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Introduction to Self Service Manager

Self Service Manager enables 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 and order new products and
services. Business customers are able to complete these activities for individual
employees, as well as company departments and divisions or across their entire
organization by navigating their billing or organizational structure hierarchies and
selecting bulk operations.

The Self Service Manager application is built on the Siebel eXtensible Modular
Architecture (XMA™). XMA is a J2EE platform developed for rapid deployment of
industry specific Customer Self service and e-Billing applications. XMA offers multi-
channel presentation, configurable business logic, real-time and batch integration, several
data repositories, and system management tools.

Siebel’s Customer Self service Solution

Customer Self service (CSS) gives customers direct control over the full range of
account-related tasks, from finding information to executing transactions, all independent
of the device used to engage with the payer. It empowers customers to perform functions
that might otherwise go through a call center. CSS combines electronic presentment and
payment (EPP), transaction processing, knowledge management, personalization and
application integration technologies to create an integrated, natural and preferred starting
point for all customer service issues.

Contact centers provide the key to unlocking potential benefits through self service.
Analyzing contact center statistics shows that the vast majority — often 60-90 percent — of
customer service issues related to a customer’s account. For this reason, Siebel’s CSS
product solutions provide direct access to detailed account information, and also interface
with complementary front and back-office systems to provide access to a variety of
account-related services.

Problem Statement

Communications business customers (B2B) manage from tens to tens of thousands of
plans, activations, and profiles for the many services that they subscribe to. Similarly,
individual consumers (B2C) and consumers with family plans also must be able to
manage and change their services as well.
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Communications customers typically change their service characteristics on a line by line
basis, which makes the tasks difficult and time consuming to complete. Communications
companies need to support hundreds of thousands to millions of registered users making
changes to their accounts, services, and features.

The undesired result of these requirements is:
1. Increased call volume to customer care centers.

2. Poor end customer satisfaction, which negatively impacts retention and new customer
acquisition.

Siebel develops an online self service solution optimized for Communications clients’
business and consumer customers to provide an easy to use online self service tools for
managing rate plans, features, activations, and profiles

Application Benefits
Self Service Manager provides the following benefits to the business:

1. Reduce Costs
¢ Reduced call volume to customer care centers.

e Seamless integration with the client’s legacy back-end systems.

3. Increase Customer Retention
e Increase customer satisfaction

e Barrier to Churn:
e B2B Hierarchies are loaded.
o Historical usage patterns and costs are loaded.
e Users are trained.

4. Increase Revenue
e Attract new customers with competitive differentiator.
e Single service management environment for B2C, B2E, and B2B customers

e Incentive to acquire greater percentage of customers communications service
purchases because customer can use Self Service Manager as their preferred tool
for consolidated management of their communications services.

e Platform on which to up-sell new value added services by offering stepped
pricing to a customer based on how much of Self Service Manager’s
functionality is being used as well as related capability such as an integrated
eCommerce catalog and shopping cart application, Rate Plan Advisor (RPA) and
Customer Service Representative (CSR) Manager
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The application provides the following benefits to customers.

1. Reduce Costs:

Decreases the time it takes to manage, add, remove, or modify one or more services
simultaneously through a consolidated view.

5. Confirms Appropriateness of Services and Usage:

Simplifies understanding how customers are using communications services by
viewing and managing services in a consolidated view. In addition to giving them
comfort that they are reducing service errors, they can consolidate and manage their
services to be the most appropriate for their usage.

About Customer Self-Service and Siebel Tools

Siebel's Self-Service for Communications includes every application that
communications service providers need to enable a complete online customer-self service
experience at their website. The suite includes software applications for:

e e-Billing and Payment

e Service and Order Management
e Point-of-Sale

e Reporting and Analytics

e Rate Plan Advice

Siebel's Self-Service applications for the telecommunications industry combine Siebel's
unrivaled Customer Self-Service and e-Billing software suite with its extensive industry
domain expertise. The packaged, out-of-the-box applications are tailored to solve
communications service providers’ distinct business problems and to meet
communications industry-specific process requirements.

Siebel's Self-Service for Communications includes:

Communications Billing Manager

Communication 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 Self-Service Manager

Communications Self-Service Manager enables 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, change rate
plans and features, and modify subscriber profile settings. Business customers are able to
complete these activities for individual employees, as well as company departments and
divisions, across their entire organization.
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Communication Analytics Manager

Communication 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

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, Rate
Plan Advisor 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 Rate Plan Advisor to identify pre-churn subscribers, simulate new
rate plans, and run predictive analytics.

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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Extended Customer Service Modules

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. 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 or 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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Overview

’rocesses and Application

Self Service Manager is designed specifically for communication companies and has
been optimized to quickly return summary information on large volumes of data. The
user can easily change the scope of their service requests from a single line to all lines
within a consolidated billing environment by graphically changing their position within
their hierarchy, sort on any column displayed, and present a printer friendly transaction
confirmation for the customers’ records. Every service request is assigned a tracking
number, which allows the customer to monitor the status online.

The objective of the Self Service Manager application is to provide the customer self
service infrastructure necessary to submit a change to a current account, manage
telephone service, and manage subscriber profiles, as a stand-alone application or as a
component within Siebel's Self Service for Communications.

The main features of Self Service Manager are:

¢ Manage Account — Provides a customer with the ability to change rate plan, add
or remove features, change device associated with a phone number (change DSN,
device serial number), change telephone number, port a telephone number from
another carrier.

e Manage Service — Provides a customer with the ability to activate or deactivate a
telephone number, suspend or resume service, change voice mail password, and
change subscriber profile information.

e Hierarchy Scope Selection — A B2B customer may select one line, all the lines
within a group or cost center from an organizational structure hierarchy, or all
lines within an account from a billing hierarchy to determine the scope of the self
service action.

¢ Individual and Bulk Operations — A single line customer such as B2C
consumer and B2E business single line customers are sent directly to take action
on their individual service, plan, features, activation or profiles since there is only
one telephone number associated with the account. B2C Family plan accounts or
B2B customers may select between 1 and n services service agreements on which
to perform the same service agreement.

What's New in Version 5.017?

This is the GA release for Self Service Manager. For a more detailed break down of what
alternate paths are in what release, please refer to the RTM.
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General

1. Set Hierarchy Position
The ability to search the hierarchy structure in order to find a node to “set position”

2. Printer Friendly

Manage Account

1. Add and delete features to the existing plan
Provides ability for the administrator to change rate plan features in bulk (alternate
path).

2. Change Device (Device Serial Number, also known as ESN)

Enables the business user to change the device associated with a service agreement
either in bulk or individually. This transaction is performed by changing the device
serial number associated with the service agreement.

3. Port Number

Provides the ability for a business user to port numbers in bulk and individually.
Port number enables the user to replace an existing number with a new number from
different service provider.

Manage Service

1. Activate Service

Enables the business user to activate service agreements in bulk or individually.

2. Suspend Service

Enables the business user to suspend an individual service agreement and specify an
effective date

3. Resume Service

Enables the business user to resume service for individual service agreements or in
bulk

4. Deactivate Number

Enables customer service representatives to deactivate service.

Other

1. Self-Service Overview

Self Service Manager overview screen displays ‘dashboard’ metrics and provides
quick links to self-service functions.

2. Trouble Report
Enables customer to submit trouble reports for any service related issues.
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Hierarchy Overview

This section is intended to give a high level overview of hierarchy and to define how it
impacts Self Service Manager.

The hierarchy navigation enables business users pick from different named hierarchy
structures, navigate their tree structure, and select a node position in order to filter the
service agreements displayed in the Self Service Manager service request screens.

There are two types of hierarchies.

e Billing Hierarchy: Billing hierarchies are created automatically at the time the
bill is loaded and includes only information from within the bill. For instance, a
simple billing hierarchy might include only two levels: account (an account
defines the payment responsibility for service usage) and service agreement
(defined by a phone number). A complex billing hierarchy could contain an
unlimited number of accounts and sub-accounts.

e Non-Billing Hierarchy: A user can create an unlimited number of non-billing
hierarchies in order to organize usage and charges to consolidate payments or
manage usage and usage charges in their organization.

B2B Account

Organization

edocs
|
Professional
Services Sales Account
| Phn 1- 6179380045
Phn 2 - 6178798373 Phn 1 - 6178798373 Service
Agreement
——— Phn 3- 6174879874 Phn 2 -5083093910
L Phn 4 - 5083093910

Figure 0-1 B2B Hierarchy Model
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Enabled Hierarchy Functionality

The existence of these hierarchies enables the following Self Service Manager
functionality (explained in more detail in the “Set Hierarchy Position” use case.

o Navigate Hierarchy: The business user expands tree nodes to navigates through
the hierarchy structure to define users’ scope. Depending on which hierarchy is
selected and at what node the user’s hierarchy context position is, the system
displays only service agreements associated with the user’s node and below in
the tree structure.

e Search Hierarchy: Enables the user to search for folders, accounts, or phone
numbers in an organizational hierarchy.

e Set Position: Users perform this action to set their context and limit the service
agreements displayed in any of the Self Service Manager service transaction
screens.
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The site web flows in this chapter describe the essential interaction between the user and
the system. The system is based on Self Service Manager and a customizable set of
screens. The User Interface (UI) consists of a set of screens and navigation elements with
interfaces (APIs) to Self Service Manager platform functions. 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 web flow:

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.

e Exception paths - These describe exception conditions and how they are
handled; [E1], [E2], [E3]...

e Business Rules - These describe logical decisions that determine the behavior
are listed separately, where appropriate; [B1], [B2], [B3]...

A use case may also interact with external systems, which are systems that are outside the
boundary of the Self Service Manager implementation.

Actors

ACTOR EXAMPLE ROLES NOTES

Corporate A communications business customer responsible
Communications Manager | for determining if the company is receiving the
proper service from the provider. Also responsible
for managing and administrating their organization
accounts, telecommunications device, rate plans
and services.

Administrator
View, Pay, Order,
Approve, Manage
hierarchy & Modify
company profile

B2B - Business User View, Pay & Order A business customer responsible for managing
accounts and ordering telecommunications device,
rate plans and services.
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ACTOR EXAMPLE ROLES NOTES
B2B - Corporate Liable View Only A business customer uses the B2B application to
view their accounts and/or telecommunications
devices.
B2B - Subscriber View & Pay A business customer uses the B2B application to

view and pay their accounts.

B2E - Subscriber View, Pay and Order A business customer uses the B2B application to
view their accounts and telecommunications
devices and provide payment when necessary.

User CSR Customer Service Representative

General Use Cases

There are functions that appear on many pages throughout the Self Service Manager
application. The following use cases detail common functionality that is applied to one
Or more pages.

This section consists of the following use case sub-flows:
e Cancel — System cancels the process on a series of one or more pages.
o Display Error Message — System re-displays page with an error message.
e Page through data in a table — User pages through large amounts of data.
e Sort data in a table — User sorts data by a single column header.
e Printer Friendly — Print confirmation page

e Set Hierarchy Position — Navigate tree hierarchy structure and select a position
to set the scope of service agreements that are displayed for selection at the
beginning of each Self Service Manager transaction.

e Search & Select Service Agreement - This generalized use case describes how
the list of service agreements are displayed for selection at the beginning of all
Self Service Manager use cases and how the user can filter this list and select one
Or more service agreements.

Cancel

Name: Cancel

Brief Description: | Describes the navigational experience when a Cancel action is selected.

Main Path: 1. User selects a Cancel action.

2. System returns User to first page of current sequence of pages.
[E1]

3. System clears any data or selections made by the User.
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4. Use Case Ends.

Alternate Paths:

None

Exception Paths:

[E1] User encounters a system error:
1. System invokes Error Message use case.

Business Rules:

None

Notes:

Invoking the cancel action returns the first sequence of the use case.

Back

Name:

Back

Brief Description:

Describes the navigational experience when a back action is selected.
Back buttons are only present on select screens. They enable the user to
return to the previous screen to make changes and then proceed.

Main Path:

User selects a back action.

System returns User to the previous page [E1]

1

2

3. Data previously displayed on the page is displayed.

4. User optionally performs any function available on the screen
5

Use Case Ends.

Alternate Paths:

None

Exception Paths:

[E1] User encounters a system error:
1. System invokes Error Message use case.

Business Rules:

None

Notes:

None
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Site Web Flows ®

Display Error Message

Name:

Display Error Message

Brief Description:

System redisplays page with an error message.

Main Path: 1. User performs an action that cannot be completed.
2. System determines required error actions.
3. System reads error message text from a configuration file.
4. System updates information on page as necessary.
5. System re-displays page with error message (displayed in Red)
below navigational bars.
6. Use Case Ends.
Alternate Paths: None
Exception Paths: | None
Business Rules: None
Notes: None
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telcomanager Help | Contact Us | Change = | Logout

Self-Service

Hierarchy  Manag

Change Subscriber Profile

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Enter the Subscriber Profile details and continue.

Please enter a valid First Name

7 Activate '~ Suspend "/ Resume '~ Deactivate - Voicemail ‘foimal il s

Subscriber Details

First Name: | |

Last Name: |Tim05her1|-cu:r i

Address: |IZI Pineswamp |

City: |Ip5wic:h |

SIEBEL.
State: p W

Zip/Postal Code: ||:|1933 |

Email: |Tamara.Timoshen|-cn@g|

Home Phone: 533.-444-1212 |

Work Phone: 573-521-5370 |

Back || canceL || cowminue

Figure 0-1 System Error Screen

Telco Service Manager Application Guide | 19



Site Web Flows ®

Paging

Name:

Page through data in a table

Brief Description:

Large amounts of data are divided into page sets and each page set is
presented on a single view.

Main Path:

User selects single forward arrow. [A1]
System returns the next page of data. [E1]
User selects single backward arrow. [Al]
System returns the previous page of data. [E1]
User selects double forward arrow. [A1]
System returns the last page of data. [E1]
User selects double backward arrow [Al]

System returns the first page of data. [E1]

© © N o g A~ bR

Use case ends.

Alternate Paths:

[Al] User enters a number in the input box.

a) System returns the data on the inputted page number.

Exception Paths:

[E1] User encounters a system error:

1. System invokes Error Message use case.

Business Rules:

[B1] For data set that is divided into two or more pages, page must
display number of the current page and total number of pages, e.g.,
page 3 of 5. If the data set results to one page, page numbering is
suppressed.

[B2] Report Total line is always displayed at the bottom of the table on
each page.

[B3] The number of lines displayed on each page is configurable and will
be set initially to 10.

Notes:

None
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Site Web Flows =

Name:

Sort datain a table

Brief Description:

Enables user to sort the data in a specific table.

Main Path:

1.
2.

3.
4.

User selects a sorting link (a column header that supports sorting)

System sorts the data in the table by the selected column in
ascending order.

User selects the same sorting link.

System sorts the data in the table by the selected column in
descending order.

5. User selects a different sorting link.
6. System sorts the data in the table in by the newly selected column
in ascending order.
Alternate Paths: None

Exception Paths: [E1] User encounters a system error:
1. System invokes Error Message use case.
Business Rules: None

Notes:

If there are enough line items displayed to cause paging to be enabled, the
sort will occur over all data, not just the data currently displayed on the

page.
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Printer Friendly Version

Name:

Printer Friendly Version

Brief Description:

A printer friendly version of the page is generated.

Main Path:

1. User selects Printer Friendly action.

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

User clicks the Print link.
4. System displays a print dialog box to the user.

User selects the print settings in the print dialog and submits the print
request. [A2]

6. User closes the printer friendly version and returns to the application.
7. Use Case Ends

Alternate Paths:

[Al] 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.

[A2] User closes the print dialog

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

Exception Paths:

None

Business Rules:

None

Notes:

Uses standard browser printer function.
Printer friendly functionality is available on all confirmation screens.
Printer friendly pages should not have any of the navigation information.

