays 0.00
05407, 0:33PM pdocsHO 2 Weekdays 0.00
0508, (2 478M  TOA-BaT-3011 1 ‘Wesknights gnd Weskands D.ob |
W 0509, 06:01PM 3148783501 18 Wasknights and Waakands 0.00 | L
0509, 0=:44PM  405-478-2057 @ ‘Waeknights and ‘Weekends D.00 |
05/10, 041 34PM pdoosHD Z Weskdays O.00 Waskdays S84
0510, 0 30PM pdocsHD 2 Weskdays 0.00 Wasknights and 174
05510, 06: 31PM  Alsber i Weskdays 000 |wgakands
05412, 12:02PM  B2E-512-2704 1 Weskdays 0.00 | Mohile to Hobile 6z
0512, 05:48PM  Ahster = Weskdays 000 [ roTAL MINUTES ®B13
0%/14, 01:34FM  pdoosHO & Wenkdays o.on '
05016, 12:20PM  TOa-fa7- 1 ‘weaknights and Weskands 0.00
0516, 12:21PM Hama & ‘'Wasknights and Weskends 000
0516, 0E:43PM  JL4-B05-2131 16 ‘wWeeknights and Weekends 0.00
05416, 09114PM 405-470-S857 a7 ‘Weeknights and wWeeksnds 0.00
0940, 15:50PM  Fod-BaT-3711 -} Weskdays 0.0
0S8, 01:04PM 7084732 19 Wankdays 0.00
05/18, 02:55PM 7048473241 1 Weekdays 0.00
05/19, 01:59FM  BEOQ-404-054] 2 Weekdays 0.00
05421, 0d:14PM Alstar 4 Waphdays 0.00
DE/EL, 06:55PM  Algher 1 Wankdays n.an
023, 07:43PM 314-B7E-3501 28 ‘Wasknights and Waskends 0.00
Name: View Usage Detail for Device

Brief Description: | Consumer user views the usage detail associated with a single device.

Primary Actor: Consumer user

Main Path: 1. This use case begins when the user selects the view usage detail
operation for a specific device.
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2. System displays the usage detail information for the selected device and
call detail category.

Alternate Paths:

3a) User selects an alternate billing date:

1. System redisplays the Charges page for the selected billing
date.

3b) User has more than one device and chooses to view another device:
1. System redisplays the Usage page for the selected device.
3c) User selects download options:

1. System invokes Download use case.

Standard 1. Download (PDF, CSV, XML)
Features: 2. Paging/Sorting
3. Personal Address Book
4. Printer Friendly
Configuration 1. The number, type, and ordering of call detail columns.
Points: 2. Initial sort order for each column (ascending or descending).
Graph type.
Notes:

Siebel Communications Billing Manager Application Guide - Consumer Edition | 51



Site Webflows [

View U

telcomanager

nbilled Activity for Device

| Overview SAFTTETUE Payimsents | Auports | Profile | Services | Hulp

edocs

Downlosd: C5V & B0 [Fristes Pl

Unbilled Activity
User: Todd Bremer  Accowunt 20011008

Eaarch for Device Number: | | Ler Todd Bremsr
Minutes Used since Last staternent | Email;
Frak Minutes 4% | hillary @bt ail.oom
Wik aned Minbes oz | Mddress: 1300
Total Minutes: il | omeviter Dr,
(e
1900-01-03 04112 123-4568-1111 Ohe Areiin e lgcal 45 "l ki
nutes Breakdowm
1900-01-01 O5:07 123456-2111 Ohr 1rmin Ssec local &5
Er
u
a
Weekdays ExL
weskreghts and 174
Weekands
Miabis to Mobile 55

TOTAL MIKUTES BDI3

Name:

View Unbilled Activity for Device

Brief Description: | User views activity that has been generated since their most recent billing

statement.
Primary Actor Consumer user
Main Path: 1. This use case begins when the user selects the View Unbilled Activity
operation.
2. System displays the Unbilled Activity page including the following
information:
a. Summary of Unbilled Activity
b. Detail generated since the most recent hilling statement.
Alternate Paths: 2a) User has more than one device and selects to view a different handset:

1. System redisplays the Unbilled Activity page.
2b) System is unable to retrieve Unbilled Activity:

1. System displays a message informing the user that the
unbilled data is unavailable at this time.
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Standard 1. Download (PDF, CSV, XML)
Features: 2. Paging/Sorting
3. Personal Address Book
4. Printer Friendly
Configuration 1. The number, type, and ordering of call detail columns.
Points: 2. Initial sort order for each column (ascending or descending).
Notes:

Manage Personal Address Book Entry

telcomanager

Payiaits | Reports BT T Carvicas | Halp %

Personal Address Book
Users Todd Breames  Accownt: S0011008

Swarch: | SEARCH
Flaase Chek thae ADD Bulton to add an Addeess Book antry __ApDs
fdd Entry
BLIAS HAME EHOHNE HUMBER HMANAGE ENTRT
Jaan Joan Rahnsan 503-258-4402 Edit | Dglate
Adrian Adrian Lazesr AE0-673-8799 Edit | Dalnts
Wiesher Aliskar Green ANT-062-000 Edit | Colabe
L] Todd Todd Miller BE0-547-3993 Edit | Delats
M. Marma Milles 704 -57&-TOEL Edit | Dglats

W edarEHG Concall Humbes 740214700 Edit | Delete

* Fhone Humber
* Alias
i e
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Name: Manage Personal Address Book Entry

Brief Description: | Consumer User manages contact information for a specific device number
from a detail screen

Primary Actor Consumer user

Main Path: 1. This use case begins when the user selects a screen that allows for
Personal Address Book entries

User selects a device number within the details section
System displays a form to enter the PAB details
User enters the information and submits the form

System stores an association between the details and selected device
number

6. System displays the alias/name in substitution for the device number.

o r LN

Alternate Paths: 2a) Customer selects an existing name from within the usage details.

1. System displays the existing details that are associated with the
number.

User edits or deletes the details and submits the form.
System associates the new details to the device number.
System displays the alias/name in substitution for the device

number.
Standard 1. Personal Address Book entries contain the following fields
Features: a. Friendly Name/Alias
b. Name

2. The following pages contain PAB functionality

a. Usage Details
b. Unbilled Calls
c. Any CDR level Report
Configuration 1. Additional fields can be added to the PAB entry form based on client
Points: requirements.

2. The application can support the display of both the number and the
name at the same time.

It is possible to add a PAB icon based on a client’s site guidelines.

Show/Hide Names is a toggle button option that may be configured on
any PAB screen.

Notes:
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Print Current View

telcomnanager

Account Summary
Useet Todd Brames  Accownt: 20011008

P s Todd Beogmer

laase Seloct Statement Dage: | 05004

Email;
Statement Summary Costs hillary@hotrmail.com
Total Amount Due §55.00 Address: 1500
Morthly Serace 49,94 | Sompubsr [,

] THM - Prind - Microsaft Internet Txplorer

Account Deted for Aocowent: B001 1008 ax of 0504 0+

Slatement Summary Costs

Total Amount Due $55.81
Manthly Sarvics 49,98
Lgages Chargsi 1.Z29
Cradits, Adjustinants B Othes Chargaes @.1o
Tazes 440
Mon-Commumcatson Refated Charges @00

Shared Minutes Used

Manikly Serece Eollovwar Meubas Caher Sharad Minubes Billed Minutes Bilad Chargas
407-113-5451 @09 244 iis .00
407020808 39.0% 398 5& .00
Taotal 4058 B3 174 o o.mi

Previous Payments

TOTAL BALANLEE 40,00

Frevious Balance §%.24

Paymant by ACH payment ot lockbos posted an May 28, 2004 57,24
Name: Print Current View

Brief Description: | User prints the current view.

Primary Actor: Consumer user

Main Path: 1. This use case begins when the user selects the Printer-Friendly
operation on a given screen.

2. System opens a new window and displays a printer friendly version of
the current view.

3. System displays a print dialog box to the user.
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4. User selects the print settings in the print dialog and submits the print
request.

5. User closes the printer friendly version and returns to the application.

Alternate Paths: 2a) User closes the printer friendly view and returns to the original view:

1. System does not send anything to the printer and leaves the user
viewing the application.
4a) User closes the print dialog:

1. System does not send anything to the printer and leaves the user
viewing the printer friendly page.

Standard 1. The following screens have the Print Friendly option:
Features: a. All Reports

b. Invoice Summary

c. Call Details

Configuration
Points:

Notes: 1. Printer Friendly pages do not have any of the navigation information.