The information that is presently shown to the user will be printed.
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&l | [cLoSE winDow

[""our change has been processed. Your tracking number iz: 100020

Selected Service Agreement

MName Phone Mumber Rate Plan Device Status

Brown, Judy 357-854-2110 MATDIRECTZ250 HOKIASE00 Active

Current Plan

Mame Peak Minutes Weekend Minutes MNights Minutes Amount

INTERMATIONALSOO 350.99

Included Features

Plan Features Amount
CALLVWAITING Included
CALLERID Included
WK Included
FREENIGHTSWEEKENDS 1000 Included

Optional Features

Features Amount
MULTIMEDMAKMAIL 35455
TEXTMESSAGING 85485
THREEWANYCALLING 33.45
CALLFORWARDING 5.45
Eztimated Cost Per Plan §76.79

Set Hierarchy Position

The hierarchy use cases cover the requirements to navigate and search the billing and
non- billing, hierarchies. The hierarchy functions described in this section are capabilities
of the hierarchy module used in conjunction with Self Service Manager. All other
hierarchy functions are described in the hierarchy application guide.

Name: Set Hierarchy Position
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Brief Description: Enables the user to select a hierarchy, navigates its nodes and set a new
position.

Rationale: Selecting this position sets the scope of what service
agreements are displayed for selection at the beginning of each Self Service
Manager transaction. This list can be further filtered at the beginning of
each of these Self Service Manager transactions.

Actors: Admin, Manager
Entry Points 1. Hierarchy Tab
Hierarchy and hierarchy position hyperlink on the top right of every
screen.
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Main Path: 1. Initial Display

a) If a hierarchy and hierarchy position has been previously selected
or if the user has access to only one hierarchy

i)  That hierarchy's first level is expanded and displayed in the
left pane.

ii)  The current position is highlighted (or root if none selected)
and the properties are displayed in the left pane

b) If no hierarchy has been selected the user is presented with the
option to choose a hierarchy

2. Select Hierarchy
At any point, the user can select a different hierarchy

a) From the hierarchy dropdown, the user selects from the list of
billing and non-billing hierarchies to which the user has access.
(B2]

b) Selects the go action
c) The selected hierarchy is displayed in the left pane.
3. Expand Tree

a) User expands nodes in order to navigate down into different
branches of the tree.

b) User selects a new position in the hierarchy. [A2]

c) System refreshes the screen and displays the selected hierarchy
node and sub level of the tree.

d) System displays the selected node details in the node properties
window.

4. Set Position

a) User continues to navigate the tree, selects a folder, and selects
Set Position action. [B2]

b) Message is displayed that the new hierarchy position has been set.

c) System persists this hierarchy name and position throughout the
user’s session, displaying the new selection at the top of every
screen.

The implication of this persistence is that when the user selects
another Self Service Manager transaction the same hierarchy filter will
be applied to the service agreements initially displayed in step 1.

Alternate Paths: [Al] Search

This functionality should be similar to what is deployed in TBM
hierarchy 1.0 and only include the action to select a folder, account,
or phone number that has been returned in the search.

1. User selects search criteria (folder, account, phone number), enters
search value, and selects search action.

2. Search results are displayed

3. User selects a hierarchy folder, account, or phone number and
selects the “set position” action.

4. System performs remaining steps according to the main path
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[A2] Old numbers visually differentiated and non-selectable

When a phone number has been successfully changed in Self
Service Manager, both the old and new number will be immediately
available in a hierarchy view. The old number will be visually
differentiated (such as a phone icon with a line through it). Also, the
user will not be allowed to select an individual ‘old’ phone number
and then select “set position”.

Note the user should be able to select hierarchy nodes that contain
old phone numbers.

Note that this visual differentiation only applies to the “set hierarchy
position” in the Self Service Manager application. The TBM
application will still be able to view both the old and new numbers
with no visual differentiation.

Exception Paths: [E1] User encounters a system error:

1. System invokes Error Message use case.

Business Rules: [B1] System persists this hierarchy name and position throughout the
user’s session until otherwise user changes it.

[B2] User can not view hierarchies or hierarchy nodes to which they have
not been granted view access privileges

[B3] Any unassigned accounts or contracts are attached on the top of the
hierarchy.

[B4] Hierarchy Access Control: Users can only view hierarchies to which
they have been assigned and positions at or below the positions to
which they have been assigned.

Notes: If an Admin User is not associated with a default hierarchy when a
user first enters Self Service Manager (before performing a "set
hierarchy position" action), the system will assume the default
hierarchy as the billing hierarchy.
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tEECOmanager ; Hels | Contact Us | Change Language | Legout

Order Status

Manage Billing Accounts

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts

=R T tea | ' Business Structures

Hierarchy
Search Opticns
Billing Accounts v_.| | Wireless Number v | |

t Billing Accounts
EE Eilling Accounts

Details -
-] 41251761

92156901 | Name: Billing Accounts

52801508 Location:
71385461 | Description:
03286008
80011008
06876439
08654347 .
06122165 |

31569801 il

£1362310
10756456
914559771
05686543
11599659
13875658

SET POSITION

pooooobbboboooor

| )

12876558 |
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telcomanager

Manage Business Structure - Details

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Business Structures
Hierarchy
Search Options

Sales v._I Wireless Number v__l | Jlo StAncH

t Sales

Details -

E Marketing

E Mational Headguarters Name: Sales

E Description:
Telecommunicaticns

E Sales

SET POSITION

Figure 0-2 Set Hierarchy Position
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teicomanager : _ -~ Help | Contact Us | Change Language | Logout

Self-Service

Order Status

Manage Billing Accounts

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search Options
| Billing Accounts v| | Wireless Number vl |?37—983—D382 |

Search Results

Your Search Results

Type Name Location
handset 737-983-0382 Billing Accounts\41251761\737-983-0382

GIEBEL e

Figure 0-3 Hierarchy search result screen
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telcomanager

 Self-Service

[ELEL] Order S5tatus

Manage Billing Accounts

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: 41251761

set.

Your new default hierarchy position has been successfully

Billing Accounts

Hierarchy

Search Options

Billing Accounts v--I Wireless Number _v! | |

=T

H{]
3
1]
2
H{])
2
{7
2
H{]
3
7]
3

E{

o OO s OO OO v OO e OO OO s UMY OO s NN e OO o OO e

EE Billing Accounts

41351761

5...41251?51 I
g 737-983-0382 '
| g 737-928-9372

52156501
52801508
71385461
03286008
80011008
06876439
08654347

06122165
31569801
61362310
10756456
91459771
05696543

141251761

Dietails -

g

Name: 41251761
Lecation: Billing Accounts\41251761
Description: Generated through Synchronizer

SET POSITION

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

Figure 0-4 Set position confirmation screen
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Search & Select Service Agreement

Name:

Search & Select Service Agreement

Brief Description:

This generalized use case describes how the list of service agreements are
displayed for selection at the beginning of all Self Service Manager use
case and how the user can filter this list and select one or more service
agreements. For all use cases that have a workflow, this is step/screen 1.

Actor:

Administrator, CSR

Main Path:

1. Filtered service agreement’s

On the first screen of each use case, a list of service agreement’s is
listed in order to enable the user to select one or more service
agreement on which to perform a service transaction.

a) Hierarchy: If the user previously selected a hierarchy position from
the hierarchy screen, then only service agreement’s under that
selected hierarchy position will be displayed.

b) Each use case may utilize additional filters, such as only showing
service agreement’s of status suspend for the “Resume Service”
use case.

2. Select Search By Category

User optionally selects a search category from the “Search By” drop
down field and selects the Go action.

a. Phone Number
b. Subscriber Last Name
c. Rate Plan Group
d. Device Type
e. Status
3. Search Value Field Refreshed

System refreshes the page and displays “search value” field. This field
should appear as either a drop down or text field.

4. Enter Search Value

User selects or enters “search value” and selects search action.
a) Phone Number [text field]

b) Subscriber Last Name [text field]

c) Rate Plan Group [dropdown field]

This dropdown works a little differently than the other dropdowns
because there can be more than one value dropdown box to further
narrow the search criteria.

User selects a rate plan group from the dropdown field
User either:
Accepts the default dfgdg

i)  Accepts the default “Rate Plan Group” search by criteria
option and selects search to display all service agreements
of the selected rate plan group..

i) Selects the “Individual Rate Plan” search by criteria option
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and selects search to display a drop down box containing
only the rate plan hames associated with the previously
selected rate plan group. User then selects a specific rate
plan name and search to display all service agreements of
the selected rate plan name.

iii) Device Type [dropdown]
iv) Status [dropdown]
5. Display service agreement’s

All service agreement’s matching the previous filter criteria (main path
step one) and service agreement’s whose search value contains the
text entered (or selected) in the “search by value” field are displayed.

Note: For text fields, the match logic is “starts with” or “exact match”.
Drop down fields use “exact match” logic.

Columns displayed include
i)  Subscriber Name [primary sort]
i)  Phone Number

iii) Rate Plan
iv) Device
V) Status

6. User selects a service agreement and selects one (or more for
bulk) service agreement(s) and the continue action.

7. Use case ends.
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Alternate Paths: [A1] Visually differentiate service agreement’s with outstanding
transactions

If any service agreements have any of the following service requests
with an incomplete status (any status other than successfully
completed or failed), the service agreements will be visually
differentiated (grey) and will not have active check boxes to prevent
the user from being able to select them.

Add/Delete Features
Change Device
Change Phone Number
Port Number

Activate service
Suspend service
Resume Service
Deactivate Service

ONoOTOR~WNE

[A2] Visually differentiated old service agreement’s

If any of the service agreement’s have been successfully changed to
new service agreement’s, these old service agreement records will be
visually differentiated (grey) and will not have active check boxes to
prevent the user from being able to select them.

[A3] Bulk selection from multiple pages

Rationale: The user needs to be able to select service agreements
from multiple pages and at any time see a list of those service
agreements selected.

The screen flow is identical to individual selection described in the
main path except:

1. User selects more than one service agreement from more than one
page.

2. At any point the user selects the continue button in step 2 to see the
selected service agreements.

3. User can either

a. Select the remove action to remove any of the selected
service agreements. This action should have the same
impact as going back to the first screen, finding the service
agreement on one of the pages, un-checking it, and selecting
continue to return to step 2.

b. Choose the back action to return to step 1 and continue
selecting/unselecting service agreements. When the user
returns to step 1, all the previously selected service
agreements should still be displayed.

c. Perform the actions required to complete step 2.
[A4] Remove one of multiple service agreements

Rationale: When viewing the list of selected service agreements from
step 2, the user should be able to easily remove a record from the list
without having to return the first selection screen and page through
multiple screens to find the service agreement.

When viewing the list of selected service agreements on the second
screen, the user selects the remove action and accepts the
confirmation to remove the service agreement. If no service
agreements remain selected, the user is returned to step 1 to selected
service agreements.
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[A5] Remove All Service Agreements

Rationale: Enable the user to remove all selected service
agreements with one action.

This alternate path is implemented by selecting the cancel action
which returns the user to step 1 with no service agreements selected.

[A6] Sort Displayed Service Agreements

Rationale: Enable the user to view service agreements with a
common attribute different than the search by category.

By clicking a column label, the user alternates between ascending and
descending sorts.

[A7] User continues without selecting a service agreement .

System displays an error message and prompts to select a service
agreement to perform any self-service action.

[A8] Select all service agreements for the search.

Rationale: Enables the user to select all service agreements with one
action.

Exception Paths: | [El] Systemdisplays “Search result not found” message.

1. System prompts to select valid search criteria.

Configuration Service agreements displayed in the selection screen is based on the users
Points: default hierarchy scope and the filter (configurable) for each self-service
OInLs: transaction.
Business Rules: [B1] System makes an external call to the database, retrieves user details

and displays ten records per page ( or whatever number is
configured for this use case). System also provides ability to sort the
search results based column header labels.

[B2] System persists the users hierarchy scope throughout the session.

Notes: 1. System supports paging function. The number of user records
displayed on each page is initially set to10. System enables and
displays paging icon if the search result has user records greater than
10.

34 | Telco Service Manager Application Guide



Site Web Flows =

Help | Contact Us | Change Language | Logout

telcomanager

self-Service

Order Status

Hierarchy

Select Service Agreement
1]

Hierarchy: Billing Accounts
Position: Eilling Accounts

Company: CellTec
User: Anne Green

Search for and select service agreements to change.

K R.ate_Plan ¥ Features ""Change Number Change Device / Port Number

Search Criteria

Search By:

v =

| Rate Plan Group

Multiple Selections

PageEm‘?PH

Search Results (66 items)

Name Phone Number Rate Plan Device Status
Ashcroft, Mary  847-348-4115 NATDIRECT700 BLACKBERRY7280 Active
SIEBEL. Baker, Amy 847-340-4118 INTERNATIONALSO0 NOKIASE00 Active
Baker, Amy §47-349-4101 INTERNATIONAL400 MOTOROLASD Active
Baker, Carren  397-894-2101 INTERNATIONALSOD MOTOROLABD Active

() Baker, lim 683-327-3947 INTERNATIONAL700 BLACKBERRY7280 Active
() Baker, John §47-349-4113 NATDIRECT600 BLACKEERRY7280 Active
) Baker, Ted 474-847-4733 INTERNATIONALSOO BLACKBERRY7280 Active
() Baker, wiliam  397-894-2107 INTERNATICNALGOD MOTOROLASD Active
() Banks, Tyron 397-894-2114 NATDIRECT250 MOTOROLASD Active
) Brown, Amy 559-384-7384 NATDIRECT450 NOKIASS00 Active

Page Ej of 7 H

canceL || conminue |
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telcomanager

Company: CellTec
User: Anne Green

 Rate Plan

Search Criteria

Plan Group:

Name

Ashcroft, Mary

Baker, Amy
leBEL Baker, Amy
Baker, Carren

Baker, Jim

© O

Baker, John
Baker, Ted
Baker, William
Banks, Tyron

Brown, Amy

© 0O

Features

Select Service Agreement

Select Service Agreement

Help | Contact Us | Change Language | Logout

Hierarchy: Billing Accounts
Position: Billing Accounts

r =l
NATIONDIRECT % | [Go|

Single Selection

Phone Number
847-349-4115

847-345-4118
847-349-4101
397-894-2101
683-327-3947
847-349-4113
474-847-4733
397-894-2107
397-894-2114
555-384-7384

Rate Plan
NATDIRECT700

INTERNATIONALSOO
INTERNATIONALAOOD
INTERNATIONALGOO
INTERNATIONALZOO
MNATDIRECTS00
INTERNATIONALGOO
INTERNATIONALSOO
NATDIRECT250
MATDIRECT450

' Change Mumber Change Device - Port Number

PageElof?iH

Device
BLACKBERRY7280
NOKIASS00
MOTOROLASO
MOTORCLABO
BLACKBERRY7280
BLACKBERRY7280
BLACKBERRY7280
MOTOROLASD
MOTOROLASOD
NOKIASZ00

Search Results (66 items)

Status
Active

Active
Active
Active
Active
Active
Active
Active
Active
Active

PagEIT_—|Df?PP|

canceL || conminue |
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Figure 0-5 Search for Service Agreements based on plan group

36 | Telco Service Manager Application Guide




Site Web Flows =

Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Select Service Agreement

1]
Company: CellTec Hierarchy: Eilling Accounts
User: Anne Green Position: Eilling Accounts

Select Service Agreement

o

7 Rate Plan 50 L0C Change Number  Change Device ' Port Number

Search Criteria

Plan Group: | NATIONDIRECT vl Plan Name: | NATDIRECTS00 V|

Single Selection

Page of 7#H
Search Results (66 items)