2. The page sent to the printer is in greyscale.
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Download Account Data
telcoma nager

Downioad: =5V % G0 [Pricte Fries

Acoount Summany

User Todd Bremer  Accownt S0011008

Plasse Selact Statement Date: | 05/04/04 w | | sueerm | U Todd Bremer
Email;
Statement Summary Costs hillarp@hotrmail .com
Total Amount e §55.00 Address: 1500

4908 | Compubsr G,
1.24 westhorn

oo
Ta ? Ewﬂn_:phmm#mhl |1 ¥ s inlenstion below AAE
"h.f" looiks puapicious, o pou do not Tully i The mowce. do nol opsn o iy

Eavn Thix Ml 000 s tinutes Breakdmwn
File raamez: diowardoad sy

u Fie ypm Mool Exred Comms Separated Yaues Fie F L
From b Balled
Chargss
20 0,00 i
a0 0,00 ’
L

W T w'ould pou Bes B open the = o sevs | 1o yous compuier? 0.on
|| | | Concel | [ Mueiwin |

| Dipezny 5ave
E " i _ Weekdars -4
0.0 weskraghts and 174
Prewious Balarce T2 | weakends
Pawment by ACH payment at lockbox posted on May 28, 2004 57.24 Hobie to Mokile =5

TOTAL MIKUTES ©O13

Name: Download Account Data
Brief Description: A Consumer user downloads account data.
Primary Actor: Consumer user
Main Path: 1. This use case begins when User downloads account data and

selects the download function.
2. System requests user to select data type.
3. User selects the appropriate data type.
4. User confirms selection.
5

Systems display the standard file save or open dialogue box.

Alternate Paths: 4a) User cancels selection

1. System returns user to previous location.

Standard Features: 1. Dynamic PDF

2. XML data format
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3. CSV data format

Configuration Points | 1. Generation of other formats using XSL

2. Columns of data to be downloaded

Notes: 1. Downloads are available within:
a. All Reports
b. Call Detail
Unbilled Detail

d. Account Summary

3.6 Payment Use Cases

The payment features provide the business requirements for allowing customers to pay
charges from their statements. These user-level use cases specify the functionality
required to satisfy these requirements in such a way that Communications Billing
Manager can be configured, rules defined, screens developed, and any custom code
developed to fulfill the use cases.

This section describes the following functionality:
¢ Make One-Time Payment — Consumer user makes a one-time payment.

e Set Up Recurring Payments — Consumer user configures rules to pay charges
automatically on a monthly basis.

e Manage Payment Accounts — Consumer user can set up and manage multiple
payment accounts for use in account/statement payments.

o View Payment History — Consumer user views a their payment activity.
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Make One-Time
Fayrment

Set Up Recurring
Fayrmerts

Manage Payment

Manage Payments

o \\

“iewy Payrnernt

Manage Payment
Rerminder

Acdivity
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Make One-Time Payment

teicomanager

User: Todid Bremas  Accawnt: 0011008

Payment Account Davids Bank

(=1 Tetal rmount dus $55.83
() Specified amount of § oy

¥ M ¥
Doue Diabs i D6Z6,/0d s F! Wi e R
- M E T oE 1
Pay Db |LLDS2004 | (MM /v vpy) S0 | Eimem
s 1 @ 8
[I oty He by email when a payment oocurs TR
| e Local nbraret
__BuBMIT | =

edoss

Name:

Make One-Time Payment

Brief
Description:

Consumer user completes an online payment

Primary Actor:

Consumer user

Main Path:

1. This use case begins when a User selects the One-Time Payment
operation.

2. System displays One-Time Payment screen, which allows the user to
provide the following information:

a. Payment Amount — Amount due or entered by user.
b. Amount to Pay (defaults with Amount Due amount)
c. The Payment Account:

i. An enrolled Payment Account
d. The Payment Date
e. eMail Notification option

3. User makes payment selections using an enrolled payment method and
submits.

4. System displays confirmation requesting the user to confirm the payment
details along with appropriate terms and conditions (if applicable).

5. User confirms payment data.
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6. System processes payment.

7. System validates the request and displays a Payment Confirmation
screen with the message of the form “You have scheduled a payment in
the amount of <amount> from account <Account Alias> on <date>.

Alternate Path: 1a) User has not enrolled for Payment
1. System sends user to Payment Account screen for enroliment.
3b) User enters invalid information

1. System prompts the User to review the information and does
not accept the transaction.

3b) User has setup a previous recurring payment

1. User is presented with a message warning them of a possible
double payment and allows the user to cancel.

3c) User makes payment selection and chooses a new bank or credit card
account

1. System displays the payment page allowing the user to enter a
new account bank or credit card account along with agreeing to
the terms and conditions of online payments. System carries
over the previously made payment amount selection as an
editable item.

2. User makes final selections and submits.
3. System displays confirmation page
4a) System determines one or more pieces of information is/are invalid.

1. System displays One-Time Payment page with appropriate
error messages. The user can correct the errors.

Standard 1. Date validation
Features:
Configuration 1. The system can display any payable billing entity based on the client's
Points: permission to process payments accordingly.
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1. The effective date will be calculated based on the system date assuming
that the payment should be completed by a specific time in the day in
order for it to be processed that day and effective on the next day.

2. System checks if One Time Payment is scheduled during a Recurring
Payment window. If a Recurring Payment is scheduled, the system will
warn the user that a Recurring Payment is scheduled on date X and that
by confirming payment on this screen, a double payment could be made.

3. Payment processing is assumed to occur only on business days.

Set Up Recurring Payment

telcomanager

Drrarviaw  Slabonsent S

Fecurring Payment
User; Todd Bramas  Accannt: S0011008

Selup Recu Payimets

From Payment Account | Davds Bank w0

(23 Totsl amount
(% Totsl amount with & threshold of §100.00

{you will be notfisd by s-mail if amourt sxcesds desrsd threshold)
3 Fixed Smount of § 100,00

3 Calendas

Tradveler Dale

Transfer Date e B o B

o . busingss daws before dus date mm
- ®ionthe |1 ™  of avary month i r
Effective Feriod [Blwu s

23 Until Caneabed CHEA AR R TR

d (=1 Far |10 nkd - Dttt
E Dﬂs i 0 [y o mam 7.
2 Unkil Date (1102004 |G MMAddvpry

FHotificatiom me“

|_|rvll:||:r;'|' by =-mail when a payment coours

SURHEIT CANCEL |

Name: Setup Recurring Payment

Brief Description: | Consumer user intends to pay charges automatically on a monthly basis.

Primary Actor: Consumer user

Main Path: 1. This use case begins when the User selects the Recurring Payment
operation from the navigation menu.
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System displays the recurring payment form to the User.
User selects an established payment account.

User selects Payment Account (defaults to a single Account), Payment
Amount preferences, Transfer Date and Effected period preferences for
the new recurring payment and submits form.

5. System displays a confirmation page requesting the user to confirm the
recurring payment.

User makes their selections and submits.

System validates information and stores the recurring payment and
adds recurring payment to list of scheduled recurring payments.

8. System redisplays the recurring payment page, if successful, and
provides the User with a confirmation message..

Alternative 2a) User has an existing recurring payment set up.

Paths: 1. System displays the recurring payment page allowing the user to edit
the existing payment account, change to a new payment account, or
cancel the existing recurring payment.

3a) User selects to use a new credit card or bank account and submits.

1. System displays the Payment Account page, allowing user to
execute the Payment Account operation.

3b) User navigates to another page before submitting
1. System does not record the recurring payment set-up.

4a) User enters invalid information
1. System prompts the user to review the information and does not
accept the transaction.
7a) User enters a recurring payment that conflicts with an earlier scheduled
recurring payment.

1. System displays a notification that a conflict exists with the new
payment and a scheduled recurring payment and notifies the user
that if the payment is scheduled, a double payment could occur.

a. User selects option to confirm or cancel payment.

Standard 1. Multiple payment accounts.
Features: 2. Payment Amount Options:
a. Total Amount Due
b. Total Amount Within Threshold
c. Fixed Amount
3. Payment Date
a. X number of days before due date
b. X day of the month
4. Recurring Payment Duration

a. Until cancelled
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b. X number of payments
c. Until X Date

5. Email notification of payment event

Configuration
Points:

1. Recurring payment options may be suppressed or read-only.

Notes

1. Once the user has configured a recurring payment, a return to this page
shows the recurring payment the user set up along with the ability to
edit or cancel the recurring payments.

2. If arecurring payment has been schedule on an account and is
conflicted with a newly set up recurring payment, the system displays a
warning message and allow the user to correct/delete recurring
payment conflict.

Manage Payment Accounts — Add Credit Card

teicomanager

etoss

Payment Account
Users Todd Brames  Account: 80011008

Description Bank hame Account Ma.

Dawads Bank bank MAMEMETRY gdit | gelate

Dawsds Bank bk HHHHETRY edit | delate
Mick Mams

fcoount Nurnber
Account Mame

Accourt Type | Mastercard 30
Expire Diate Format MM ypyy
Enparas Duybe:

CWY Code |
Strest
City
State
ZIF code
Country
-

Name:

Manage Payment Accounts — Add Credit Card

Brief Description:

Consumer user adds credit card
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Primary Actor: Consumer user

Main Path: 1. This use case begins when the user selects the Payment Accounts
operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete those accounts.

3. User selects to a add credit card account.

System displays the form to add a credit card account that contains the
following fields.

a. Account Nick Name
Account Number
Account Name

Account Type

Expiration Date

Card Verification Number (CVV)
Name on Card

Street Address (Line 1)
City

j.  State/Region or Province
k.  Zip/Postal Code

I. Country

Se@ 0o oo T

5. User enters the information and submits the form.

6. System validates the information as being correct and updates the list
of payment accounts.

Alternate Paths: 3a) User selects to add a bank account:
1. See separate use case.

3b) User selects edit credit card account:
1. See separate use case.

3c) User selects edit bank account:
1. See separate use case.

3d) User selects delete credit card account:
1. See separate use case.

3e) User selects delete bank account:
1. See separate use case.

3f) System is unable to validate the information:

1. System displays error message to user informing them of the
specific issue.

Standard 1. Add, edit, delete bank or credit card accounts
Features: 2. Form validation
Configuration 1. Additional payment methods can be configured via the payment

cartridge framework.
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Points: | l

Notes
been setup to use that account are deleted.

1. If a user deletes a payment account the recurring payments that have ‘

Manage Payment Accounts — Add Bank Account
telcomanager

Payment Account
User: Todd Brames  Accant: 30011008

Description Bank Mame Recount fa. Actinns

Daweds Bank bank HEMHHETEY wdit | delets

Diaweds Bank bk HHMHATHS edit | delete
Higk Marm |

Acoount Hame |
& poount Numiber

Routimg Transit

[_sussrr |
|
Sedoss
Name: Manage Payment Accounts — Add Bank Account

Brief Description: | Consumer User adds a bank account

Primary Actor: Consumer User

Main Path: 1. This use case begins when the User selects the Manage Payment
Accounts operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete those accounts.

User selects to add a bank account

System displays the form to add a bank account that contains the
following fields.

a. Account Nick Name
b. Bank Account Name

c. Account number
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d. Routing Transit number
5. User enters the information and submits the form.

6. System validates the routing information as being correct and updates
the list of payment accounts.

Alternate Paths: 3a) User selects to add a credit card account.
1. See separate use case.

3b) User selects edit credit card account.
1. See separate use case.

3c) User selects edit bank account.
1. See separate use case.
3d) User selects delete credit card account.
1. See separate use case.
.3e) User selects delete bank account.
1. See separate use case.
6a) System is unable to validate the information.

1. System displays error message to user informing them of
the specific issue.

Standard 1. Add, Edit, Delete Bank or Credit Card Accounts
Features: 2. Form validation
Configuration 1. Additional payment methods can be configured via the payment
Points: cartridge framework.
Notes: 1. If a user deletes a payment account the recurring payments that have

been set up to use that account are deleted.
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Manage Payment Accounts — Edit Credit Card

telcomanager

Payment Account
User; Tedd Bremas  Account: S0011008

Current Poyemend &CCounts

Description Bank Mame Account Me. Actions
Diads Wisa credibcard HHMMHETED gdif | gelets
Dawids Wisa oreditcard HHHMHETRS edit | dalete
Drawads Bank bank HEHAHATAS edit | delxte
Dawsds Bank bk PG T A Y wdit | delaty

Mick Mame | Davids Visa
Acocount Nurmber | 33456789
Hccoyrd Hams | National Card
fccourd Type | Mastarcard (W
Expire Dats Format MM ypry
Experd Doats | fg05

CWY Code | 123
W Street| 12 Broadway
City | Boston
State | W
ZIF code | 02118

Cousttry |_|5.|:|,

-

Name: Manage Payment Accounts — Edit Credit Card

Brief Description: | Consumer User edits existing credit card information

Primary Actor: Consumer User

Main Path: 1. This use case begins when the User selects the Payment Accounts
operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete accounts.

User selects to edit an existing credit card account information

System displays the form to edit a credit card account that contains the
following fields.

a. Account Nick Name
b.  Account Number

c. Account Name

d. Account Type

68 | Siebel Communications Billing Manager Application Guide - Consumer Edition



Site Webflows [

Expiration Date

Card Verification Number (CVV)
Name on Card

Street Address (Line 1)

City

j.  State/Region or Province

k. Zip/Postal Code

. Country

S @e = o

5. User edits the information and submits the form.

6. System validates the information as being correct and updates the list
of payment accounts.

Alternate Paths: 3a) User selects to add a bank account.
1. See separate use case.

3b) User selects add credit card account.
1. See separate use case

3c) User selects edit bank account.
1. See separate use case

3d) User selects delete credit card account.
1. See separate use case

3e) User selects delete bank account.
1. See separate use case

3f) System is unable to validate the information.

1. System displays error message to user informing them of the specific

issue
Standard 1. Add, Edit, Delete Bank or Credit Card Accounts
Features: 2. Form validation
Configuration 2. Additional payment methods can be configured via the payment
Points: cartridge framework.
Notes: 1. If a user deletes a payment account the recurring payments that have

been set up to use that account are deleted.
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Manage Payment Accounts — Edit Bank Account

telcomanager

Payment Account
User: Tedd Bramer  Accownt: S0013008

Deseription Bank Mame Accownd MNa. Actiois

Daweds Wisa creditcard R ETHY EAI | gelele
Daweds Wisa predibcard W HETES mdit | gelade
Diawsds Bank bl HEHHEATAS mdit | Gelebe
Dawicly Bank hank HEMHETHY adit | dalets

Hick: Name |Diavids Bank
Booount Name | &eeant §
Aesnunt Numdnr | 123456769

Routwg Transt 1opoopoor

=
Sebgr
Name: Manage Payment Accounts — Edit Bank Account

Brief Description: | Consumer User edits existing bank account information

Primary Actor: Consumer User

Main Path: 1. This use case begins when the User selects the Payment Accounts
operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete accounts.

3. User selects to edit an existing bank account information

System displays the form to edit a bank account that contains the
following fields.

a. Account Nick Name
b. Bank Account Name
c. Account number
d. Routing Transit number
User edits the information and submits the form.

System validates the routing information as being correct and updates
the list of payment accounts.

Alternate Paths: 3a) User selects to add a bank account.
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1. See separate use case.

3b) User selects add credit card account.
1. See separate use case.

3c) User selects edit credit card account.
1. See separate use case.

3d) User selects delete credit card account.
1. See separate use case.

3e) User selects delete bank account.
1. See separate use case.

3f) System is unable to validate the information.

1. System displays error message to user informing them of the specific

issue
Standard 1. Add, Edit, Delete Bank or Credit Card Accounts
Features: 2. Form validation
Configuration 1. Additional payment methods can be configured via the payment
Points: cartridge framework.
Notes: 1. If a user deletes a payment account the recurring payments that have

been set up to use that account are deleted.
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Manage Payment Accounts — Delete Credit Card
teicomanager

Payment Account
Lser: Todld Bramer  Accowunt: SN0LI008

Description Bank fWane Account Ma. Actions

Daeids Wisa creditcard HEHHHETES wdit | gelets
Dawids Wisa prediboard HHHEHETES edi | gelete
Daweds Bank btk HEEE TS ot | gadebe
Dauds Bank bk EEROOET Y wdit | deleis

Hick Hame Davids Visa
Accout Rumber X0 b 1D
Actount Hame Mationsl Card
Bepount Typs Mastereend
Expire Date 09,05
CVV Code 122
Street 12 Broadway

%:: i oy Baston
Etats MA

ZIF code DZ1EA
Counkry LF58

[=mEmovE_|

Name: Manage Payment Accounts — Delete Credit Card

Brief Description: | Consumer User deletes credit card account information

Primary Actor: Consumer User

Main Path: 1. This use case begins when the User selects the Payment Accounts
operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete accounts.

3. User selects to delete an existing credit card account information

System displays a screeen to confirm deletion of bank account that
contains the following fields.

a. Account Nick Name

Account Number

Account Name

Account Type

Expiration Date

Card Verification Number (CVV)

~ 0o 2 oo
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g. Name on Card
h. Street Address (Line 1)
i. City
j.  State/Region or Province
k. Zip/Postal Code
. Country
User confirms the deletion and submits the form.

System validates the routing information as being correct and updates
the list of payment accounts.

Alternate Paths: 3a) User selects to add a bank account.
1. See separate use case.

3b) User selects add credit card account.
1. See separate use case.

3c) User selects edit credit card account.
1. See separate use case.

3d) User selects edit bank account.
1. See separate use case.

3e) User selects delete bank account.
1. See separate use case.

3f) Client cancels the deletion, and does not confirm the deletion.