Name Phone Number Rate Plan Device Status
Ashcroft, Mary  847-349-4115 NATDIRECT700 BLACKBERRY7280 Active
SIEBEL. Baker, Amy 847-349-4118 INTERNATIONALSOD NOKIAS300 Active
Baker, Amy 847-349-4101 INTERNATICNALA0D MOTOROLASD Active
Baker, Carren  397-894-2101 INTERNATIONALG0D MOTOROLASD Active
) Baker, Jim 583-327-3947 INTERNATIONAL700 BLACKBERRY7280 Active
) Baker, John 847-349-4113 NATDIRECT600 BLACKBERRY7280 Active
Baker, Ted 474-847-4733 INTERNATICNALGOD BLACKBERRY7280 Active
Baker, William  397-894-2107 INTERNATIONALG0D MOTOROLASD Active
) Banks, Tyron 397-894-2114 NATDIRECT250 MOTOROLASD Active
) Brown, Amy 636-362-6232 REGION700 NOKIAI730 Active

Pageof?’ﬂ

caNCEL || conTINuE |
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Figure 0-6 Search for Service Agreements based on rate plans
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telcomanager

SIEBEL

Help | Contact Us | Change Langusge | Logout

"~ My Account . Statement ° Payments Self-Service

Hierarchy

Overview

Select Service Agreement

Company: CellTec Hierarchy: Eilling Accounts

User: Anne Green Position: Billing Accounts

Select Service Agreement

o Rate Plan "'-Cllange Number Change Device / Port Number

Search Criteria

Plan Group: NATICNDIRECT Plan Name: NATDIRECT450 Edit
Search By:: | Phone Number Y|

Single Selection

Search Results

] Name Phone Number Rate Plan Device Status

|:| Brown, Amy 559-384-7384 NATDIRECT450 NOKIASE00 Active

|:| Brown, Lee 847-349-4100 MNATDIRECT450 MOTOROLASD Active

Brown, Ray 397-894-2108 NATDIRECT450 NOKIAI730 Active

|:| lohn, Richard 847-349-4107 NATDIRECT450 MOTCROLASO Active

Lee, Brad 847-349-4102 NATDIRECT450 MOTOROLABO Suspended
Scott, Theo 397-894-2106 NATDIRECT450 MOTOROLASD Active

cancel || conTinue
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Figure 0-7 Select Service Agreement
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i tem@manager " . . Help | Contact Us | Change Language | Logout

Self-Service

RIEEl= " Manage Accounts [ g Order Status

Select/Deselect Features

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Edit features and continue.

y ‘Rate Plan i "'Change NMumber '_"-Change Device - Port Number

Optional Features

Features All Some None Amount
TEXTMESSAGING 500 &) ® £5.95
THREEWAYCALLING O O £3.45
MULTIMEDIAMAIL ® & $3.95

Selected Service Agreements

Name Phone Number Rate Plan Device Status
SIEBEL Brown, Ray 397-894-2108 NATDIRECT450 Mokia 1730 Active Remove
Lee, Brad 847-349-4102 NATDIRECT450 Maotarola 80 Suspended Remaowve
Scott, Theo 397-894-2106 NATDIRECT450 Maotarola 80 Active Remowve
Back || canceL | | comTinue
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Figure 0-8 Step 2, View Service Agreements Selected in Bulk
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Self service Overview Use Case

The Self Service Manager overview use case is addressed below.

B2B — Self Service Manager Overview

Name:

Self Service Manager.

Brief Description:

The overview screen displays ‘dashboard’ metrics and provides quick links to
self-service functions.

Actor Admin User
Main Path: 1. Admin user selects self-service tab.
2. System displays services overview page including:
a) User name, company name, hierarchy name and the current position
in the hierarchy.
b) Displays new rate plans available. [A1]
(Static image displayed to illustrate possible visions for how this
screen could be used).
c) Top 5 Service Agreements
List of top service agreements with highest billings from most recent
statement (from TBM overview screen)
If the user clicks on any of the phone numbers, system invokes
the “Change Rate Plan” use case with this service agreement
selected.
d) Link to rate plan advisor. [A2]
(Until integrated in [A2] this should be just a static image displayed to
illustrate possible visions for how this screen could be used).
e) Search bar, to track service request status. [A3]
f) Quick Links to the self-service actions. [A4]
g) Recent Service Requests [A5
3. Use case ends.
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Name: Self Service Manager.

Alternate Paths: |[A1] User clicks on new rate plans links.
1. System invokes Manage Accounts > Change Rate Plan use case.

[A2] User enters tracking number and selects submit action.
1. System invokes order status use case displaying the tracking number
entered in the overview screen.
[A3] User selects a quick link.
1. System invokes self service actions and corresponding use case.

[A4] Recent Service Requests

Count of submitted service transactions within the last month.

Fields Displayed
¢ Description
See Service Transactions Displayed List below. If the user
clicks on this hyperlink, the Order Status screen is launched
with only the selected service requests displayed.

¢ Service Lines
Count of service requests initiated within the last month
(service provider configurable time period) matching the status
and transaction type of the description

Service Transactions Displayed

¢+ Pending — All transactions
(Count of any transaction requests [individual count, not bulk]
submitted within a configurable time period (default 30 days)
with a status of “pending”)

¢ Failed — All Transactions
(Count of any transaction requests [individual count, not bulk]
submitted within a configurable time period (default 30 days)
with a status of “failed”)

+ Success - Change Rate Plan Transactions
(Count of any transaction requests [individual count, not bulk]
with any status submitted within the last month (configurable
time period) to change rate plan)

¢ Success - Change Features
(Count of any transaction requests [individual count, not bulk]
with any status submitted within the last month to change
features)

Exception Paths: |[E1] User encounters a system error:
1. System invokes Error Message use case.

Business Rules: |[B1] The scope of the content in the dashboard depends upon the user
(Administrator, Business or Subscriber) login.

Notes Self-service tab in the dashboard provides a quick link capability to B2B
functionalities and other features of Self Service Manager.
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telcomanager

. Help | Contact Us | Change Lanquage | Logout

SeiF Service

Hierarchy ~ Manage Ac Ma

na

Overview

Company: CellTec
User: Anne Green

Mew Rate Plan
S UL

Order Status

Top 5 Service Agreements Rate Plan Advisor

Number Last Bal Rate Plan R Rat -
3 545-803-9028 364.12 RatePlans00 un a a e
A Pian Adivsor
847-349-4100 245.90 RateFlanano &S
= R ave
800 minutes 447-483-9312 196.91 RateFlandno
$65.95 S

451-378-3743 159.82 RatePlang00
397-864-2110 144.32 RatePlangno

Hierarchy: Billing Accounts
Position: Billing Accounts

Add/Delete Features

Tracking Number |

|

SIEBEL. Description
Add/Delete Features

Change Rate Plan

Recent Service Requests

Activate Service

Change Rate Plan
Service Lines
Change Subscriber
1 Profile

1 Port Number

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-1 Overview Screen for Admin User
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Manage Account Use Cases

The comprehensive self service capabilities available to the user are addressed in the
following use cases below.

The self service features covered includes:

e Change rate plan
Provides ability for the administrator to change an individual rate plan (main
path) or a bulk request for multiple service agreements (alternate path).

e Add/ Delete features
Provides ability for the administrator to change an individuals rate plan features
(main path) or bulk request for multiple service agreements (alternate path).

e Change Device
Enables the business user to change the device associated with an individual
service agreement (main path) or in bulk. This transaction is performed by
changing the device serial number associated with the service agreement.

e Change Phone Number
Enable a business user to change the phone numbers associated with an
individual service agreement.

e Port number
Enables the user to replace an existing number with a new number from different
service provider.

Change Rate Plan

Name: Change Rate Plan

Brief Description: Provides ability for the administrator to change an individual rate plan (main
path) or a bulk request for multiple service agreements (alternate path).

Actors: Admin, Manager

Main Path: 1. User selects Manage Account > Change Rate Plan option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case (uc0060) to
filter displayed service agreement’s.

3. User selects a service agreement from the list and selects
continue action.

Step 2. Select Plan

4. System displays the selected service agreement, its rate plan, and
its selected features.

5. User selects a new plan group from the drop down and search
action.[B1]

Plan Group dropdown field displays all plan groups available for the
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company to which the service agreement belongs.

6. System displays list of plans with the following columns:
a) Plan Name

b) Peak Minutes

c) Weekend Minutes

d) Night minutes

e) Amount

7. User selects plan and continue action [A2]

Step 3: Select Features

8. System displays selected rate plan details with included and
optional features. [B2] [Al]

System makes an external call and based on the selected rate plan
displays the set of included and optional features.

9. User selects optional features and selects continue action.

Features that are included with the plan at no charge cannot be
modified.

Step 4: Verify Selections

10. System displays the summary of :
a) selected rate plan and included features.

b) Selected optional features and the estimated total amount
changes.

c) System allows the user to go back to the previous screen to edit
the selection.

11. User verifies and selects confirm action.

Step 5: Confirmation

12. System displays a confirmation message and tracking number
with options to print the confirmation page for user records.

13. Use case ends

Alternate Paths:

[A1] Bulk Change

User selects more than one service agreement on which to perform a
rate plan change.

This alternate path is the same as the main path except that the Step 2,
“Select Plan” screen

1. displays the multiple service agreements selected.

2. does not display the current plan and plan features for the selected
service agreements because it would not be clear which plan and
features related to which service agreement.

[A2] User selects continue action without selecting a rate plan.
System displays an error message and prompts to select a rate plan
and continue.

[A3] User clicks on arate plan for details

When this hyperlink is selected, another screen is displayed with
more information about the plan and a single action to return to the
previous screen.
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[A4]

When this hyperlink is selected, another screen is displayed with

User clicks on feature for more detail

more information about the feature and a single action to return to
the previous screen.

Standard
Features

P D P

Cancel action
Back action
Paging action (hnumber of lines configurable by use case)

Track service request

Exception Paths: || [E]]

User encounters a system error:
1. System invokes Error Message use case.

(B1]

(B2]

a

b

Service agreements with device features that do not support the
selected features are not modified.

System makes an external call and based on the selected rate plan
displays the set of included and optional features.

) Features that are included with the plan at no charge cannot be
modified.

) System allows to select optional features.

Notes

1.

Devices not compatible to the selected plan and features are not
affected.

2. System displays a non-monetary value for all the optional
features.
Change :
Rate Plan iy »  SelectPlan p| Select Features b Veriy
uc 1000
TSk 1007 TEM 100% TS 1003 TEh 104 THM 105
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Individual user flows for Change Rate Plan (as opposed to bulk)

telcomanager

Help | Contact Us | Change Language | Logout

SIEBEL.

Select Service Agreement

Company: CellTec
User: Anne Green

Search for and select service agreements to change.

Hierarchy: Billing Accounts
Position: Billing Accounts

Rate Plan

Search Criteria

Search By:

|Ph0na Number

' Features Change Number ' Change Device "/ Port Number

Pageuf?PH

Search Results (67 items)

[] Name
Achcroft, Mary
Baker, Amy
Baker, Amy
Baker, Carren
Baker, Jim
Baker, John
Baker, Ted
Baker, William
Banks, Tyron

Ooooooo

Brown, Amy

Phone Number

§47-349-4115
947-349-4118
847-349-4101
397-894-2101
683-327-3947
847-349-4113
474-847-4733
397-854-2107
397-894-2114
636-362-6232

Rate Plan

MNATDIRECT700
INTERNATIONALSOO
INTERNATIONAL400
INTERNATIONALEOO
INTERNATIONALZOO
NATDIRECTS00
INTERNATIONALSOO
INTERNATIONALSOO
NATDIRECT250
REGION700

Device

BLACKBERRY7280
MOKIASE00
MOTORCLASD
MOTOROLASO
BLACKBERRY7280
BLACKBERRY7280
BLACKBERRY7280
MOTOROLABD
MOTOROLAZD
NOKIAI7Z0

Status
Active
Active
Active
Active
Active
Suspended
Active
Active
Active
Active

Page |l |(of 7FM

CANCEL || conTminue
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Figure 0-1 Search and Select service agreement
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Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Select Service Agreement

Hierarchy: Billing Accounts
Position: Billing Accounts

Company: CellTec
User: Anne Green

Search for and select service agreements to change.

[P  Foatures Change Number  Change Device < Port Number

Search Criteria

Search By:

v &

Search By: @PianT\rpeur OIn.div Rate Plan: |N‘°‘TIONDIRECT v_l

i Rate Plan Group

| searcH |

Page |l |of4bkM

Search Results (32 items)

o HName Phone Number Rate Plan Device Status
Ashcroft, Mary 847-349-4115 NATDIRECT700 BLACKBERRY7280 Active
SIEBEL I:‘ Baker, John §47-349-4113 NATDIRECTS00 BLACKBERRY7280 Suspended
I:‘ Banks, Tyron 397-894-2114 NATDIRECT250 MOTORGCLASD Active
I:‘ Brown, Amy 339-384-7384 MNATDIRECT450 MOKIASS00 Active
I:‘ Brown, Charles 847-349-4112 NATDIRECT&00 BLACKBERRY 7250 Active
Brown, Judy 397-894-2110 MATDIRECTZ250 MNOKIAZS00 Active
I:‘ Brown, Lee 847-3459-4100 NATDIRECT450 MOTORCLASD Active
I:‘ Brown, Ray 397-894-2108 NATDIRECT450 MOKIAI7IO0 Active
|:| Brown, Samuel 474-737-9223 NATDIRECTS00 BLACKBERRY7280 Active
I:‘ Buel, Christina 559-483-4373 NATDIRECTo00 MOTCOROLABD Active

Pagel_l:!uftlin

cancel || conTinue |

Copyright © 2005 Siebel Systems, Inc. &ll rights reserved.

Figure 0-2 Select service agreement
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SIEBEL.

telcomanager

Help | Contact Us | Change Language | Legout

My Account = Statement ° Payments J Self-Service

(o VU= el O Manage Accounts a Order Status

Select New Rate Plan

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select a rate plan.

[EPTP Features Chal_u_]e Numbar -".Change Davice ' Port Numbar

Selected Service Agreement

Name Phone Number Rate Plan Device Status

Brown, Judy 3597-894-2110 NATDIRECTZ250 NOKIASE00 Active

Current Plan
Name Peak Minutes Weekend Minutes Nights Minutes Amount
NATDIRECT250 250 250 500 $45.95

Included Features

Plan Features Amount
WM Included
CALLERID Included
TEXTMESSAGING100 Included
CALLWAITING Included

Optional Features

Features Amount
THREEWAYCALLING $3.45
TEXTMESSAGING 500 $5.95
CALLFORWARDING $6.45
TEXTMESSAGIMNG 500 £5.95
THREEWAYCALLING $3.45
MULTIMEDIAMAIL $9.95
TEXTMESSAGING 200 £3.95
Estimated Cost Per Plan $85.10

Search Criteria

SEARCH

Plan Type:

Rate Plans

Name Peak Minutes Weekend Minutes Nights Minutes Amount
@ INTERNATIONALGOOD 600 500 500 50.99
O INTERNATIONALSOO 45.99
() INTERNATIONALTOO 55.99
O INTERNATIONALSOOD 60.95
() INTERNATIONALSOO 55.95
O INTERNATIONALLOD 3590

BACK | [ canceL || conTinue

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.
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Figure 0-3 Displays users current plan and available rate plans

| t_éi(:f.)méﬁé-ger B s BT S H_ElE | Contact Lis | ChEﬂgE LEI"IQUEQQ | Lugqut

Order Status

Select Rate Plan Features

E
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts

Select optional features.

IO Features Cha-nge Number -"Ellange Device ' Port Number

Selected Service Agreement
Name Phone Number Rate Plan Device Status

Brown, Judy 397-894-2110 NATDIRECTZ50 NOKIAS800 Active

Current Plan
Name Peak Minutes Weekend Minutes Nights Minutes Amount
INTERMNATICNALSOOD 600 500 S00 £50.99

Included Features

SIEBEL. Plan Features Amount
CALLWAITING Included
CALLERID Included
WM Included
FREENIGHTSWEEKENDS1000 Included

Optional Features

Features Amount
MULTIMEDIAMAIL $59.95
TEXTMESSAGING $5.95
THREEWAYCALLING $3.45
CALLFORWARDING £6.45

pack || camcer || conminue |

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-4 Select optional features
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Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Confirm Selections

4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please werify changes. Devices that are not compatible with the selected plan and features will not be
affected.