Standard 1. Add, Edit, Delete Bank or Credit Card Accounts
Features: 2. Form validation
Configuration 1. Additional payment methods can be configured via the payment
Points: cartridge framework.
Notes: 1. If a user deletes a payment account the recurring payments that have

been set up to use that account are deleted.
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Manage Payment Accounts — Delete Bank Account

telcomanager

wack Fagriant R ing Paymers gt Higs

Payment Account

User: Todd Brémas  Acceunt: S0011005

Description Bank Mame Account Mo,
Dawsds Wisa eredibeard HHMETAD edit | delete
Dawds Wisa crediboard WHHNHETES edit | gheiste
Dawsds Bank banik EEHEATAS adit | it
Dawecli Bank bank ARG TR wdif | delats
Mick Mame! Davids Bank
Account Name: Account 1
Acoount Nurmbes; K08 7S
Routing Trangk: 100000007
< AEMENVE l
Sidoss
Name: Manage Payment Accounts — Delete Bank Account

Brief Description: | Consumer User deletes bank account information

Primary Actor: Consumer User

a.
b.
c.
d.

the list of

Main Path: 1. This use case begins when the User selects the Payment Accounts
operation from the navigation menu.

2. System displays a list of existing payment accounts and the ability to
add/edit/delete accounts.

User selects to delete an existing bank account information

System displays the form to delete a bank account that contains the
following fields.

User edits the information and submits the form.
System validates the routing information as being correct and updates

Account Nick Name
Bank Account name
Account number
Routing transit number

payment accounts.

Alternate Paths: 3a) User selects to add a bank account.
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1. See separate use case.

3b) User selects add credit card account.
1. See separate use case.

3c) User selects edit credit card account.
1. See separate use case.

3d) User selects edit bank account.
1. See separate use case.

3e) User selects delete credit card account.
1. See separate use case.

3f) Client cancels the deletion, and does not confirm the deletion.

Standard 1. Add, edit, delete bank or credit card accounts
Features: 2. Form validation
Configuration 1. Additional payment methods can be configured via the payment
Points: cartridge framework.
Notes: 1. If auser deletes a payment account the recurring payments that have

been set up to use that account are deleted.

View Payment History

telcomanager

m Payrsenis

Payment Activity
User: Tedd Brames  Acesunt: 30013008

110002042733 11/0%/2004 p Bk ] {i} peaed
109945514705 100042004 F5.53 L] scheduled it - cangel
10RRGTE055615 1105004 5583 S pad

Cedocs
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Name:

View Payment History

Brief Description:

Consumer User views a list of all payments activity for a configurable time
period.

Primary Actor:

Consumer user

Main Path:

1. This use case begins when the user wishes to view payment activity
and selects the Payment History operation.

2. System displays Payment History Screen that shows the scheduled
(pending) payments and historic payment information including the
current status.

User chooses to cancel a scheduled payment.
System requests user to confirm the operation.

User confirms.

o g &~ w

System cancels the pending payment and displays the updated list of
payments.

Alternate Paths:

3a) User selects an Action (edit or delete) on a scheduled/pending recurring
payment

1a) Edit - System displays the edit recurring payment page
i. System takes user to Edit Recurring Payment page

ii. User updates recurring payment information and
submits (information is pre-populated in form).

iii. System validates edited recurring payment details
and requests confirmation

iv. System displays edited recurring payment details on
Recurring Payments page

1b) Delete - System displays a delete pop-up and requests
confirmation

a) User confirms or cancels delete action

b) System displays delete confirmation pop-up or
cancels delete action and the Recurring Payments
page is redisplayed.

3b) User invokes the cancel operation on a payment.

1. System requests user to confirm and informs them that this
operation will cancel the pending one-time or recurring payment
schedule they have selected.

3c) User invokes the edit operation on a pending payment
1. System displays the payment details with the editable fields.

2. User edits the information and submits the form.

Standard
Features:

1. Edit
2. Delete
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Configuration 1. Number of month’s history presented.
Points: 2. Initial sort order for each column (ascending or descending).
Notes 1. Avrecurring payment is a schedule of payments to be made. Once
recurring payments are processed they become pending payments

Manage Payments — Scheduled Payments
telcomanager

Owarviaw  Flabment 84

Recurring Payment
Usmr: Todd Bramas  Acceent: S0011008

Selup Recurring Paymets

From Payment Account | Dawds Bank w

(0 Tetal amsnunt
(%) Total amount with & threshodd of §{L00.00|

{you will be notffied by s-mail if amourt exceeds desred threshold)
3 Fixed Srmount of § 100200

Transfer Date

00 | business days before dus date
®onthe |1 %
Effective Period

of ayary manth

(23 Linkil Caen sl
(1 Far {20 Py Nk
(73 Linkil Dads BRI My y

etoss

rotifec atianm

|_|rvll:||:i'5'|- by =-masil when 8 payment coours

_sumwry | [ camce ]

Name: View / Edit / Cancel Automatically Recurring Payment

Brief Description:

User views, edits, or cancels a scheduled recurring payment

Primary Actor:

User of type: Customer User, User Admin

Preconditions

1. The user has already at least one account in the wallet.

Main Path:

1. User selects Payment History

2. System displays Payment History page

3. User selects the option to / Edit / Delete a scheduled payment
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4. System displays the Recurring Payment page, with the information
already filled

5. User modifies all necessary information to update the recurring
payment and selects to continue:

6. System validates the request and displays a Payment Verification
screen.

7. The user confirms the information
8. System displays a confirmation page

System stores Automatic payment information in the database and
redisplays recurring payment page

Alternate Paths: 4a) The user does not have an automatic payment scheduled.

1. The system triggers the Payment Account use case.
5a) The user selects to Cancel the Automatic payment

1. The system displays a Payment Cancellation page.

2. The user confirms the intention to cancel the automatic
payment

3. The system deletes the automatic payment and its future
occurrences and displays a Payment Canceled confirmation

page.
6a) User cancels the current request

1. The system displays the Recurring Payment page
7b) User entered invalid information

1. System prompts the User to review the information and
displays the “Schedule a Recurring Payment” page with the
information the user had previously entered

2. User corrects information

3. Resume use case at step #6 of main path.

Configuration: 1. Automatic payments can be set up for all invoice types, including
statements.

2. CSR users (regardless of role) cannot setup automatic payments by
default.

3. “Upon Receipt” option will schedule payments to be made one day after
the batch process to schedule payments has been executed.

4. There is no “Due Date” for an invoice or a statement. Therefore the
Due Date will be calculated as

a. Invoice Date + Payment Terms.
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Manage Payments — Cancel Scheduled Payment

telcoma nager
k= =T -1 ¥ 1 r - st & . Fl"mm
Cancel Payment
Usmrs Todd Bremer  Accawnt: SI01I008
Bilirg &cocunt BOO11000
Payment fooount Davids Bark
Pagmant Amaunt 55,83
Pay Dote 11,/08/2004
Ragiiocs
Name: Cancel/Delete a Scheduled Payment

Brief Description: | Customer cancels a payment scheduled in the future

Primary Actor: Customer of type: Customer User, Customer Administrator

Prerequisites 1. The user has at least one payment scheduled in the future.

Main Path: Customer selects main navigational item for Payment
User selects the “Payments Activity” operation
System displays the scheduled payments

User selects to delete a payment.

a M 0 dp e

System displays a confirmation page for the deletion of the following
scheduled payment (payment data)”

The user confirms

7. The system displays a confirmation message

Alternate Paths 4a) User selects to change a payment
Please see edit use case.
4b) User cancels the current request
1. The system displays the main Payment Activity page

Siebel Communications Billing Manager Application Guide - Consumer Edition | 79



Site Webflows [

6b) User entered invalid information

1. System prompts the User to review the information and
redisplays the page with the information the user had
previously entered

User corrects information

3. Resume use case at step #6 of main path.

6c) User decides to change information
1. User selects “Edit”

2. The system displays the requested payment page with the
information the user had previously entered.

3. Please see the Edit use case

Notes:

There can be only one automatic payment per payer. Deleting a scheduled
payment removes the recurring payment, there is no ability to skip an
automated payment by using this feature.

Manage Payments — Change Scheduled Payment

telcomanager

etoss

OO Raeparts | Brofile | Services | Halp

QuickPay

User: Todd Brames  Accownds 0011008

Payment Account | Davids Bank =

= Total amounk dun $55.83

() Specifed smount of § 5583

Doue Dake 15 BE2E04
Pay Dabe  |[LL0B/Z004 | MM/ yyy s 51

urvl-:ltrh- He by email when a payment ooours
GLUBHTT

Name:

Change a scheduled payment.

Brief Description: | Customer changes a payment scheduled in the future

Primary Actor: Customer of type: Customer User, Customer Administrator
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Prerequisites 1. The user has at least one payment scheduled in the future.
Main Path: 1. User selects the Payment History operation
2. System displays the scheduled payments
3. User selects to change a payment.
4. System displays the requested payment page of the form “you are

about to change the following payment (payment data) ”

o

The user changes data and confirms

The system displays a confirmation page of the form “You have
changed the payment (payment data)”

Alternate Paths 4a) User selects to delete a payment
1. See separate use case.

4b) User cancels the current request
1. The system displays the Payment History page

6b) User entered invalid information

1. System prompts the User to review the information and
redisplays the requested payment page with the information
the user had previously entered

2. User corrects information

3. See separate use case.

Notes: There can be only one automatic payment per payer. Changing a scheduled
payment may be done but there may a lock-out window to prevent
contention when payments are processing, there is no ability to skip an
automated payment by using this feature.

3.7 Analytics Use Cases

Communications Billing Manager lets you create the following report:
e View Report — Consumer user views various device level reports (screenshot shown)

o Download Account Data — Consumer user can download report data
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View Report
teicomanager

Eabe Perigd
Waakdays

Mifies by réate periad for 407F-113-545) Hinitas By Called Mumbar

Payisents BCTCTL S Brofile

Downlosd: | S5V | (B0 [Frinker Fisndiy|

Device Reports
User: Tedd Bramer  Accownt: 20011009

Smlegt Report Type

Statement Date! 05l 0 |
L e CTTOTITTEE s
Hinifsd by Bats Panigd

Uigign by Bata Parigd

Cals by Rats Panod

Lisasge by Deshination

Top 10 Most Expensive Cals
Usage by Called Number

‘weakrughts and Weskends Callz by Called Mumber 118
Taotal Cails by Dastinakion 367
Hinutes by Destination
Top 10 Longsst Calis
Name: View Report

Brief Description: | Consumer user views a report within their account.

o

Primary Actor: Consumer user
Main Path: 1. This use case begins when the user selects a report to view.
2. System displays the report.
3. User changes the statement date.
4. System redisplays the previously selected report for the newly selected

statement date.
User selects a different report.

System redisplays the selected report for the previously selected
statement date.

Alternate Paths:

2a) User has access to multiple devices and selects a different device.
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1. System redisplays the previously selected report for the newly
selected device.
2b) There is no report data available for the selected report/statement date:

1. System displays a message stating that there is no data available.

Standard 1. Download (CSV, XML, PDF)
Features: 2. Paging/Sorting
3. Print Friendly
Configuration 1. Default support for one account to one device
Points: 2. Graph type
3. Initial sort order for each column (ascending or descending).
Notes: 1. Device level reports include:

Minutes by Rate Period
Usage by Rate Period
Minutes by Called Number
Calls by Rate Period
Usage by Destination

Top 10 Most Expensive Calls
Usage by Called Number
Calls by Called Number

i.  Calls by Destination

j- Minutes by Destination

k. Top 10 Longest Calls

S@ ~o oo oy
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Download Report

telcomanager

Downlosd: WML | 50 [Pisber Frisdiy]
Device Reports
User: Tedd Bramar  Accownt 20011008

Suatermrnt Doate: O5/04,/04 ==

Bewice Numbinri | 407-113-5451 % | Repork| Mrates By Rats Paricd w | EUBMIT

Mirmrbes by rale periad for 487-113-545)

Bats Porigd Minutes
Wankdari 44
weskrights and Weskends 118
Total 362

Sz fles con harm pour compuben |1 e B mloenshion bl
hﬂ.ﬁﬁﬁu&nmdﬂrﬂﬁ.ﬁhﬂhm.dﬂnﬂmq
A

Fil ruvle oo, il
‘_{dc:cs e
From: Ebmbuid

efenld pov B ey ety the (il 0 e B 10 o compater ™

| Open || Seve || Cowel | [ Mowiio |

Name: Download Account Data

Brief Description: | A Consumer User downloads account data

Primary Actor: Consumer User

Main Path: 1. This use case begins when a user downloads account data and selects
the download function.

2. System request user to select data type.
3. User selects appropriate data type

4. User confirms selection
5

System displays the file save or open dialogue box.

4a) User cancels selection

Alternate Paths: 1. System returns user to previous location

Standard 1. XML data format
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Features: 2. CSV data format
3. PDF view
Configuration 1. Generation of other formats using XSL
Points: 2. Columns of data to be downloaded
3. PDF views are configured and presented dynamically
Notes: Downloads are available within:

a. All reports
b. Call detall
C. Unbilled detail
d

. Account Summary

3.8 Profile Management Use Cases

The profile management functionality allows users to set up and manage personal profile,
configure and manage monthly e-mail reminders, update their address book, and change
their password

This section describes the following use cases:
e Manage Personal Profile — Consumer user can update/edit their user profile.

e Manage Personal Address Book — Consumer user can manage their personal
address book.

¢ Manage Password — Consumer user can manage their password.

¢ Manage Notifications — Consumer user can manage the notifications associated with
their account.

Manage Account
Profile

Manage User
Profile

Custorer
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Manage Personal Profile

telcomanager

etoss

Personal Profile

Ui Tosdd Brasmas

A coiends S00TI008

Pleas® Entar niw contact infarmatesn below.

® User ID

* First Kame

Fiiddle Initials

* Last Mame

© Mocound

* required fields

Pellars

Todd

_A-;nu:

Bremer

et L

Walidation Code |

Date of Birth

* Email 1D

¥ Street Address
" City

State

* Zip Code

* Country

i
Fall @ g o bl Loem
_l-al:ll:l En:h'np-\.rl:.lr DO
| Westborn
Massachiiseits =
%21

UEA

Al AR fmemdddiy ry)

Home Telephone

Business Telephone

I SUEMIT

Name: Manage Personal Profile

Brief Description: | Consumer user modifies personal profile information.

Primary Actor: Consumer user

This use case begins when the user selects the profile operation from
the navigation menu.

Main Path: 1.

2. System displays a page containing the current profile information in
read only format.

User selects to edit the profile.
System displays page with profile information that may be edited.
User edits the profile information and submits form.

o o A~ w

System validates profile information and displays the updated profile
screen to the user.
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Alternate Paths: 6a) Customer enters invalid profile information:

1. System redisplays the page with the appropriate error message so
that customer can correct the information.

Standard 1. The fields have default form validation.

Features:
Configuration 1. Additional fields can be added to the profile management page based
Parameters: on client requirements.

2. The application supports this feature in its own data model, but it is
expected that integration to an external system may be required via a
plug-in to a third party system or LDAP repository.

Notes: 1. The Personal Profile collects basic information pertaining to the user.
Email addresses are collected in the Notifications portion of the
application.

Manage Personal Address Book
telcomanager

Personal Address Book
User Todd Bremeas  Accouent: S0011008

S@ari s Aililress Baak Eillry

ndd sddress Dook Entry

Flaasn Click the ADD button 1o add 4n Address Bonk antry

fgdd Enbry

ALLAS HAHE EHONE HUHBER MANAGE ENTRT
Joan Tean dahnsan SR 2554402 cdit | Delete
AdHan Bdrian LAz HED-6T5-A793 Edit | Cimlats
Abstar Glistar Grean ANF-062-0806 Edit | Dslets
Todd Tadd Miller BED-54T-2957 Edit | Delets
Wams Marma Millas T -5FE-TOSL Edit | Dglate

W sdocEHY Concall Humbes 7048244700 Edif | Daluty

Name: Manage Personal Address Book (PAB)

Brief Description: | Consumer user manages all their personal address book entries.

Primary Actor: Consumer user
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Main Path: 1. This use case begins when the user wishes to manage one or more
PAB entries and navigates to the Personal Address Book.

2. System displays the user’s complete PAB with the following fields.
a. Alias
b. Name

c.  Number

d. Edit function

e. Delete function

User selects the add operation.

System displays an entry form.

User enters the information and submits the form.

System stores the new entry.

N o o M w

System displays the updated PAB list.

Alternate Paths: 3a) Customer selects the edit operation for a specific PAB entry:

1. System displays an entry form that is pre-populated with the
existing PAB entry.

2. User edits the information and submits the form.
3. System stores the new entry.
4. System displays the updated PAB list.
3b) Customer selects the delete operation for a specific PAB entry:

1. System displays a page requesting user to confirm the delete
operation.

2. User confirms.

3. System deletes entry from the User’'s PAB

Standard 1. Personal Address Book entries contain the following fields
Features: a. Friendly Name/Alias
b. Name
2. The name will be substituted for the device number when displaying
details.
Configuration 1. Additional fields can be added to the application based on client
Points: requirements.
Notes: 1. The name is substituted for the device number when displaying details.
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Manage Password

telcomanager
LR survices © Hulp S

Password
Usar: Todd Brames  Adcaunt: S0011008

Carrent Password:

Fleape choois 4 padiword haied on the Folloveng critsns and snier i s 1o canfem

Password o not rrhlhuq. sendsitive.
Ligm latters and numbers andy whienh realing your Passward,
do mot uss special charscers or spaces,

Sew Password:
[4-12 Charachers)

Confirm kew Password @
SUBHITT CANCEL

etocs

Name: Manage Password

Brief Description: | Consumer user updates their password.