LRV NPT Features Ehange Number Change Device ' Port Number

Selected Service Agreement
Name Phone Number Rate Plan Device Status
Brown, Judy 397-894-2110 NATDIRECT250 MNOKIASB00 Active

Current Plan

Name Peak Minutes Weekend Minutes Nights Minutes Amount
INTERNATIONALSOOD 600 500 500 £50.99
leBEL Plan Features Amount
CALLWAITING Included
CALLERID Included
WM Included
FREENIGHTSWEEKENDS1000 Included

Optional Features

Features Amount
MULTIMEDIAMAIL $9.95
TEXTMESSAGING £5.95
THREEWAYCALLING £3.45
CALLFORWARDING $6.45
Estimated Cost Per Plan £76.79

pack || canceL || conFirm |

Copyright @ 2005 Siebel Systems, Inc. &ll rights reserved.

Figure 0-5 Verify selected plan and features
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Help | Contact Us | Change Language | Logout

telcomanager

Owverview  Hierarchy

Confirmation Summary

5]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts

Your change has been processed. Your tracking number is: 100020

LETTN P Features Cha;ge Number -'-:I-Ilam_]e Device ' Port Number

Selected Service Agreement
MName Phone Number Rate Plan Device Status
Brown, Judy 397-854-2110 MATDIRECTZ250 NOKIAS300 Active

Current Plan
Name Peak Minutes Weekend Minutes Nights Minutes Amount
INTERMATICNALSOO 600 500 500 £50.99

Included Features

$|EBE|__ Plan Features Amount
CALLWAITING Included
CALLERID Included
WM Included
FREENIGHTSWEEKENDS1000 Included

Optional Features

Features Amount
MULTIMEDIAMAIL $9.95
TEXTMESSAGING $5.95
THREEWAYCALLING £3.45
CALLFORWARDING £6.45
Estimated Cost Per Plan £76.79

@] Print Friendly

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-6 Confirmation screen
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B2B screen flows for Change Rate Plan in bulk.

telcomanager

SIEBEL.

Select Service Agreement

Company: CellTec
User: Anne Green

Help | Contact Us | Change Lanquage | Logout

" Belf-Service

Search for and select service agreements to change.

Hierarchy: Billing Accounts

Position: Billing Accounts

Rate Plan Qi -"'Cllange Number -"'Change Device - Port Number

Search Criteria

Search By:

| Rate Flan Group

E

Search By: ' Plan Type or _ Indiv Rate Plan: | INTERNATIONAL '+

[6o]

| searcH |

Fage E

Search Results (31 items)

[] Name

Baker, Amy
Baker, Amy
Baker, Carren
Baker, Jim
Baker, Ted
Baker, William
Brown, John
Brown, Judy

Brown, Pam

Ooooooo

Cooney, John

Phone Number
847-349-4113
847-345-4101
397-894-2101
883-327-35947
474-347-4733
397-8594-2107
847-349-4117
397-894-2110
318-473-2174
474-073-4035

Rate Plan

INTERMNATIONALSOO
INTERMNATIONAL400
INTERNATIONALGOO
INTERNATIONALTOO
INTERNATICNALGOOD
INTERMNATIONALSOO
INTERMNATICNALGOO
INTERNATIONALGOO
INTERNATIONALGOO
INTERNATICNALGOO

Device
NOKIASS00
MOTOROLARD
MOTOROLABOD
BLACKBERRY7280
BLACKBERRY7280
MOTOROLABD
BLACKBERRY7280
NOKIASS00
BLACKBERRY 7280
BLACKBERRY7280

Active

—
Page ILJJ of 4k M

CANCEL || conTINuE

Copyright © 2005 Siebel Systems, Inc. All rights reserved.
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Company: CellTec
User: Anne Green

Select Service Agreement

Site Web Flows =

Help | Contact Us | Change Language | Logout

Order Status

Search for and select service agreements to change.

Hierarchy: Billing Accounts
Paosition: Billing Accounts

Search Criteria

Search By:

! Rate Plan Group

Rate Plan Name

Hide Rate Plans

| INTERNATIONALE0D ¥ |

SEARCH

[E1TN PP Features ' Change Number Change Device - Port Number

PagaF__Jqu-PPl

Search Results (31 items)

1 MName Phone Number Rate Plan Device Status
Baker, Amy 847-349-4118 INTERMNATICONALSOO NOKIASS00 Active
leBEL Baker, Amy 847-345-4101 INTERMATICNAL400 MOTOROLAZD Active
Baker, Carren 397-894-2101 INTERMATICNALGOD MOTOROLASD Active
I:‘ Baker, Jim 683-327-3947 INTERMATIONALTOOD BLACKBERRY7280 Active
[] Baker, Ted 474-347-4733 INTERNATIONALGDO BLACKBERRY7280 Active
[J Baker, William 397-894-2107 INTERNATIONALGOO MOTORCLABD Active
I:‘ Brown, John 847-3459-4117 INTERNATICNALGOD BLACKBERRY7280 Active
I:‘ Brown, Judy 397-894-2110 INTERMATICNALGOO NOKIASB00 Active
I:‘ Brown, Pam 318-473-2174 INTERMNATIONALGOOD BLACKBERRY7280 Active
I:‘ Cooney, John 474-075-4035 INTERMNATIONALGOO BLACKBERRY 7280 Active

—
Page EJ of 4 ¥ H

CANCEL || CONTINUE

Copyright © 2005 Siebel Systems, Inc. &ll rights reserved.

Figure 0-7 User filters service agreements based on plan type
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telcomanager

Company: CellTec
User: Anne Green

Select Service Agreement

Self-Service

Order Status

Search for and select service agreements to change.

Help | Contact Us | Change Language | Logout

Hierarchy: BEilling Accounts
Position: Eilling Accounts

Search Criteria

Search By:

| Rate Flan Group

Rate Plan Name

[] Name
Baker, Carren
SIEBEL Baker, Ted
Baker, William
Brown, John
Brown, Judy

Brown, Pam

Cooney, John

EEOOEEE

Jones, Barbara
Jones, Bernard

Jones, Brad

Hide Rate Plans

| INTERNATIONALE0O |

SEARCH

Rate Plan

397-894-2101
474-347-4733
397-894-2107
847-349-4117
397-894-2110
318-473-2174
474-075-4035
971-304-3404
636-973-7954
937-963-9743

INTERNATIONALEOD
INTERNATIONALEOOD
INTERNATIONALEOD
INTERNATIONALGOO
INTERMATIONALGOO
INTERMATIONALEOD
INTERMNATIONALGOD
INTERMATICONALEOD
INTERNATIONALEOD
INTERNATIONALGOOD

[P Faatures Change Number - Change Device < Port Numbar

PageEofE’N

Device

MOTOROLASOD
BLACKBERRY7280
MOTOROLAZD
BLACKBERRY7280
NOKIASE00
BLACKBERRY72380
BLACKBERRY7280
BLACKBERRY7280
BLACKBERRY7280
BLACKBERRY7280

Search Results (20 items)

Phone Number

Status
Active
Active
Active
Active
Active
Active
Active
Active
Active
Active

Pagell—_“lofziﬂ

| cancer || cowTmue |

Figure 0-8 User filters the list based on plan type, rate plan and select multiple service agreement
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Help | Contact Us | Change Language | Logout

telcomanager

My Account * Stat

O ew  Hierarchy

Select New Rate Plan

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select a rate plan.

CETTN LY Features -"'-Cllange Number Change Device / Port Number

Search Criteria

Plan Type: | INTERNATIONAL v |
Rate Plans
Mame Peak Minutes Weekend Minutes Nights Minutes Amount
O INTERMATIONALSOO £5.95
O INTERMATIOMNALLOD 400 500 500 39.99
O INTERMATICOMALSOO 45,99
SIEBEL. (%) INTERMATIOMALSOO 800 500 500 60.95
(:) INTERMNATIOMALTOO 55.99
O INTERNATIOMALGOO 600 500 500 50.99
Selected Service Agreements
Name Phone Number Rate Plan Device Status
Baker, Ted, 474-847-4733 INTERNATIONALGOO BLACKBERRY7280 Active Eemaove
Baker, william, 397-894-2107 INTERMATIOMALGOO MOTORCLASO Active Remove
Brown, John, 847-349-4117 INTERNATIONALBOO BLACKBERRY7280 Active Remove
Cooney, John, 474-075-4035 INTERNATIONALSOO BLACKBERRY 7280 Active Remove
Jones, Barbara, 971-304-3404 INTERNATIOMALSOD BLACKBERRY7280 Active Remove
BACK | | canceL || cowTinuE

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-9 Screen displays the available rate plans
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telomanager

Help | Contact Us | Change Language | Logout

Order Status

Select Rate Plan Features

[ 3]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Select optional features.

T Features Chal-lge Number Ellange Device ' Port Number

Current Plan

Name Peak Minutes Weekend Minutes Nights Minutes Amount
INTERMNATIONALBOO 800 500 500 £60.95
Plan Features Amount
CALLERID Included
CALLWAITING Included
SlEBEL VM Included
FREEMIGHTSWEEKENDS Included
Features Amount
MULTIMEDIAMAIL £9.95
CALLFORWARDING $6.45
THREEWAYCALLIMNG $3.45
TEXTMESSAGING £5.95

Selected Service Agreements

Name Phone Number Rate Plan Device Status

Baker, Ted, 474-847-4733 INTERNATIONALGSOD BLACKBERRY7250 Active Remowe

Baker, William, 397-894-2107 INTERMNATIONALBOOD MOTORCLASD Active Remove

Brown, John, 847-345-4117 INTERNATICNALSOD BLACKBERRY7280 Active Remowe

Caooney, John, 474-075-4035 INTERNATIONALGOD BLACKBERRY7250 Active Remowve

Jones, Barbara, 971-304-3404 INTERNATICNALGBOD BLACKBERRY7280 Active Remove
BacK | | cancer || conTinue

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-10 Screen displays selected plan with included and optional features

56 | Telco Service Manager Application Guide




Site Web Flows =

Help | Contact Us | Changs Languags | Logout

tchomanager
Overview  Hierarchy \ : Order Status
Confirm Selections
4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts
Flea=ze verify changes. Devices that are not compatible with the selected plan and features will not be
affected.
CETCN S EV I Features "-Change Number Change Device < Port Number
Current Plan
Name Peak Minutes Weekend Minutes Mights Minutes Amount
INTERMATIONALBOO 800 500 500 $60.95
Included Features
Plan Features Amount
CALLERID Included
CALLWAITING Included
SlEBEL WM Included
FREENIGHTSWEEKENDS Included
Optional Features
Features Amount
MULTIMEDIAMAIL $9.95
CALLFORWARDING $6.45
THREEWAYCALLING $3.45
TEXTMESSAGING $5.95
Estimated Cost Per Plan £86.75
Selected Service Agreements
Name Phone Number Rate Plan Device Status
Baker, Ted, 474-847-4733 INTERNATIONALEOO BLACKBERRY7230 Active Remove
Baker, William, 397-8594-2107 INTERMATICNALSOOD MOTOROLASD Active Remawve
Brown, John, 847-349-4117 INTERMATIONALGOOD BLACKBERRY7230 Active Remove
Cooney, John, 474-075-4035 INTERMATIONALSOO BLACKBERRY7230 Active REemawve
Jones, Barbara, S71-304-3404 INTERNATIONALGOOD BLACKBERRY7280 Active Remaove
Back || cancer || coweirm

Figure 0-11 Displays the summary of plan package
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% telcomanag er : . cio | Contact Us | Change Lanqusas | Logout:

Order Status

Confirmation Summary
5|
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts
Your change has been processed. Your tracking number is: 100021
TIIrT Features Cha;u_]e Number Ehange Device - Port Number
Current Plan
Name Peak Minutes Weekend Minutes Nights Minutes Amount
INTERMATICMALE0O 800 500 500 $60.95
Included Features
Plan Features Amount
CALLERID Included
CALLWAITING Included
WM Included
SIEBEL
FREENIGHTSWEEKENDS Included
Optional Features
Features Amount
MULTIMECTAMAIL £9.95
CALLFORWARDING £6.45
THREEWAYCALLING $£3.45
TEXTMESSAGING %5.95
Estimated Cost Per Plan £86.75
Selected Service Agreements
Hame Phone Number Rate Plan Device Status
Baker, Ted, 474-8347-4733 INTERMATIONALSOD BLACKBERRY 7230 Active
Baker, William, 397-894-2107 INTERNATIONALSOD MOTOROLABD Active
Brown, John, 847-349-4117 INTERMNATIONALGOOD BLACKBERRY 7230 Active
Cooney, John, 474-075-4035 INTERNATIONALSOOD BLACKBERRY 7280 Active
Jones, Barbara, 871-304-3404 INTERNATIONALGOD BLACKBERRY7280 Active
% Print Friendly

Figure 0-12 Confirmation screen displays rate plan change
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Add / Delete Features

Name: Add and delete features to the existing plan.

Brief Description: | Provides ability for the administrator to change an individuals rate plan
features (main path) or bulk request for multiple service agreements (alternate
path).

Actors: Admin, Manager

Main Path: 1. User selects Manage Account > Add/Delete features option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s.

3. User selects a service agreement from the list and selects continue
action.

Step 2: Select/Deselect Features

4. System displays the selected service agreement, its rate plan,
included and optional features list with price details and the current
selections checked.

5. User selects and deselects features and selects continue
action.[B1]

Step 3: Verify selections

6. System displays the summary of rate plan and its included and
optional features selected and the price details (if available for bulk
selection from service provider).

7. System also displays the estimated total amount changes for the
plan based on the current selection.

8. User verifies and selects confirm action.

Step 4: Confirmation

9. System displays confirmation message and tracking number with
options to print the confirmation page for user records.

10. Use case ends

Alternate Paths: |[A1] Bulk Change

User selects more than one service agreement to add/delete features in
bulk.

This alternate path is the same as the main path except for the following
steps.

1. Step 1:“Select Service Agreements”

User selects the “Multiple Selections” action. (note this action changes
to “Individual Selection” so if selected again returns the screen to the
individual non-bulk mode).

The search criteria changes to only include Rate Plan Group and Rate
Plan Name fields. (guarantees that all selected service agreements
have the same optional features).

a. User selects a plan group and ‘Go’ action. System displays the
rate plan names in dropdown with ‘Search’ option.

b. User selects a rate plan name and ‘continue’ and is presented

Telco Service Manager Application Guide | 59



Site Web Flows ®

Name:

Add and delete features to the existing plan.

with the same selection criteria as for individual selection except
selected the rate plan group and names are displayed at the top
of the screen with an edit action next to them.

c. User selects a value criteria from the Search By field (which
excludes rate plan since it was already selected), select ‘Go’,
enters the search value, and selects search.

The search includes both the search by value as well as the previously
selected rate plan name and displays the matching service agreements
with checkboxes rather than radio buttons.

d. User selects multiple service agreements.
2. Step 2: “Select Features” screen displays the following

Instructional text: “Edit whether feature is included in all, some, or none
of the selected service agreements”

Service provider returns a list of features for which it will allow changes
based on the selected service agreements. Note, that if the service
agreements have different plans, the service provider may need to apply
logic to determine what features it will allow the user to change.

a. Feature prices may or may not be displayed.

b. Feature radio buttons will be:
i.  All:if all selected service agreements have this feature
ii. Some: If only some service agreements have this feature.
iii. None: If no service agreements have this feature

3. Step 3: “Confirm Selections” screen only displays features and price
details (if available for bulk selection from the service provider.

[A2] User clicks on the rate plan for details

When this hyperlink is selected, another screen is displayed with more
information about the plan and a single action to return to the previous
screen.

[A3] User clicks on feature for more detail

When this hyperlink is selected, another screen is displayed with more
information about the feature and a single action to return to the
previous screen.

[A5] Partial Success

If a user selects multiple features to be added to a service agreement
and the service provider only adds some of these service agreements
than the service provider can return any value they wish for the
transactions status (such as "Partial Success). The Service Agreement
rate plan feature instance will only be updated with the features the
service provider activates. If this individual transaction is part of a bulk
transaction, the bulk status should be “Closed-Success”.

Note that the service provider will need to add this new status value to
a configuration file (sm.xma.xml) so that it appears as one of the order
line status choices in the Order Status Screen.

Rationale: If the service agreement device type does not support a
requested feature and the service provider does not filter the service
agreements displayed to the user, than this alternate path would exist.
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Name: Add and delete features to the existing plan.

Standard Features: 1. Cancel action
2. Back action

3. Paging action
4

Track service request

Exception Paths: |[E1] User encounters a system error.

1. System invokes Error Message use case.

Business Rules: |[B1] System makes an external call and displays those optional features
available for change for the selection (bulk) of service agreements.

1. Optional features already selected are marked with solid (all
selections) or grey (some of selections) check in the checkbox.

2. System allows to either select all(add) or none(delete) option

Notes: 1. Service agreements with device that do not support the selected
features are not modified.

2. System displays a non-monetary value for all the optional features.

‘Add/Delete
Features
uc 1100

Select Sarvice
Agreement

TEM 1101

Select/Deselact

Fectiasa Corfirmation

TEM 1102 TS 1103 T5M 1904
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Individual user flows for Add/Delete Features (as opposed to bulk)

Help | Contact Us | Change Language | Legout

telcomanager

Select Service Agreement

Hierarchy: Billing Accounts
Position: Billing Accounts

Company: CellTec
User: Anne Green

Search for and =select =ervice agreements to change.

K Rate Plan o "'.Cllange Number Change Device / Port Number

Search Criteria

Search By:

| [

| Rate Plan Group

Multiple Selections

PagEEm‘?PH

Search Results (66 items)

Mame Phone Number Rate Plan Device Status
Ashcroft, Mary ~ 847-349-4115 NATDIRECT700 BLACKBERRY7280 Active
SIEBEL. Baker, Amy 847-349-4118 INTERNATIONALSOO NOKIASE00 Active
Baker, Amy B47-349-4101 INTERNATIONALA0D MOTOROLASO Active
Baker, Carren  397-894-2101 INTERNATIONALSOO MOTOROLASD Active

() Baker, lim 683-327-3947 INTERNATIONALTOD BLACKBERRY7280 Active
) Baker, John 847-349-4113 NATDIRECTS00 BLACKBERRY7280 Active
) Baker, Ted 474-847-4733 INTERNATIONALSOD BLACKBERRY7280 Active
() Baker, William  397-894-2107 INTERNATIONAL60D MOTOROLASD Active
O Banks, Tyron 397-894-2114 NATDIRECT250 MOTOROLASO Active
) Brown, Amy 555-384-7384 NATDIRECT450 NOKIASE00 Active

Page Ej of 7k H

CANCEL || conTinue |

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

Figure 0-13Search for a service agreement
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Help | Contact Us | Change Language | Logout

telcomanager

Select Service Agreement

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select service agreements to change.

-

7 Rate Plan (2SR Change Number  Change Device ' Port Number

Search Criteria

Search By: | Rate Plan Group v|

Search By: ® Plan Type or OIndiv Rate Plan: | LOCALPLANS vl | SEARCH

Multiple Selections

Search Results

Name Phone Number Rate Plan Device Status
s.EBEL O Brown, Amy 636-362-6232 REGICNTOO MOKIAI7Z0 Active

Brown, Ed 636-345-2502 REGICN7OO MNOKIAI7 30 Active

Carnier, Jim 474-432-6342 BASICFLAN MNOKIASE00 Active

cancEL || conTINuE

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-14 Select a service agreement
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Help | Contact Us | Change Language | Logout

telcomanager

Stat t © Payments @ @Oy

My Account

Owerview  Hierarchy 2 Servi Order Status

Select/Deselect Features

Company: CellTec Hierarchy: Eilling Accounts
User: Anne Green Position: Billing Accounts

Edit features and continue.

. Rate Plan SN Change Number ' Change Device / Port Number

Service Agreement
Name Phone Number Rate Plan Device Status
Brown, Ed 636-345-2002 REGICN7OO NOKIAITI0 Active

Selected Plan
MName Peak Minutes Weekend Minutes Mights Minutes Amount
REGIONZO0 700 500 500 $39.99

Included Features

SIEBEL. Plan Features Amount
CALLERID Included
WM Included
CALLWAITING Included
FREENIGHTSWEEKENDS1000 Included
CALLWAITING Included

Optional Features

[] Features Amount
THREEWAYCALLING $3.45
MULTIMEDIAMAIL $2.95
TEXTMESSAGING £5.95
[[] CALLFORWARDING $6.45

Back || camcer || conTinue |

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-15 Screen displays selected plan and features
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Help | Contact Us | Change Language | Logout

telcomanager

Cirder Status

Confirm Selections

B
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please confirm changes. Devices that are not compatible with the selected features will not be affected.

/ Rate Plan i, Change Number < Change Device " Port Number

Service Agreement
Name Phone Number Rate Plan Device Status

Brown, Ed 636-345-2502 REGIONYOO NOKIAI7 30 Active

Selected Plan
Name Peak Minutes Weekend Minutes Nights Minutes Amount

REGIONYOO 700 500 500 £39.99

Included Features

$|EBEL Plan Features Amount
CALLERID Included
WM Included
CALLWAITING Included
FREENIGHTSWEEKENDS1000 Included
CALLWAITING Included

Optional Features

Features Amount
THREEWAYCALLING $£3.45
MULTIMEDIAMAIL $9.95
TEXTMESSAGING £5.95
TEXTMESSAGING £5.95
MULTIMEDIAMAIL $9.55
Estimated Cost Per Plan $75.24

Back || camceL || conrirm |

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-16 Verification Screen
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telcomanager

Confirmation Summary

Company: CellTec
User: Anne Green

Your change has been processed. Your tracking number is: 100018

Help | Contact Us | Change Language | Logout

Order Status

Hierarchy: Billing Accounts
Position: Billing Accounts

Service Agreement
Name Phone Number
Brown, Ed 636-345-2902

Selected Plan

REGIONTDO 700

Included Features

SlEBEL Plan Features
CALLERID

VM

CALLWAITING
FREEMIGHTSWEEKENDS1000
CALLWAITING

Optional Features
Features
TEXTMESSAGING
TEXTMESSAGING
MULTIMEDIAMAIL
MULTIMEDIAMAIL
THREEWAYCALLING
Estimated Cost Per Plan

i Rate Plan Janmm, Change Number ' Change Device ' Port Number

Name Peak Minutes Weekend Minutes Nights Minutes Amount

Rate Plan Device Status
REGION7OOD MNOKIAI730 Active

500 500 $39.99

Amount
Included
Included
Included
Included
Included

Amount
£5.95
$5.95
£5.95
$9.95
$3.45

£75.24
(Ei.ﬂ Print Friendly

Figure 0-17 Confirmation Screen
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B2B screen flows for add/delete features use case in bulk.

Help | Contact Us | Change Language | Logout

telcomanager

Self-Service

Manag

Select Service Agreement -

Hierarchy: Billing Accounts
Position: Eilling Accounts

Company: CellTec
User: Anne Green

Select Service Agreement

 Rate Plan JTammrm, Change Number Change Device - Port Number

Search Criteria

Plan Group: | NATIONDIRECT » | [Gof
Single Selection
FPage|l |[of 7FHM
Search Results (66 items)

Name Phone Number Rate Plan Device Status
Ashcroft, Mary 847-349-4115 NATDIRECT700 BLACKBERRY7280 Active
Baker, Amy 847-345-4118 INTERNATIONALSOO NOKIASB00 Active
SIEBEL Baker, Amy 847-349-4101 INTERNATIONALLOOD MOTOROLASO Active
Baker, Carren 357-8594-2101 INTERNATIONALSOO MOTORCLASO Active
D Baker, Jim 683-327-3947 INTERNATIONALZOO BLACKBERRY7280 Active
(:) Baker, John 547-345-4113 MNATDIRECTS00 ELACKBERRY7280 Active
Baker, Ted 474-847-4733 INTERNATIONALSOO BLACKBERRY7280 Active
Baker, William 397-894-2107 INTERNATICNALSOO MOTORCOLAZD Active
O Banks, Tyron 397-894-2114 NATDIRECT250 MOTORCLASD Active
O Brown, Amy 559-384-7384 MATDIRECT450 MNOKIASE00 Active

Page|1—_—|of?'ﬂ

CANCEL || CONTINUE

Copyright © 2005 Siebel Systems, Inc. All rights reserved.
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telcomanager

Overvi

ew

Company: CellTec

User: Anne Green

r

/" Rate Plan

Search Criteria

MATIONDIRECT »

Plan Group:

Features

Select Service Agreement

Select Service Agreement

Help | Contact Us | Change Language | Logout

Hierarchy: Billing Accounts
Position: Billing Accounts

' Change Number '/ Change Device " Port Number

CONTINUE

Plan Name: | yATDIRECTG00

Single Selection

Pageof??ﬂ

Search Results (66 items)

Name Phone Number Rate Plan Device Status
Ashcroft, Mary ~ 847-348-4115 NATDIRECT700 BLACKBERRY7280 Active
SIEBEL. Baker, Amy 847-349-4118 INTERNATIONALS00 NCKIAS800 Active
Baker, Amy B847-349-4101 INTERNATIONAL400 MOTOROLABD Active
Baker, Carren  397-894-2101 INTERNATIONALS00 MOTOROLASD Active
) Baker, Iim 683-327-3947 INTERNATIONAL700 BLACKBERRY7280 Active
) Baker, John B47-349-4113 NATDIRECT600 BLACKBERRY7280 Active
Baker, Ted 474-847-4733 INTERNATIONALS00 BLACKBERRY7280 Active
Baker, Willam  397-894-2107 INTERNATIONALS0O MOTOROLASD Active
) Banks, Tyron 3597-894-2114 NATDIRECT250 MOTOROLABD Active
) Brown, Amy 636-362-6232 REGION700 NOKIAIZ30 Active

Pagenf?’ﬂ

CANCEL || conTINuE

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.
Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-18 User selects multiple selections mode and first filters by Rate Plan Name before
further filtering and selecting service agreements
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Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Select Service Agreement -

Hierarchy: Billing Accounts
Position: Billing Accounts

Company: CellTec
User: Anne Green

Select Service Agreement

Fi Rate Plan e ""Cllange Number Change Device “ Port Number

Search Criteria

NATICNDIRECT

Plan Group: Plan Name: NATDIRECT450 Edit

Search By:: | Phone Number

Search Results

[] Name Phone Number Rate Plan Device Status
[] Brown, Amy 559-384-7384 NATDIRECT450 NOKIAS800 Active
SIEBEL. [ gown, Lee 847-349-4100 NATDIRECT450 MOTOROLASD Active

Brown, Ray 397-894-2108 NATDIRECT450 NOKIAI730 Active

[ 3chn, Richard 847-349-4107 NATDIRECT450 MOTOROLASD Active

Lee, Brad 847-349-4102 NATDIRECT450 MOTOROLASD Suspended
Scott, Theo 397-894-2106 NATDIRECT450 MOTOROLASD Active

canceL || cowTmue

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-19 User selects multiple service agreements
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telcomanager

‘Self-Service

Manac

Select/Deselect Features

Company: CellTec
User: Anne Green

Edit features and continue.

Order Status

Hierarchy: Billing Accounts
Position: Eilling Accounts

Features

Optional Features

Features All Some MNone
TEXTMESSAGING 500 O ®
THREEWAYCALLING &) O
MULTIMEDIAMAIL & 53

Name Phone Number Rate Plan
Brown, Ray 397-894-2108 NATDIRECT450
IEBEL. ‘
s Lee, Brad 847-349-4102 NATDIRECT450
Scott, Theo 397-894-2106 NATDIRECT450

"-Change Number '_".Cllange Device

Port Number *

Amount
$5.95
£3.45
$9,95

Selected Service Agreements

Device Status

Nokia i730 Active Remove

Motorcla 80 Suspended Remove

Motorola 80 Active Remaove
Back | | camcer | | conTinuE

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-20 Sample screen displays current selections
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.. Help | Contact Us | Change Langusge | Logout

telcomanager

Confirm Selections

B
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please confirm changes. Devices that are not compatible with the selected features will not be affected.

,r"RateTPlan B Features "’Change Numbar Change Device - Port Number

Optional Features

Features All Some Mone Amount
TEXTMESSAGING 500 $5.95
THREEWAYCALLING & $3.45
MULTIMEDIAMATIL % : $9.95
Selected Service Agreements
Name Phone Number Rate Plan Device Status

$|EBEL Brown, Ray 397-894-2108 MATDIRECT450 Nokia i730 Active Remove
Lee, Brad g47-349-4102 MNATDIRECT450 Motarola 80 Suspended Remove
Scott, Theo 397-8304-2106 NATDIRECT450 Motorola 80 Active Bemove

[ Back || camceL | | conFrm

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-21 Verify screen displays current plan features and amount changes
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Halp | Contact Us | Change Language | Logout

telcomanager

Order Status

Confirmation Summary

Company: CellTec
User: Anne Green

Your change has been processed. Your tracking number is: 100027

y: Rate Plan i - Change Number B Change Device ' Port Number

Optional Features

Hierarchy: Billing Accounts
Position: Billing Accounts

Features All Some None Amount
TEXTMESSAGING 500 $5.95
THREEWAYCALLING £3.45
MULTIMEDIAMAIL $9.95

Selected Service Agreements

Hame Phone Number Rate Plan Device Status
S.EBEL Brown, Ray 397-894-2108 MNATDIRECT450 Nokia i730 Active

Lee, Brad 847-349-4102 NATDIRECT450 Motorola 80 Suspended

Scott, Theo 397-894-2106 NATDIRECT450 Motorola 80 Active

[% Print Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-22 Confirmation page displays selected features

Change Device

Name: Change Device

Brief Description:

Enables the business user to change the device associated with an
individual service agreement (main path) or in bulk. This transaction is
performed by changing the device serial number associated with the service
agreement.

Actors:

Admin, Manager

Main Path:

1. User selects Manage Account > Change Device option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s.

3. User selects a service agreement from the list and selects
continue action.
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Step 2: Enter New DSN

4. System displays details for the selected service agreement
including the current DSN and prompts the user to enter a new
device ID.

DSN (Required)
5. User enters the DSN and selects continue action. [A2]
DSN Step 3: Verify

6. User verifies and selects confirm action.

Step 4: Confirmation

7. System displays a tracking number and confirmation message for
DSN change with an option to print the page for user records.

8. Use case ends.

Alternate Paths: [A1] Bulk Change
1. User selects more than one service agreement to change DSN.

2. This alternate path is the same as the main path expect that the Step
2 displays multiple service agreements selected.

[A2] Invalid DSN

If one or more DSNs are invalid

1. A warning message is displayed “The following DSNs are not
recognized. Please enter new ones.

3. The system highlights invalid device Ids.
4. User either:
a. Enters new device IDs.

b. Selects the remove action for the service agreement(s) with
the invalid Ids.

5. Selects continue

Standard Features: | 1. Cancel action
2. Back action
3. Paging action
4. Track service request
Exception Paths: [E1] User encounters a system error:

1. System invokes Error Message use case.
[E2] System prompts to re-enter DSN.

1. System populates the DSN entry from the user session for the
error screen.

2. System displays an error message stating that the DSN is not
valid for the network and to contact the service provider.

Business Rules: [B1] System does a basic validation for DSN (checks for empty string)
field. Service provider should check the network compatibility based
on DSN entered..