Primary Actor: Consumer user

=

Main Path: This use case begins when the user wishes to change their password

and runs the change password operation from the navigation menu.
User enters in their existing password.

User enters in the desired password.

User re-enters in the desired password.

User submits the password change.

System confirms to the user that the password has been changed.

N o o ks~ owDdN

System stores updated password.

Alternate Paths: 6a) System identifies that the current password is not valid:

1. System error message stating that the password does not match
the one on record.

6b) System identifies that the new passwords do not match security
standards:

1. System responds with a message stating that the new passwords

Siebel Communications Billing Manager Application Guide - Consumer Edition | 89



Site Webflows [

do not meet the required security standards.
6c) System identifies that the new passwords do not match each other:

1. System responds with a message stating that the new passwords
do not match each other.

6d) User selects to cancel operation:

1. Useris returned to Personal Profile screen.

Standard 1. Form validation.
Features:
Configuration 1. The default password parameters for the Siebel product are
Points: configurable:

a. 4-12 characters, alpha-numeric
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Manage Notifications
telcomanager

Manage Motifications
User: Todd Bremer  Acocount: 50011008

T help pom with your accaunt, you can sek up Account slerts thal mill b amailad o you &8 sverds ars

trigpered.

Alerts you v saved

Mew stakement is availshle. - Emal 1Eelets
Paymant due in 5 days. - Email 1De|ete
A payment posts to my socourd - Email 1Delets
A plvimant Tade. = Efmdal ICalabs
Credit Card axpirabon raminder. - Email =1 ]

Set o Hew Abert

for an afCownt evenl... Email
Hew ststement iz swailshls
Payrsknt dus in S daye,
W for a payment puenl...
& payment posts to my smcount
A paymant failke,

far & Credit Card avent...
Cradit Card sxpirabon remindsr

Alert Destination

Tol may supply ancthes email sddress to send your slerts to. This optional email sddress 15 separabe feam
pour sccourt profils smail sddress,

Alert Email Address
toddd@edocs com

Canfirm Alert Email Address
tadd@adacs . com

— oamce | sumam |

Name: Manage Notifications

Brief Description: | Consumer User configures a notification to be sent at a regular interval

Primary Actor: Consumer User
Main Path: 1. This use case begins when a user selects the notification option in the
profile tab.

System displays form that has the various options for natifications.
User selects the notifcation and the applicable parameters
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4. User selects notification to be active
5. System stores the notification information

Alternate Paths: 3a) User sets notification to be inactive.

1. System stores the information so that the notification is inactive
and no notification will be sent

Configuration 1. Giving the user the ability to shut off email notification if they have shut
Points: off paper is configurable and a disclaimer can be produced.

2. SMS messages are configured based on SMS gateway integration for
messaging requests.

Notes:

3.9 Customer Service Representative (CSR)

The customer service use cases allow the telecommunications provider to effectively
manage consumer users. The customer service use case section covers the following use
cases:

e Manage Internal Users — Telecommunications provider can manage their consumer
users.

e Search for Account — Provider can search for consumer accounts and invoke the
impersonate user feature.

e Impersonate User — Provider can impersonate consumer Users.
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Manage Internal Users

Search Internal Users
Administrator Only

Search CSRs
Form Figlds
¥
Form Fields
Submit Password Reset
. - Edit CSR
Edit CSR Submit Summary
¥
View Search
Results Y
View Search View Search Results
= Resultz with CER removed
Delete CSR
Delete =
CSR CDI‘IﬁI'?I'I'IﬂhDFI
View Search View Search Results
Moo —w | “gecits | ™|without CSR removed

Site Webflows [
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Manage Internal Users - Cont'd

Form Figlds
Add Internal Users
; Add CSR
Add CSR= Submit Summary
search Internal User Form Figlds Form Figlds
C5R Profile
Search CSR "
Search CSR o Submit e Summary E‘;ﬂ Cr?eR
(Profile) roti
Form Fields

Edit CSR
Profile
Summary
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telcomanager
Profile
| $earch CSRPRobile |
Pleas input asarch criteris,
CSR ID: |
First Mame:
Last SMame:
Seoos
Name: Manage Internal Users

Brief Description: | A Customer service representative administrator, adds, deletes, or modifies
other CSRs, so that they can access the application.

Actor: CSR Administrator

Main Path: This use case begins when an administrator CSR logs in to the
application and invokes the Search for users operation.

User provides information and submits.

System validates the information and displays the updated list of
Internal Users to the administrator.

Alternate Paths: 3a) Admin internal user selects user from the list and invokes the Edit User
operation.

System displays User Profile page
System displays the updated list of internal users
User updates fields and submits the form.

System validates the information and updates the profile for the
selected user.

P wbde
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5.  System displays the updated list of internal users to the
administrator.
3b) User selects the Delete operation:
1. System displays a deletion confirmation page
2. User confirms the operation.

3.  System validates the request and logs details of inactivated user
and disables the user's access.

4.  System displays the updated list of Internal Users

6a) System is unable to validate information

1.  System prompts the user to review the information and does not
accept the transaction.

Configuration:

Notes:

1. Only Administrator CSRs have the ability to manage other CSR users.

Search Internal User Results

telcomanager

Cedocs

Proafile

M

L8R Search BEezalts
CSR Users CSR Details
Dawn Summars Edit | Crelete
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Name: View Search for Internal User (CSR) Results Summary

Brief Description: | Customer Service Representative views search results for CSR accounts.

Primary Actor: Customer Service Representative Administrator (CSR Admin)

Main Path: 1. This use case begins when a Customer Service Representative views
the search results from the Search CSRs page.

2. User has option to:
a. Edit CSR User
b. Delete CSR User
User selections appropriate option.

4. System links to appropriate page based on option selected.

Alternate Paths: 2a) The user is taken to the Edit CSR page.
2b) Admin Internal User selects to do another search:

2c) Admin Internal User selects Delete User:
1. System displays a confirmation page with the following information:
a. Role
b. Name
2. Administrator CSR confirms the deletion of the user.

3.  System validates the request and logs details of inactivated user
and disables the user’s access.

4.  System displays the updated list of internal users.

Standard Return list of Names
Features:
Configuration May be configured to return more fields from default profile fields.
Points:
Notes: None
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Add Internal Users
telcoma nager
m Hammayu [ 5K

Add CSRs

Plaass (nprt usar infarmabon.
Yindicates reguiresd fsld
“Flrst Mamms:

"Lazt Name:

CCSRE TD:

‘Email Address:
"Rele: (Cop w

"Hew Passwinrd: 4 - 17 characters]
‘Confirm Password:

ErEaT

Cedocs

Name: Add Internal Users (CSR)

Brief Description: | A Customer Service Representative Administrator adds other CSRs.

Main Path: 1. This use case begins when an administrator CSR chooses to Add
Internal Users.

2. User selects the Add function for a chosen CSR user and enters the
user’s details.
a. First Name

Last Name

CSRID

Email Address

Role

Password

g. Confirm Password

~ o oo

3. Admin Internal User enters information and submits the form.

4. System validates the information and displays the summary
confirmation for successfully adding a user.
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Alternate Paths: 4a) System is unable to validate information

1. System prompts the user to review the information and does not
accept the transaction.

Standard Form Validation
Features:
Configuration 1.  The fields that are displayed on this screen are configurable based
Points: on client requirements.
’ 2. CSRs are added and normally immediately active, but this can be
configured to be part of an enrollment process for CSRs themselves
(Active/ Inactive/ Locked).
Notes: Only Administrator CSRs have the ability to manage other CSR users.

Add Internal User Summary

telcomanager

m Hamagn l".-ri. .

Add CSRs

[ Add Intornal Usores |
Maase confiem the infarmation belam and dick submit,

Flrst Mame: Dawn
Last Mame: Summers
CER ID: DawnSummers
Email Address: doammers@edocs com
Baml#: TSR
HNew Passwppdr *eeeheedn
Confirmm Passwondy =*#sssesas
[ camceEL ][ summir |

etocs
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Edit Internal User Profile
telcomanager
m Hamagu [%H

Profile

Plages sl gour profls infarmation,

indicatess regured fisld,
" Flest Hame: 3.

‘Last Mame: |oipg
CCSR To: F-dui.:sa!:lp_ﬂn
‘Passwerdl | peses
“Confirm Password: | ouess
‘Email Address: (Lo oo
“Role: .:_-ga J.|:_|:|-!1ini_.ﬂ'!'._||£|5;r -
“Silalus: | fotes w

Cedocs

Name: Edit Internal Users Profile

Brief Description: | A Customer Service Representative edits its own CSR profile.

Main Path: This use case begins when a CSR chooses to edit its own Internal
Users profile.

User selects the edit function for their profile.

Administrator CSR chooses to edit the selected details.
a. First name

Last name

User ID

Password

email

Role

g. Status (Active/lnactive/Locked)

~ o oo

Internal User enters information and submits the form.

100 | Siebel Communications Billing Manager Application Guide - Consumer Edition




Site Webflows [

System validates the information and displays the updated profile of
Internal User to the user.

Alternate Paths: 5a) System is unable to validate information

1. System prompts the user to review the information and does not
accept the transaction.

Standard Form Validation
Features:
Configuration 1. The fields that are displayed on this screen are configurable based on
Points: client requirements.

2. The user can only edit its own user profile.

Notes: None

Edit Internal Users

telcomanager

Profile

Edit C6R Profile
Pleass st CSR profile infarmaben.
“indicates regursd fisld,

‘FlFst Hame: |5

" Last Mame: ISETImiETS

"ESRID: |Dawnsummers
‘Password: | jpeees
" Confirm Password: |enuaes
“Email Address: :-_:h;u.'n;vurﬂlcl:l:-m.c-u.m'
“Role: 'g_-spi_ w

THEalEE: | oo (W

Cegocs
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Edit Internal Users Summary
telcomanager
m Mamaguw [5K

Yaur CER profils has bean adited succaiahilly.

Filrsk Hapna: Dawn

Lask Hame: SUmimers
CER [D: DawnSummesrs
Passwnrgd; *¥F=svss
Conlirim Passwnpd: *rresees
Emall Address: dsummers@edocs .oom
Roler CSH

Statws; Active

Cegocs

Name: Edit Internal Users (CSR)

Brief Description: | A Customer Service Representative Administrator edits other CSRs.

Main Path: This use case begins when an administrator CSR chooses to Edit
Internal Users.

User selects the edit function for a chosen CSR user.

Administrator CSR chooses to edit the selected user’s details.
a. First Name

Last Name

User ID

Email Address

Role

Status

Password

Confirm Password

S@ -0 oo
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Admin Internal User enters information and submits the form.

System validates the information and displays the confirmation
summary page.

Alternate Paths: 5a) System is unable to validate information

1. System prompts the user to review the information and does not
accept the transaction.

Standard 1. Reset Password
Features: 2. Form Validation
Configuration 1. The fields that are displayed on this screen are configurable based on
Points: client requirements.
Notes: Only Administrator CSRs have the ability to manage other CSR users.

Search for an Account
telcomanager

Search Accounts
[ Search Acgounts
User First Hama:
User Last Mame:
U=ser 10z
Brcound Miambbers |

Emall address:

etoss

‘ Name: Search for an Account

‘ Brief Description: | Customer Service Representative searches for an account.
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Primary Actor: Customer Service Representative (CSR)

Main Path: 1. This use case begins when a Customer Service Representative wishes
to find a user or account in order to view the account details.

2. System displays search screen.
3. User enters criteria and submits the form.

4. System displays a list of all matching accounts with links for the most
recent statement for viewing. See appropriate use case.

5. User selects the Impersonate operation for a specific account.

System invokes the Impersonate User use case.

Alternate Paths: 4a) There are no matching accounts found for the given criteria.

1. System displays a message stating that there are no matching results.

Standard 1. The following are core fields that are available for search:
Features: a. Username

First Name

Last Name

b

c

d. Device Number
e. Account Number
f.

Email Address

2. Partial entry plus wildcard * is possible for all fields options

Configuration 1. The search form that is used by the CSR may be configured based on
Points: enroliment information.

2. Required fields must be configured.

Notes
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Search Account Results

telcomanager
Gearl Arroenis
Search Accounts
SEARCH AGADR
ACCounis User IDs Mames Actiops
anLoniEs thrnusert Deavid Peichert Wi Staternent
DE1Ssa00 wpsrild AT s 1] miEn
DI1ZZ1E5 us=ril USEr UFsr Nism CIatsmignt
100E8004 danisl Danial Srederson Vg Statement
100Ean0 #docsiesbar bk ket Wipw THatpmiant
29005120 firdsl Linds Garcia Wi SatEmisnt
31580800 davic Ceavid Eall Wil STatarmisnt
BT 00 Fillary Todd Bramasrs m n
Name: Search Account Results

Brief Description: | Customer Service Representative views results from Search Account

screen.
Primary Actor: Customer Service Representative (CSR)
Main Path: 1. This use case begins when a Customer Service Representative

submits a Search Account request.
2. System displays search results screen.
3. User selects to View Statement for a given account.

4. System displays the current statement to the user within the
impersonation context.

Alternate Paths: None

Standard None
Features:
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Configuration None
Points:
Notes: None

Impersonate User
telcomanager

Impersonate

telcomanager

Dashboard
User: David Reachert  Accownt: 601001088

Rochuml Wi v e Yoiiw Slalemmsinl m

Users Cavid Bechert

Latest stabimvenl Feom 05 004004 Ennail:

25 gg | dadBedacs com
Address: 1 apple Hll

Monthly Servies Charges

Usage Charges 129 | neive, Watick
Cradits/fdjustrmants/Obher Chamges .10

Tazad 445 Analytics WRE
Totsl Cusvent Charges 55.B3 Minutes Breakdovwn

Payment dus by 06/03 704

Faymenis Vinm Paymenis
Last 2 Bill Totals
Paymant by ACH paymend al lockboux posted an
May 20, 2004
Pravious Balance 57,24
@ﬂfﬁ Paymant Pasted 5724
Adjustrnents .00
Fast Cue Balance Papable Immediately o.00
Minutes Breakdown
Name: Impersonate User

Brief Description: | A Customer service representative impersonates a user or views a specific
account.

Primary Actor: Customer service representative
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Main Path: 1. This use case begins when a CSR selects an account and invokes the
impersonate operation.

2. System displays the initial page for the selected user, while maintaining
the existing CSR navigation menu.

The CSR navigates through the application as a consumer user.
CSR exits the impersonated user.

System ends impersonation session for the selected user and returns the
CSR to the search screen.

Configuration 1. The application can restrict access to customer specific functionality based
Points: on a business requirement.
Notes: 1. A CSR inherits the same rights and privileges as the user they are

impersonating.

2. All activity logging for all CSR actions are logged for the CSR and not as
the Customer.
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4.1 Enrollment and Profile Use Cases

The following use cases describe functionality for enrollment:
User Self-Enroliment — Actor enrolls into application without help from a CSR.
SAF Secure Access Framework Use Cases — Default framework for user roles.

Self Enrollment

Unenrolled
Customer

Self-Enroliment

Name: User Self Enroliment

Brief Description: | User self-enrolls.

Primary Actor: User type: Un-enrolled user.

Main Path: 1. System determines the user has not previously enrolled into the e-bill
application and displays a self-enrollment page.

2. User enters enrollment information.
User submits the request.

4. System validates the request and displays Enrollment Confirmation
screen with the message of the form “You are enrolling (...) ...".

5. User clicks the “Confirm” button.

System displays a “Thank you” page of the form “You have successfully
enrolled (...)...".

7. System stores the users enrolment information and updates the user
profile with enrolment information.

8. System stores the users default role of Customer Viewer.

9. System displays the e-bill start page the Overview or Dashboard View
of his or her account.

Alternate Paths: 5c¢) User did not enter required or invalid data.
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1. System displays the Enroliment page with an error message
indicating the data in question.

8a) User wants to enroll for payment processing

1. User must enroll successfully and also self-enroll for payment

separately.
Assumptions: 1. The user is enrolled into application.
Notes: 1. Enroliment is provided as an out of the box (OOTB) sample with the

application. It is expected to be customized for deployment.

SAF Secure Access Framework Use Cases

Name: Secure Access Framework

Brief Description: | Default roles provided with the SAF framework.

Primary Actor: User of type: enrolled user.

Main Path: 1. System stores the users enrollment information and updates the user
profile including a set of default roles.

a. Payer — Not used, but may be for some deployments

b. User — Full access except CSR

c. SuperAdmin — Full CSR access

d. CSR - Full CSR access without the ability to create new CSRs
System stores the users default role of Customer Viewer.

3. System displays the e-bill start page the Overview or Dashboard View
of his or her account.

Alternate Paths: 5¢) User did not enter required or invalid data.

1. System displays the Enroliment page with an error message indicating
the data in question.

8a) User wants to enroll for payment processing

1. User must enroll successfully and also self —enroll for payment
separately. See Payment Section.

Assumptions: 1. The user is enrolled into application.