[B2] DSN validation — combination of Hex and Decimal characters

[B3] System checks the current plan and support features of the device
based on DSN.
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Notes: None

Changs Deios Change Device Change Device Changa Device
Select Service ) ¢
Agreement »  Enter DSN » Verify »{ Confirmation
TEM 1201 TSM 1202 TEM 1203 TEM 1204

B2B screen flows for Change Device use case

Help | Contact Us | Change Language | Logout

telcomanager

Select Service Agreement

Hierarchy: Billing Accounts
Paosition: Eilling Accounts

Company: CellTec
User: Anne Green

Search for and select service agreements.

Change Device % ‘Port Number

./ Rate Plan "/ Featuras Change Number
Search Criteria

Search By:

iPh-:»ne Number vll EE

HiPageEm‘?lﬂ

Search Results (66 items)

[] Name Phone Number Rate Plan Device Status
I:‘ Carnier, Jim 474-432-6342 BASICPLAN NOKIASS00 Active
[] Cooney, John 474-075-4035 INTERNATIONALSOD BLACKBERRY7280 Active
sIEBEL I:‘ Cooney, Liam 397-894-2109 MNATDIRECTH00 MOTOROLASO Active
I:‘ Howard, Byron 397-894-2102 MATDIRECTYOO BLACKBERRY7280 Active
I:‘ John, Peter 972-850-0081 INTERNATIONALSOOD BLACKEBERRY7280 Active
I:‘ John, Richard 847-349-4107 MATDIRECT450 MOTOROLASO Active
I:‘ Jones, Barbara 971-304-3404 INTERNATIONALSOD BLACKBERRY7250 Active
Jones, Bernard 636-973-79504 INTERNATIONALGOOD BLACKBERRY 7250 Active
Jones, Brad 937-8963-9743 INTERNATIONALGOD BLACKBERRY7250 Active
Jones, Brenda 447-483-9312 INTERNATIONALGOOD BLACKBERRY7280 Active

HiPage’Enf?lN

| camcer || conwTinue |

Copyright & 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-23 Select service agreements
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. Help | Contact Us | Change Langquage | Logout

Self-Service

Change Device Serial Number

2]
Company: CellTec Hierarchy: Eilling Accounts
User: Anne Green Position: Billing Accounts

Fleaze enter a device =erial number(s) vou wish to change and click submit.

/ Rate Plan - Features Change Number Change Device “Port Number

Selected Service Agreement

Name Phone Number old DSN New DSN Rate Plan
Jones, Brenda 447-483-9312 DSN7T |78»e4?80 INTERMATICMNALE00 Bemove
| Back || camnceL || cowminue
SIEBEL Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-24 User enters new device serial numbers
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| ... Help | Contact Us. | ;i N
te!comanager Hezlp | ct Us | Change Language | Logout

"y Account _ Statement | Payments Sig i

Hierarchy \ Order Status

Change Device Serial Number

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please enter a device serial number(s) you wish to change and click submit.

Please enter Mew DSN values for all the selected service
agresments.

o EV LN e AT Port Number B

OIdDSN MNew DSN  Rate Plan
Jones, Brenda  447-483-9312 psN77 | | INTERNATIONALGDO Remove

| Back || cancer || conTinue

SIEBEL.

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-25 Invalid DSN system error screen
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SIEBEL.

Site Web Flows =

- Help | Contact Us | Change Lanquage | Logout.

Order Status

Confirm Device Serial Number

E
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please confirm changes.

,.r".llate Plan - Features -:'-Cllange Number g EVEEY P TTS

Selected Service Agreement

Name Phone Number Old DSN New DSN Rate Plan
Jones, Brenda 447-483-9312 DSN77 782473002 INTERNATICNALGDOD Remove
[ Back || camceL || conrirm

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-26 Verify DSN change
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telcomanager

Confirmation Summary

Company: CellTec
User: Anne Green

/ Rate Plan ' Features '."-Change UTMBLEVEY Change Device

Selected Service Agreement

Name Phone Number old DSN
Jones, Brenda 447-483-9312 DSN77

The following DSN(s) have been changed. Your tracking number is: 100015

Hierarchy: Billing Accounts
Position: Billing Accounts

“ Port Number *

New DSN

Rate Plan

78e478002

INTERNATIONALSOD

% Print Friend|

Copyright ® 2005 Siebel Systems, Inc. all rights reserved.
SIEBEL

Figure 0-27 Confirmation screen for DSN change
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Change Phone Number

Name: Change Phone Number.

Brief Description: Enable a business user to change the phone numbers associated with an
individual service agreement.

Actor(s): Administrator, Manager
Main Path: 1. User selects Manage Account > Change PHONE NUMBER
option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s.

3. User selects an individual service agreement from the list and
selects continue action.

Step 2: Enter Zip Code

4. System displays selected service agreement details and prompts
to enter zip code.

5. User enters billing or primary point of usage zip code and selects
continue action.

Step 3: Select Area Code

6. System displays list of area codes in a dropdown.
7. User selects an area code and selects continue action.

Step 4: Select Exchange Code

8. System displays list of exchange codes in a dropdown.
9. User selects an exchange code and selects continue action.

Step 4: Select New Phone Number

10. System displays a list of new numbers. [B1]
11. User selects a number and selects continue action.
Step 5: Verify Phone Number

12. System displays selected number for verification.
13. User verifies and selects confirm action. [A4]

Step 6: Confirmation

14. System displays confirmation message with tracking number and
an option to print the page for user records.

15. Use case ends.

Alternate Paths: [A1] Update hierarchy upon successful completion

When the change phone number transaction completes successfully,
the new phone number is added to the list of phone numbers
displayed in the hierarchy module.

As noted in the “Search & Select Service Agreement” use case, old
numbers selected in the “Set Hierarchy Position” use case will be
visually differentiated in Self Service Manager so that they can not be
selected.
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[A2] User selects continue action without selecting a new phone
number from the list.

1. System displays error message and prompts to select a new
number and continue

Standard Features: Cancel action
Back action

Paging action

p w DN PR

Track service request

Exception Paths: [E1] User encounters a validation error:
1. System invokes Error Message use case.

Business Rules: [B1] System makes an external call to the TNI. The generated number are
based on primary point of usage or billing address zip code, area
code and exchange code.

Notes: 1. System displays 5 new phone numbers to the user. (Display list is
configurable).

2. System supports paging function. The number of user records
displayed on each page is initially set to 10. System enables and
displays paging icon if the search result has user records greater than
10.

3. Required Fields:

a. ZipCode. Uses 9 digit (XXXXX-XXXX) format.
b. Area Code and Exchange Code

Select Service

Select Exchange Select New Phone
Agresment Code

Enter Zip Code Select Area Code Number

Confirmation

uc 1300

TSM 1301 | TSM 1302 | TSM 1303 | oM 1304 TSM 1308
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Following are the screen flows to Change phone number

Help | Contact Us | Change Language | Logout

telcomanager

SelfService

Manac

Select Service Agreement -
i

Hierarchy: Billing Accounts
Position: Billing Accounts

Company: CellTec
User: Anne Green

Search for and select service agreement to change.

(o PO T Y Change Device "/ Port Number

_.-'. Rate Plan ' Features
Search Criteria

Search By:

v @ Search Value |

[ [l seancn |

Page|l |of 7FM
Search Results (66 items)

|Ph0ne. Number

Name Phone Number Rate Plan Device Status
Ashcroft, Mary  B47-349-4115 NATDIRECT700 BLACKEERRY7280 Active
Baker, Amy B47-349-4101 INTERNATIONAL400 MOTOROLABD Active
SIEBEL. Baker, Amy B47-349-4118 INTERNATIONALS00 NOKIASE00 Active
Baker, Carren  397-894-2101 INTERNATIONAL600 MOTOROLABD Active

) Baker, Jim 683-327-3947 INTERNATIONAL700 BLACKBERRY7280 Active
¢ Baker, John B47-349-4113 NATDIRECTE00 BLACKBERRY7280 Active
) Baker, Ted 474-847-4733 INTERNATIONALS00 BLACKBERRY7280 Active
¢) Baker, William  397-894-2107 INTERNATIONALE00 MOTOROLABD Active
) Banks, Tyron 397-894-2114 NATDIRECTZ50 MOTOROLASD Active
© Brown, Amy 636-362-6232 REGIONT00 NOKIAI730 Active

Pageof?’ﬂ

canceL || conminue |

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Telco Service Manager Application Guide | 81




Site Web Flows ®

Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: &nne Gresn Position: Billing Accounts

Search for and select service agreement to change.

(o VLR T Change Device - Port Number

Search Criteria
Search By: | Phone Mumber _\_'| [sa] Search Value l318

| SEARCH

__i

Search Results

Name Phone Number Rate Plan Device Status
O Brown, Pam 318-473-2174 INTERMATICONALEOOD BLACKEBERRY7280 Active
@ Jones, Barbara 318-743-4734 INTERMNATIONALEOO BLACKBERRY 72380 Active

SIEBEL

CANCEL || conTINUE

IF-Service

Change Phone Number - Enter Zip Code

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Flease enter Zip code for the new phone number.

"-Change Device - Port Number

/ Features

./ Rate Plan Change Number
Selected Service Agreement
Name Phone Number Rate Plan Device Status

lones, Barbara 318-743-4734 INTERNATICNALEOD BLACKBERRY7280 Active

PR
Please enter Zip Code: E-_?lﬁﬂ__J

caNcEL || conTinue

leBEL Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-29 Change Phone Number — Enter Zip Code
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telcomanager

Order Status

Change Phone Number - Select Area Code

3]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Paosition: Eilling Accounts

Please =zelect the area code for the new phone number.

o EN T T = Change Device '/ Port Number *

Selected Service Agreement
Name Phone Number Rate Plan Device Status
Jones, Barbara 318-743-4734 INTERMATIONALSOO BLACKEBERRY7280 Active

Zip code: 01760

Please select Area Code: |571

SIEBEL.

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-30 Change Phone Number — Select Area Code
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. Help | Contact Us | Change Language | Logout

telcomanager

Change Phone Number - Select Exchange Code

Company: CellTec

User: Anne Green Position: Billing Accounts

Please select the exchange code for your new phone number.

F.r".llate Plan ¢ Features Mo EUGLTR LTS Change Device " Port Number

Selected Service Agreement

Name Phone Number Rate Plan Device Status
Jones, Barbara 318-743-4734 INTERNATIOMALSOD BLACKBERRY7280 Active

Zip code: 01760

Area code: 971

Please select Exchange Code: | 304 ¥

Hierarchy: Billing Accounts

Back || camcer || conTinue

SIEBEL.

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

Figure 0-31 Select Exchange Code

84 | Telco Service Manager Application Guide



Site Web Flows =

! Help | Contact Us | Change Language | Logout
telcomanager

Manage Accounts Servi Oirder Status

Select New Phone Number

5 |
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please =elect a new phone number.

,:"-Rate Plan ' Features e BV NI LEV - Change Device ' Port Number

Available Phone Numbers
§71-304-3400
S71-304-3401
571-304-7182
971-304-5603
971-304-3404

®@000O0

SIESEL. CANCEL || CONTINUE

Copyright @ 2005 Siebel Systems, Inc. &l rights reserved.

Figure 0-32 Select New Phone Number

tElCOmanager . Help | Contact Us | Change Language | Logout

Confirm Phone Number

6]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Flease confirm the new phone number.

. Rate Plan - Features W EVLEY I Change Device "/ Port Number

Name Old Number New Number
Jones, Barbara 318-743-4734 971-304-3404
CANCEL || conFiRM

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

SIEBEL.

Figure 0-33 Confirm New Phone Number
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teicomanager . : ~Help | Contact Us | Change Langusge | Logout

b Self-Service

Manag

Confirmation Summary

E
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Your request has been successfully processed. Your tracking number 1s: 100014

< Rate Plan  Features iR T Change Device - Port Number *

Name 0ld Number New Number
Jones, Barbara 318-743-4734 971-304-3404

i% Primt Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

SIEBEL.

Figure 0-34 Change Phone Number — Confirmation
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Port Number

Name: Port Telephone Number

Brief Description: Provides the ability for a business user to port numbers in bulk (alternate
path) and individually (main path).

Rationale: Port number enables the user to replace an existing number with
a new number from different service provider.

Actors: Admin, Manager

Main Path: 1. User selects Manage Account > Port Number option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s

3. User selects a service agreement from the list and selects
continue action.

Step 2: Enter New Phone Number

4. System displays the details for the selected service agreement
including the current phone number and prompts the user to enter
the following:

1. New Phone Number [Required]
[Ten digit number with optional separator characters]

(i) Account Number [optional]
(i) Address, State, City and Zip Code [optional]

5. User enters new number to port for the selected service
agreement and selects the continue action. [E2 - E4]

Step 3: Check Port eligibility

6. System validates and displays the number to port. [A2]
Step 4: Verify

7. User verifies and selects confirm action.

Step 5: Confirmation

8. System displays confirmation page with tracking number to check
port status and an option to print the page for user records.

Alternate Paths: [A1] Number ineligible to port

If the service provider can respond to an interim request and identifies
that one or more numbers are ineligible to port

1. A warning message is displayed “The following numbers are not
eligible to be ported. Please enter a new ones or remove the
service agreements.

a) The system highlights ineligible numbers.

b) User either:
a. Enters new number.
b. Selects the remove action for the service agreement(s) with
the invalid Ids.

c) Selects continue
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Standard Features: || 1. Cancel action
2. Back action
3. Paging action
4, Track service request
Exception Paths: [E1] User encounters a system error:

1. System invokes Error Message use case.

[E2] System displays error message for ‘Invalid Phone number’ entries.

[E3] System displays error message — “Phone number is not eligible to
port.”

[E4] System displays error message if the port number is repeated by the
user and prompts to re-enter

Business Rules: [B1] System validates phone number and checks the network
compatibility for these numbers to port from different service
provider.

Notes: 1. System does not support to change to another existing number that

they own within the same service provider.

Select Service
Agreement

TSM 1401

Enter Mew Phone
Mumber

Check Part
Eligibility

TSM 1403

TSM 1402
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Help | Contact Us | Change Language | Logout

telcomanager

b Self-Service

Order Status

Select Service Agreement
1]

Hierarchy: Billing Accounts
Paosition: Billing Accounts

Company: CellTec
User: Anne Green

Search for and select service agreements.

' Rate Plan " Features " Change Number Y Change Device g5 T

Search Criteria

Search By:

| Subscriber Last Name vl [eo] Search Value “_

J SEARCH

Page |1 |of 7k M
Search Results (66 items)

Name Phone Number Rate Plan Device Status
Ashcroft, Mary §47-349-4115 NATDIRECT?Z00 BLACKBERRY7280 Active
Baker, &Amy 847-349-4118 INTERMATIONALSOO NOKIASS00 Active
leBEL Baker, Amy 847-349-4101 INTERMATIONALLOO MOTORCLASO Active
Baker, Carren 397-894-2101 INTERMATICONALSOO MOTOROLASD Active
O Baker, Jim 683-327-3947 INTERMATICNALT OO BLACKEBERRY 7280 Active
O Baker, John 847-349-4113 NATDIRECTS00 BLACKEBERRY 7280 Active
O Baker, Ted 474-847-4733 INTERMATIONALSOO BLACKBERRY 7280 Active
O Baker, William 397-894-2107 INTERMATICONALSOO MOTOROLASD Active
O Banks, Tyron 397-894-2114 NATDIRECT250 MOTORCLASD Active
O Brown, Amy 559-334-7384 MNATDIRECT450 MNOKIASS00 Active

Page of 7FH
cancel || conTinue |

Copyright © 2005 Siebel Systems, Inc. All rights reserved.
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Help | Contact Us | Change Language | Logout

telcomanager

Self-Service

ELET

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select service agreements.

7 Rate Plan "/ Features ' Change Number '~ Change Device JI=5T3 N

Search Criteria

Search By: | Subscriber Last Name V| Search Value Carnier |ﬂ|

Search Results

Name Phone Number Rate Plan Device Status
@ Carnier, Jim 474-432-6342 BASICPFLAN NOKIASS00 Active

CANCEL || CONTINUE

SIEBEL.

Copyright © 2005 Siebel Systems, Inc. &ll rights reserved.

Figure 0-35 Search and select service agreements
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Help | Contact Us | Change Language | Logout

telcomanager

Order Status

Enter New Phone Number

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please enter the number vou wish to port.

r

Rate Plan ' Features Change Number  Change Device =L LY

Service Agreement
Name Phone Number Rate Plan Device Status

Carnier, Jim 474-432-6342 BASICPLAN NOKIASE00 Active

Edit Details

New Number: | |

Account Number: | |

leBEL Address: | |
city: | |

State: .f\_K v

Zip/Postal Code: | |

Back || camcer || cowTinue

Figure 0-36 Sample screen to input numbers to port in bulk
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Help | Contact Us | Change Language

telcomanager

Enter New Phone Number

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Paosition: Billing Accounts

Pleaze enter the number yvou wish to port.

Please enter a valid Phone Number

. Rate Plan ' Features '~ Change Number LY, Change Device gHa5Tad M08

Service Agreement
Mame Phone Number Rate Plan Device Status
Carnier, Jim 474-432-6342 BASICFLANM NOKIAS800 Active

Edit Details

New Number: | |

SIEBEL.

Account Number: | i

Address: | ]

cry: | |

State: s

Zip/Postal Code: | |

Back || canceL || conTinue

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-37 Port Number — System error screen
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Help | Contact Us | Change Language | Logout

telcomanager

Enter New Phone Number

H
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please enter the number you wish to port.

/" Rate Plan /' Features - Change Number ' Change Device Jad L4

Service Agreement
Mame Phone Number Rate Plan Device Status
Carnier, Jim 474-432-6342 BASICPLAN NOKIASE00 Active

Edit Details

New Number: |505-212-4535 |

Account Number: | |

s.EBEL Address: | |
City: | |

State: | ma v

Zip/Postal Code: |Dl?02 |

Back || canceL || conTinue

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.
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. Help | Contact Us | Change Language | Logout

telcomanager

t ° Pay ts g
Manage Accounts

Confirm New Phone Number

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Do you wish to port the following number?

~ Rate Plan " Features Change Number B, Change Device el S TG

Service Agreement
Name Phone Number Rate Plan Device Status
Carnier, Jim 474-432-6342 BASICPLAN NOKIAS800 Active

Valid Number

New Number: 508-212-4535
Account Number:
Address:
SIEBEL. City:
State: MA
Zip/Postal Code: 01702

Back || canceL || conFirm

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-38 Verify Phone Number

94 | Telco Service Manager Application Guide



Site Web Flows =

tEIC'Dmanager 5 Helo | Contact Us | Change Language | Logout

Confirmation Summary

4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Paosition: Billing Accounts

The following number has been ported. Your tracking number is: 100016

.~ Rate Plan ' Features Change Number Y, Change Device gl=lt 8 TG

Service Agreement
Name Phone Number Rate Plan Device Status
Carnier, Jim 474-432-6342 BASICPLAN NOKIAS800 Active

Confirmation

New Number: 508-212-4535
Account Number:
Address:
SIEBEL. City:
State: MA
Zip/Postal Code: 01702

ﬁ] Print Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-39 Port Number — Confirmation screen
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Manage Service Use Cases

The following use cases cover the business requirements for enabling the existing
business customer and CSR to manage services. The administrator can also perform these
functions.

e Activate Service

e Suspend Service

e Resume Service

e Deactivate Service

e Change Voicemail Password

o Change Subscriber Profile

Activate Service

Name: Activate service

Brief Description: Enables the business user to activate an individual service agreement
(main path) or in bulk (alternate path).

Actors: Admin, Manager

Main Path: 1. User selects Manage Service > Activate option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter displayed
service agreement’s. [B2]

3. User selects a service agreement from the list and selects continue
action.

Step 2: Enter DSN and reason for activation

4. System displays the selected service agreement details.

5. System prompts to enter DSN and reason for activation from the list
below. [E2-E3] [B1]

a. Received phone from service provider
b. Received phone from another source.
6. User enters DSN , selects a reason and selects continue action.[A3]

Step 3: Verify

7. System displays the phone number and reason selected for
verification.

8. User verifies and selects confirm action.

Step 4: Confirmation

9. System displays confirmation page with tracking number and an option
to print the page for user records.

10. Use Case Ends.
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Alternate Paths:

[A1]

[A2]

[A3]

Bulk Change
1. User selects more than one service agreement to activate in bulk

This alternate path is the same as the main path except that the Step 2
displays the multiple service agreements selected.

DSN Default

1. If the service agreement has a DSN stored in Self Service Manager
or if the service provider returns one with an interim request, this
value is displayed in the DSN field. The user can accept or edit this
value and follow the main path.

Invalid DSN entry.
1. System displays an error message for invalid DSN entry. [E3]

2. System prompts to reenter ESN. [E2]

Standard Features: || 1. Cancel action
2. Back action
3. Paging action (number of lines configurable by use case)
4, Track service request
Exception Paths: [E1] User encounters a system error:
1. System invokes Error Message use case.
[E2] System prompts to re-enter ESN.
1. System populates the DSN from the user session.
2. System displays error message not valid for network.
Business Rules: [B1] System does a basic validation on DSN (checks for empty string).
The service provider should validate DSN and check device
compatibility to activate online.
[B2] System filters service agreement’s using an additional filter and
displays only service agreement’s that are “INACTIVE".
Notes: 1. System uses an additional filter ‘Status Type — Inactive’ to display
service agreements that are Inactive and enable the user to further
filter service agreements using the following search by values:
a. Phone Number
b. Subscriber Last Name
c. Rate Plan Group
d. Device Type
2. The reasons displayed are configurable by the service provider.
3. Required Fields:

a. DSN
b. Reason for activation

Activate
Service
UcC 2000

Select Service
Agreement

TSM 2001

Enter DSM and
TEASON

Confirmation

TSM 2002 TSM 2004
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The following are the B2B screen flows for Activate Service in bulk

Help | Contact Us | Change Langquage | Logout

telcomanager

My Account ° Statement * Payments S0

Hierarchy M ( A= Manage Service [alEE@wlaTS

Select Service Agreement

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select service agreements.

FYSTTEP ' Suspend ' Resume ' Deactivate ' Voicemail ' Subscriber Profile

Search Criteria

Search By: |pthE Number v| Search Value 347 SEARCH

Search Results

1 MName Phone Mumber Rate Plan Device Status

Baker, Lee 847-345-4105 NATDIRECTE00 BLACKBERRY7280 Inactive

[] carnier, Joe 847-349-4103 INTERNATIONALSOO NOKIASE00 Inactive

SIEBEL. [ 3chn, Peter 847-349-4108 INTERNATIONALSOO BLACKBERRY7280 Inactive
Iohn, Richard 847-349-4107 NATDIRECT450 MOTOROLASD Inactive

Lee, Amy 847-349-4106 NATDIRECTE00 BLACKBERRY7280 Inactive

CANCEL || CONTINUE

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-1 Sample selection screen for bulk changes
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tEICC'manager ] Help | Contact Us | Change Language | Logout

Enter New Device Serial Number

Hierarchy: Billing Accounts
Position: Billing Accounts

Company: CellTec
User: Anne Green

To activate a phone number please enter the electronic serial numbers.

FY=o BT Suspend " Resume ' Deactivate - Vioicemail - Subscriber Profile

Selected Service Agreement

HName Phone Number DSN Reason Code
John, Richard 947-349-4107 | I | Received phone from service provider v! Bemove
Lee, Amy §47-349-4106 | | | Received phone from service provider vl Bemove
| Back || camnceL || conminue
Copyright © 2005 Siebel Systems, Inc. All rights rezerved.
Figure 0-2 Sample screen to input ESN
B Help | Contact Us | Change Language | Logout
telcommanager :

My Account ° Statement © Payments Sealf-Service

Ohwerview  Hierarchy Manage Accounts

Order Status

Confirm DSN
E

Hierarchy: Billing Accounts

Company: CellTec

User: Anne Green Position: Eilling Accounts

Do yvou wish to activate the following service agreements?

Activate

‘Suspend ' Resume ' Deactivata - Voicemail - Subscriber Profile
Selected Service Agreement

Hame Phone Number DSN Reason Code

John, Richard 847-340-4107 DSNO3123 Received phone from service provider Bemove

Lee, Amy 347-349-4106 DSNO7321 Received phone from service provider Bemove
Back || canceL | | conFirM

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-3 Verify Service Agreement Screen
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- Help | Contact Us | Change Language | Logout

telcomanager

' My Account ° Stat t * Payments @CEE-EOis
Owerview  Hierarchy Manage Accounts [EENEVERLOLNIE Order Status

Confirmation Summary

4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

The following service agreements have been activated. Your tracking number is: 100006

Pt Suspend ' Resume - Deactivate - Voicemail - Subscriber Profile

Selected Service Agreement

Hame Phone Number DSHN Reason Code
John, Richard 847-349-4107 DSNDO3123 Received phone from service provider
Lee, Amy 847-349-4106 DSNO7321 Received phone from service provider

g%] Print Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-4 Activate Service Agreement Confirmation Screen

Suspend Service

Name: Suspend service

Brief Description: Enables the business user to suspend an individual service agreement
and specify an effective date

Actors: Admin, Manager

Main Path: 1. User selects Manage Service > Suspend option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s. [B2]

3. User selects a service agreement and selects continue action.

Step 2: Select reason and date

4. System displays selected service agreement details and
prompts to:

1. Enter reason for suspension [Required] [B1]
i)  Equipment trouble
i)  Missing or Stolen Equipment
iii)  Sold the Unit
iv)  Vacation

a) Enter an effective date [Required].
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5. User selects a reason, enters an effective date and selects
continue action.

Step 4: Verify

6. System displays the effective date to confirm.

7. User verifies and selects confirm action.

Step 5: Confirmation

8. System displays confirmation page with tracking number and an
option to print the page for user records.

9. Use case ends.

Alternate Paths: [A1] Bulk Change
User selects more than one service agreement

Alternate path is the same as the main path, except that multiple
rows are displayed for each selected service agreement

Standard Features: Cancel action
Back action

Paging action (number of lines configurable by use case)

P w DN

Track service request

Exception Paths: [E1] User encounters a system error:
1. System invokes Error Message use case.

Business Rules: [B1] System populates reason based on reason codes based on the
user login. User needs to provide reason to suspend each phone.

[B2] System uses an additional filter and displays only service
agreement’s that are “ACTIVE".

Notes: 1. System uses an additional filter ‘Status Type — Active’ to display
service agreements that are Active and enable the user to further
filter service agreements using the following search criteria:

a. Phone Number

b. Subscriber Last Name
c. Rate Plan Group

d. Device Type

2. The reasons displayed are configurable by service provider

Suspend
Service
uc 2100

Select Service
Agreement

Enter reason and
effective date

Confirmation

TEM 2101 TSM 2102 TEM 2103 TSM 2104

The following are the B2B screen flows for Suspend Service in bulk.
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SIEBEL.

telcomanager

Select Service Agreement

Company: CellTec
User: Anne Green

Search for and select service agreements.

Search Criteria

- Help | Contact Us | Change Language | Logout

Hierarchy: Billing Accounts
Position: Eilling Accounts

Search By:

|Phune Number

[] Name

| Ashcroft, Mary
Baker, Amy
Baker, Amy
Baker, Carren
Baker, Jim
Baker, Ted
Baker, William
Banks, Tyron

Brown, Amy

Y Y

Brown, Amy

Phone Number

847-349-4115
§47-349-4118
847-349-4101
397-894-2101
683-327-3947
474-847-4733
397-894-2107
397-854-2114
636-362-6232
559-384-7384

Rate Plan

NATDIRECT700
INTERNATIONALSOO
INTERMATIONAL4ODD
INTERNATIONALEOOD
INTERNATIONALZOO
INTERNATIONALEOO
INTERNATIONALSOD
NATDIRECT250
REGICN7ZOO
NATDIRECT450

Copyright ® 2005 Siebel Systems, Inc. All rights reserved.

Page of 7 H
Search Results (66 items)

Device

BLACKBERRY7280
NCOKIASE00
MOTOROLASO
MOTOROLASD
BLACKBERRY7280
BLACKEERRY7280
MOTOROLASD
MOTOROLAZD
NOKIAIZ30
NOKIASE00

Status
Active
Active
Active
Active
Active
Active
Active
Active
Active
Active

Pageuf?’"

canceL | [ conTinue |

102 | Telco Service Manager Application Guide




Site Web Flows =

telcomanager

Hierarchy  Manage

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: &nne Green Position: Billing Accounts

Search for and select service agreesments.

Wi Activate &0 spend  Resume '/ Deactivate ' £ Woicemail / Subscriber Profila .

Search Criteria

Search By: | Subscriber Last Name .V| Search Value |I__ae J SEARCH

Search Results

a MHName Phone Number Rate Plan Device Status

] Lee, Amy 847-349-4106 NATDIRECTS00 BLACKBERRY7280 Active

Lee, Brad 847-349-4102 NATDIRECT450 MOTORCLASO Active

SIEBEL. [] Lee, Cooney 847-349-4114 INTERMATIONAL400 MOTOROLASD Active
CANCEL | | coNTINUE

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-5 Sample selection screen to suspend service
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Enter Reason to Suspend Service

User: Anne Green Position: Billing Accounts

Flease select the reason for the suspension and specify the effective date.

# Activate Suspend T Resume - Deactivate ' Voicemail - Subscriber Profile
Selected Service Agreement

Name Phone Number Reason For Suspension Date Effective Rate Plan

Lee, Brad 847-349-4102 | Equipment Trouble VI Ej ! I H[ 3 [%u| NATDIRECT450 Remove

telcomanager 1 Helo | Contact Us | Change Language | Logout

Company: CellTec Hierarchy: Billing Accounts

| Back || canceL || conminue

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

tElCOmanager i : Help | Contact Us | Change Language | Logout

Enter Reason to Suspend Service -

User: Anne Green Position: Billing Accounts

Please =elect the reascn for the suspension and specify the effective date.

A Activate Suspend  Resume ' Deactivate - Voicemail - Subscriber Profile
Selected Service Agreement

Company: CellTec Hierarchy: Billing Accounts

Name Phone Number Reason For Suspension Date Effective Rate Plan
Lee, Brad B847-349-4102 I Equipment Trouble V_' -rUI_4J /130 | /{2005 | il NATDIRECT450 HRemaove
| mack || camceL || conminue

Copyright © 2005 Siebel Systeams, Inc. All rights reserved.

Figure 0-6 Screen to input a reason and effective date
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telcomanager ] . Help | Contact Us | Change Language | Logout

Self-Service

Confirm Service Agreements

3]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Do you wish to suspend the following service agreements?

K Activate Suspend ' Resume - Deactivate '/ Voicemail ' Subscriber Profile

Selected Service Agreement

Name Phone Number Reason For Suspension Date Effective Rate Plan
Lee, Brad 847-349-4102 Equipment Trouble 04/30/2005 NATDIRECT450 Remove
[ Back || camceL || conFirm
Copyright @ 2005 Siebel Systems, Inc. All rights reserved.
SIEBEL. pyra YIS, ¢

Figure 0-7 Verify status

te!comanager ; . Help | Contact Us | Change Language | Logout

Confirmation Summary

4]
Company: CellTec Hierarchy: Billing Accounts
User: &nne Green Position: Eilling Accounts

Your status change has been completed. Your tracking number is: 1000039

/ Activate NI Resume Deactivate - Voicemail ' Subscriber Profile
Selected Service Agreement

Name Phone Number Reason For Suspension Date Effective Rate Plan
Lee, Brad 847-349-4102 Equipment Trouble 04/30/2005 NATDIRECT450

& Print Friendly

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

SIEBEL.

Figure 0-8 Confirm Service Agreements
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Resume Service

Name:

Resume Service.