Notes: 1. Enroliment is provided as an out of the box (OOTB) sample with the
application. It is expected to be customized for deployment.
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4.2 Payment System Use Cases

Process Recurring Payment

Name: Process Recurring Payments
Brief System schedules a recurring payment based on schedule of payments set
Description: up by the User
Actor(s): System, User
Main Path: 1. This use case begins when, at the scheduled time, the System
Scheduler identifies recurring payments that are to be processed on that
day.
2. System retrieves a list of all accounts that have a recurring payment

scheduled.

3. System verifies that information is valid.
System generates the payment file containing all recurring payments.
5. System triggers payment naotification email event.

E

Alternative 1la) System is unable to process recurring payments:
Paths: 1.  System records the fault.

System alerts the system administrator via a job failure in the
Command Center.

3.  System places the scheduling job on hold.

4a) Payment amount exceeds specified payment threshold:

1. System does not process any recurring payments for those accounts
that have exceeded a threshold limit.

2. System sends a threshold exceeded email message to customer
including text that informs the customer that he/she must manually
pay this month’s bill.

3.  System generates the payment file containing all valid recurring

payments.
Standard 1. Email notification for processed and failed payments
Features:
Configuration 1. Business rules such as “no duplicate payments can be made in a given
Points: day” are configurable parameters.
Notes:
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4.3 E-Mail Notifications

Send E-Mail

System

Name: Send system email notification

Brief Description: | System sends email to notify User of a system event

Actor(s): System
Trigger(s): System detects an event that should result in an email to the User.
Alternative 1. This use case begins when a system notification event has occurred.
Paths: 2. System generates email message based on one of the following

triggering events:
Bill Ready Notification

Payment Due In Five Days
Scheduled Payment Paid

a0 o p

Payment Failed
e. Credit Card Expiration Notice
3. System generates list of accounts that will receive email.
System generates a file that has the appropriate information.

System transfers the file to a location specified in the configuration of
the file creation job.

The appropriate server processes and generates email file.

The server places the file in a location that is specified in the
configuration of the email notification job.

System processes the file to generate email.
9. System sends email message to SMTP server.

Alternate Paths: la: System is unable to start job natification:

1. System updates the status of the job to “Failed”.
2a: Bill Ready Notification (Account & User Level)

1. Bill cycle is completed for billing accounts

2. System creates Bill Ready email
2e: Schedule Payment Paid (User Level)

1. A scheduled payment has been paid

2. System creates a Scheduled Payment Paid email
2f: Credit Card Expiration Notice (User Level)

1. The credit card expiration date has expired
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2. System creates a Credit Card Expiration Notice
4a: System is unable to generate the file

1. System updates the status of the job to “Failed”.

2. System logs the error and specific error code.
6a: The server is unable to generate the file

1. System updates the status of the job to “Failed”.

2. System logs the error and specific error code.
8a: System is unable to process the file to generate email

1. System updates the status of the job to “Failed”.

2. System logs the error and specific error code.
9a: Email server is unavailable

1. System updates the status of the job to “Failed”.

2. System logs the error and specific error code

Configuration 1. Allusers with Pay permissions receive notifications (if applicable)
Points: a. Emails will be sent based on hierarchy level rollup

2. Manage natifications for emails will have Bill Ready and Payment
Rejections selected by default.

Notes:
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Overview of Integration Points

The following diagram illustrates the Communications Billing Manager’s extensible,
multi-channel architecture:
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The external interfaces are shown eXtensible Multi-channel Architecture (XMA)

diag

ram, above.

These components are customized through the configuration and generation of lower
level components within a J2EE infrastructure, including JSP pages, HTML templates,
JavaBeans, Struts action classes, Tiles, and Java-based batch processes.
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The integration points, as shown in the System Context Diagram in Chapter 2, consist of:

¢ Billing data files — Generated by the billing system following the monthly billing
cycle and transferred into an input directory on the IFS system.

o Daily billing data files — Generated by the A/R system on a daily basis to provide
daily updates to customer accounts.

o Payment data — Generated by the system by a scheduled process and transferred to
the payment processor.

o Payment status data — Generated by the payment processor and returned to the
system.

¢ A/R payments data — Generated by the A/R system on processing customer
payments.

¢ A/R payments reconciliation file — Generated by the system by a scheduled process
and transferred to the A/R system.

Data Files

The Communications Billing Manager application can receive billing data in a variety of
formats. The Siebel application can take print composition formats, raw billing table
extracts and other well-structured legacy formats. This data is loaded into the Siebel
application using a batch scheduling process that is configurable based on specified
business rules.

ACH Files

Communications Billing Manager provides connections to payment networks. Real-time
and batch interfaces to ACH, Credit Card, and proprietary networks using a cartridge
based approach yields complete payment flexibility.

A/R Files

Communications Billing Manager integrates with your existing infrastructure, updating
accounts receivable systems with remittance information, and supports reconciliation
processes. Communications Billing Manager includes XML-based API’s for integration
into backend systems.
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New Standards and Best Practices

Java 2 Enterprise Edition (J2EE) has become a standard platform for developing
enterprise-class web-based solutions. It is well-suited for internet-based applications
because it provides many of the underlying services such as the Java Servlet API (for
servicing HTTP requests), EJB (for transaction processing), and Java Message Service
(for messaging) among others.

J2EE is a more mature and robust technology and is complex. Internet application
developers would fail to realize the many benefits promised by J2EE (such as reusability,
extensibility, flexibility, scalability etc.) without having a solid understanding of the
corresponding technology, and more importantly, a viable application framework upon
which the solution is developed.

Siebel Communications Billing Manager Architecture is the foundation upon which
applications may exploit the J2EE design and development best practices.

One of the guiding principles for the Communications Billing Manager Architecture for
web-based application is Jakarta Struts. Its architecture and its application to the Siebel
suite of products are based on the MVC design pattern. It is a framework by which
integrators may deploy web-based application at record speed, with greater re-usability
and extensibility, better quality, and better performance.

References

Here are several sources of additional information on the technologies used in the
Communications Billing Manager framework:

e The Jakarta Struts web site: http://jakarta.apache.org/struts/

e An article on using Strutsl.1 features:
http://www.onjava.com/pub/a/onjava/2002/10/30/jakarta.html?page=1

e The book Programming Jakarta Struts by Chuck Cavaness

e An article explaining the synchronizer token concept:
http://www.javaworld.com/javaworld/javatips/jw-javatip136.html

o Four-part tutorial on Tiles:
http://www.onjava.com/pub/a/onjava/excerpt/progjakstruts_14/index1.html
http://www.onjava.com/pub/a/onjava/excerpt/progjakstruts_14/index2.html
http://www.onjava.com/pub/a/onjava/excerpt/progjakstruts_14/index3.html
http://www.onjava.com/pub/a/onjava/excerpt/progjakstruts_14/index4.html

o Log4j Web Site: http://jakarta.apache.org/log4j/docs/index.html

e Core J2EE Patterns: Best Practices and Design Strategies by Deepak Alur, John
Crupi, Dan Malks
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Background

Many web-based applications today, especially those based on J2EE, can be described in
terms of their tiers. The application’s functionality is separated across these tiers, to
provide separation of responsibility and to promote reusability, maintainability, improved
scalability and many other benefits.

A brief overview of the J2EE architecture with its multi-tiered components gives the
reader a basic understanding of the technology and also describes how the struts
components map onto the J2EE application framework.

The J2EE Platform

The J2EE platform provides a component-based approach to implement a multi-tiered
software architecture. The components that make up the architecture are executed in run-
time environment called containers. Containers are used to provide infrastructure-type
services such as memory management, transaction management, security etc. In a web-
based environment, the majority of the software resides in two containers, the Web
container and the EJB container, running inside of the application server.

The J2EE components are divided into 3 tiers as shown below:
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The function of the Web container is to process client requests and generate responses,
while the function of the EJB container is to implement the business logic of the
application.
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The Model-View-Controller Approach

The Model 2 architecture is based on the Model-View-Controller design pattern. MVC is
the cornerstone of web-based application development best practices. The patterns are
defined as follows:

e View: The screen presented to the users
e Controller: The component that controls the flow and processing of user actions

e Model: The application business logic components

The figure below shows a complete picture of how objects in the MVC framework are
mapped to the J2EE architecture:
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It is important to note that MVC is only a software pattern and does not restrict where
components live within the architecture. There are a number of variations of how the
MV C pattern can be applied to web-based applications. As can be seen in the figure
above, the Controller component can have different functions on the different tiers. A
controller component in the Web tier can be used for processing HTTP requests such as
form submissions and navigation links. Controller components on the EJB tier can
control the flow of the application functionality.

Figure below shows one variation of the MV C pattern in a web-based application:
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The Communications Billing Manager framework enables speedy deployment of web
applications using the Siebel product line. Communications Billing Manager has been
developed using the Jakarta Struts and Tiles frameworks.
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