Brief Description:

Enables the business user to resume service for an individual service
agreement(main path) or bulk request for multiple service agreements
(alternate path).

Actors:

Admin, Manager

Main Path:

1. User selects Manage Service > Resume option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s. [B1]

3. User selects a service agreement from the list and selects
continue action.

Step 2: Verify

4. System displays service agreement details to confirm.

5. User verifies and selects confirm action.

Step3 : Confirmation

6. System displays confirmation page with tracking number and an
option to print the page for user records.

7. Use case ends.

Alternate Paths:

[A1l] Bulk Change
1. User selects more than one service agreement

2. Alternate path is the same as the main path, except that multiple
rows are displayed for each selected service agreement

Standard Features:

1. Cancel action
2. Paging action (number of lines configurable by use case)
3. Track service request

Exception Paths:

[E1] User encounters a system error:
1. System invokes Error Message use case.

Business Rules:

[B1] System filters service agreement’s using an additional filter and
displays only service agreement’s that are “SUSPENDED".

Notes:

1. System uses an additional filter ‘Status Type —Suspended’ and
display service agreements that are Suspended and enable the user
to further filter service agreements using the following search criteria:

a. Phone Number

b. Subscriber Last Name
c. Rate Plan Group

d. Device Type

2. The reasons displayed are configurable by the service provider.
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Resume Servies Reauma Sarics  Resumo Servies
aLms Select Service : i
Service Agreement —| Werify —| Confirmation
UC 2200
TEM 2201 TEM 2202 TEM 2203

The following are the B2B screen flows for Resume Service in bulk.

Help | Contact Us | Change Language | Logout

telcomanager

Self-Service

Manage Service

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select service agreements.

7 Activate " Suspend JLEETU ' Deactivate ' Voicemail /' Subscriber Profile

Search Criteria

Search By: | phone Number v

Search Results

O Name Phone Number Rate Plan Device Status
Baker, John 847-349-4113 NATDIRECTE00 BLACKEBERRY7280 Suspended
[] Lee, Brad 847-349-4102 MNATDIRECT450 MOTOROLASD Suspended

SIEBEL.

CANCEL || conTInuE |

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-9Sample selection screen
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telcomanager ' Helo | Contact Us | Change Language | Logout

Confirm Service Agreements

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Do you wish to resume the following service agreements?

i Activate Suspend-. [P, ' Deactivate ' Voicemail - Subscriber Profile |

Selected Service Agreements
Name Phone Number Rate Plan
Baker, John 847-349-4113 NATDIRECTE00 Eemove

Back || canceL || conFrM

Copyright © 2005 Siebel Systems, Inc. All rights reserved.
SIEBEL. pvra yEEmS g

Figure 0-10 Verify status

telcomanager | : ; . Help | Contact Us | Change Language | Logout

Self-Service

Owerview  Hierarchy Acco 5 Order Status

Confirmation Summary

3]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Your status change has been completed. Your tracking number is: 100010

[V ' Daactivate '/ Voicemail '/ Subscribar Profila

Selected Service Agreements

Phone Number Rate Plan
Baker, John 847-349-4113 NATDIRECTS00

k% Print Frigndly

Copyright ©® 2005 Siebel Systems, Inc. All rights reserved.
SIEBEL

Figure 0-11 Confirmation screen
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Deactivate Service

Name: Deactivate Service
Brief Description: Enables customer service representatives to deactivate service.
Actor: CSR only
Main Path: 1. User selects Manage Service > Deactivate option.

Step 1: Select service agreement

2. User optionally selects the Search & Select use case to filter
displayed service agreement’s

3. User selects a service agreement from the list and selects
continue action.

Step 2: Select or enter reason

4. System displays selected service agreement details and prompts
to enter a reason for deactivation. [E1]

Original DSN incorrect
Phone being repaired

Phone was stolen

@ o T p

Account closed
5. User selects a reason and selects continue action. [A1]
6. System displays the service agreement to verify.
7. User verifies and selects confirm action.

Step 4: Confirmation

8. System deactivates number displays confirmation page with
tracking number and an option to print the page for user records.

9. Use case ends.

Alternate Paths: [A1l] Bulk Change
1. User selects more than one service agreement

2. Alternate path is the same as the main path, except that multiple
rows are displayed for each selected service agreement

Standard Features: || 1. Cancel action
2. Back action
3. Paging action (number of lines configurable by use case)
4. Track service request
Exception Paths: [E1] User encounters a system error:

1. System invokes Error Message use case.

[B1] System filters service agreement’s using an additional filter and
displays only service agreement’s that are “ACTIVE".

1. The reasons displayed are configurable by service provider

Business Rules:

Notes:
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Deactivats Service

Deactivate Service

Select Service Selact or enter

Agreement reason Copfimahion

TSM 2301 TSM 2302 TSM 2304

The following are the B2B screen flows for Deactivate Service Agreement in bulk.

Help | Contact Us | Change Language | Logout

telcomanager

‘Salf-Sarvica

Select Service Agreement
1]

Hierarchy: Billing Accounts
Position: Eilling Accounts

Company: CellTec
User: Anne Green

Search for and select service agreements.

K Activate Suspend Resume ST Voicemail - Subscriber Profile

Search Criteria

Search By:

| Phone Number _vi @ Search Value

[ | [ searen |

I'HPageE]m‘?PH

Search Results (66 items)

& Name Phone Number Rate Plan Device Status
|:| Brown, Amy 559-384-7384 NATDIRECT450 NOKIASS00 Active
s.EBEL |:| Brown, Charles §47-349-4112 MNATDIRECTEO0 BLACKBERRY7250 Active
|:| Brown, Ed 636-345-2902 REGICN7OO0 NOKIAITZ0 Active
|:| Brown, John §47-349-4117 INTERMATIONALEOOD BLACKBERRY7280 Active
|:| Brown, Judy 397-894-2110 NATDIRECT250 MNOKIASS00 Active
|:| Brown, Lee §47-349-4100 MNATDIRECT450 MOTOROLASO Active
|:| Brown, Pam 318-473-2174 INTERNATIONALGOO BLACKEBERRY7250 Active
|:| Brown, Ray 397-894-2108 MNATDIRECT450 MNOKIAI7S0 Active
|:| Brown, Samuel 474-737-9223 NATDIRECTG00 BLACKBERRY7230 Active
|:| Buel, Christina 355-488-4373 MATDIRECTG00 MOTOROLABD Active

HiPagel_z__Juf?PH

| cancer || conminue |

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

110 | Telco Service Manager Application Guide




Site Web Flows =

telcomanager

‘Self-Service

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: &nne Green Position: Billing Accounts

Search for and select service agreements.

_,-"'.Ad:ivate ) -"'.Suspend "/ Resume e Voicemail ' Subscriber Profile *

Search Criteria

Search By: | Phone Mumber _v| Search Value E5g_____J SEARCH

Search Results

[] Name Phone Number Rate Plan Device Status

] Erown, Amy 559-354-7384 NATDIRECT450 NOKIASE00 Active

] Buel, Christina 550-488-4373 NATDIRECTS00 MOTOROLABO Active
SIEBEL. Jones, Angel 559-303-7453 NATDIRECTS00 MOTOROLASD Active

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-12 Sample selection screen
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Help | Contact Us | Change Language | Logout

telcomanager

Select Reason to Deactivate

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Please select the reason for deactivation.

7 Activate -".Suspend /Resume it Voicemail ' Subscriber Profile

Selected Service Agreement
Name Phone Number DSN Reason for Deactivation

Criginal DSN incorrect (%

Jones, Angel 559-303-7453 DSN32 : Remove

pack || camceL | | comminue

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

Figure 0-13 Sample screen to input a reason

Help | Contact Us | Change Language | Logout

telcomanager

My Account ° Statement ° Payments § Self-Service.

Hierarchy  Manage Acco = Manage Service [RSIGETESETE

Confirm Service Agreements

3]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Do you wish to deactivate the following service agreements?

‘ Subscriber Profile

7 Activate Suspend. Resume i NNSTHR Vaoicemail

Selected Service Agre

Hame Phone Humber DSN Reason for Deactivation
Jones, Angel 559-303-7453 DSN32 Account closed

| mack || canceL || conFiRM

Figure 0-14 Deactivate flow — Verify service agreement screen
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tEECOmanagEf b - Help | Contact Us | Change Language | Logout.

Hierarchy  Man

Order 5tatus

Confirmation Summary -

Company: CellTec Hierarchy: Billing Accounts

User: Anne Green Position: Billing Accounts

Your phone number deactivations have been completed. Your tracking number is; 100011

7 Activate Suspend " Resume jinn
Selected Service Agreement

/ Woicemail ' Subscriber Profile

Name Phone Number DSN Reason for Deactivation
Jones, Angel 5559-303-7453 DSN32 Account closed

@] Prirt Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-15Confirmation screen for deactivation
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Change Voicemail Password

Name: Change Voicemail Password

Brief Description: Provides the ability for a business user to change voicemail password for an
individual service agreement. User can enter new password or have the
system generate one.

Actor(s): Business User, Administrator, CSR
Main Path: 1. User selects Manage Service > Change Voicemail password
option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s

3. User selects a service agreement from the list and selects
continue action.

Step 2: Create Password

4. System displays selected service agreement details along with
following options:

a. Please choose a password for me
b. | wish to create my own password
i) Password [Required]
i) Re-enter password [Required]
5. User selects “l wish to create my own password” option
a. User enters and re-enters password
b. and selects continue action. [Al]
Step 3: Verify Password

6. System displays entered password for confirm.
7. User verifies and selects confirm action.

Step 4: Confirmation

8. System displays confirmation message and tracking number with
options to print the page for user records.

9. Use case ends.

Alternate Paths: [Al] Automatically generate password
1. User selects: “Please choose a password for me” option and
continue
2. System displays automatically generated password on confirmation
screen.

[A2] User selects continue action without selecting an option to create
password.

1. System displays an error message and prompts to select an option
and continue.
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Standard Features:

A w0 D e

Cancel action
Back action
Paging action (number of lines configurable by use case)

Track service request

Exception Paths:

[E1]

User encounters a system error:
1. System invokes Error Message use case.

Business Rules:

[B1]

Password Validation (configurable, default 4 digit number)

Notes:

Change
Voicemail
Password
ucC 2400

Create Password

TSM 2402
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. Help | Contact Us | Change Language | Logout

telcomanager

Self-Service

Manage Service BEalLEIE=ElE

Select Service Agreement

1]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts

Search for and select service agreement to change voicemail password.

/" Activate ' Suspend '/ Resume - Deactivate it Subscriber Profile *

Search Criteria

Search By: | phone Number v| oo

HiPageEnf?iH

Search Results (66 items)

Name Phone Number Rate Plan Device Status

) Brown, Amy 559-384-7384 NATDIRECT450 NOKIAS800 Active
() Brown, Charles  B847-343-2112 NATDIRECTS00 BLACKBERRY7280 Active
SIEBEL. 5 sown, Ed £36-345-2902 REGICNTOO NOKIAIT30 Active
) Brown, John 847-3459-4117 INTERNATIONALGOO BLACKBERRY7280 Active
) Brown, Judy 397-894-2110 NATDIRECT250 NOKIAS300 Active
) Brown, Lee 847-349-4100 NATDIRECT450 MOTOROLASD Active
{3 Brown, Pam 318-473-2174 INTERNATIONALGD0 BLACKBERRY7280 Active
) Brown, Ray 397-854-2108 NATDIRECT450 NOKIAI730 Active
{3 Brown, Samuel 474-737-9223 NATDIRECTS00 BLACKBERRY7280 Active
() Buel, Christina 559-488-4373 NATDIRECTS00 MOTOROLASD Active

NiPage[2 |of 70 M

canceL || conTinue

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-16 Selection Screen
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Help | Contact Us | Change Langquage | Logout

telcomanager

Create Password

2]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts

Enter new password or request one to be automatically created.

/' Activate " Suspend ' Resume - Deactivate B = UCL I Subscriber Profile

Service Agreement
Name Phone Number Rate Plan Device Status

Brown, Ed 636-345-2902 REGIONYOD NOKIAIZZ0 Active

Password

(#)  Please choose a password for me.

I wish to create my own password.

Password | |
SIEBEL. Re-enter Password | |

Back || camceL || cowTinue

Copyright © 2005 Siebel Systems, Inc. All rights rezerved.

Figure 0-17 Select Password
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Help | Contact Us | Change Language | Logout

telcomanager

ounts NECERELERTG UM Order Status

Overview  Hierarchy  Manage As

Confirm Password

B
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Do you wish to accept the following password?

e Activate Suspen_d_ ‘Resume ' Deactivate At 0l Subscriber Profile

Service Agreement

Name Phone Number Rate Plan Device Status
Brown, Ed 636-345-2902 REGICN7OO MNOKIAI7Z0 Active
New Password 3848

| mack | | cancer || conFmm |

SIEBEL.

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-18 Verify screen displays system generated password

Help | Contact Us | Change Language | Logout

telcomanager

My Account ° Statement ° Payments 805|500

Hierarchy Manag : Manage Service QelnEE=ClTE

Confirmation Summary

4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

The following woice mail password has been changed. Your confirmation number is: 100012

/' Activate " Suspend ' Resume ' Deactivate JAGHSIET Subscriber Profile

Service Agreement
Name Phone Number Rate Plan Device Status

Brown, Ed 636-345-2902 REGION700 NOKIAIZ30 Active

Password

New Password 3848

é} Print Friendly

SIEBEL

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-19 Confirmation Screen
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Change Subscriber Profile

Name: Change Subscriber Profile

Brief Description: | Provides the ability to the admin user to edit an individual service
agreement’s attributes such as subscriber's name and the primary point
of usage (PPU) address.

Actor: Administrator.

Main Path: 1. User selects Manage Service > Subscriber Profile option.

Step 1: Select service agreement

2. User optionally invokes the Search & Select use case to filter
displayed service agreement’s.

3. Admin user selects a service agreement and selects continue
action.

Step 2: Edit Subscriber details

4. System displays edit subscriber profile screen including:
a) First Name [Required]
b) Last Name [Required]

c) Subscriber Address (point of primary usage)
iii) Street Address

iv) City

V) State

vi)  Zip code (9 characters)
d) E-mail

e€) Home Phone no

f)  Work Phone no - ext

5. User enters details and selects continue action [Al] [E2]
Step 3: Verify Changes

6. System displays the changes to verify.
7. User verifies and selects confirm action.

Step 4: Confirmation

8. System updates and displays confirmation message along with
an option to print the page for user records.

9. Use case ends.

Alternate Paths: [A1] Invalid data entry

System displays invalid warning message and prompts to re-enter

the details.
Standard 1. Cancel action
Features: 2. Paging action (number of lines configurable by use case)
3. Track service request
Exception Paths: [E1] User encounters a system error:
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1. System invokes Error Message use case.

[E2] System displays invalid data entry error message.

Business Rules:

[B1] Form validation

[B2] System updates and caches the primary usage address to
perform other bulk transactions based on this zip code (change
rate plan).

Notes:

The PPU zipcode uses XXXXX — XXXX format. A valid 10 digit phone
number uses NNN-NNN-NNNN format.

Verify

TSM 2503
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Help | Contact Us | Change Language | Logout

telcomanager

Self-Service

Manage Service [EalLEIEElTE

Select Service Agreement

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

To change the Subscriber Profile, please select the Subscriber below.

/7 Activate '/ Suspend Resume - Deactivate '/ Voicemail i

Search Criteria

Search By: |Phone MNumber .‘.’| (sol

H‘Page@uf?'"

Search Results (66 items)

MName Phone Number Rate Plan Device Status

) Brown, Amy 636-362-6232 REGION700 NOKIAIZ30 Active
) Brown, Charles  847-3439-4112 NATDIRECTS00 BLACKBERRY7280 Active
SIEBEL. ) gowned £36-345-2902 REGICNTOO NOKIAI7Z0 Active
) Brown, John B47-349-4117 INTERNATICNALE00 BLACKBERRY7280 Active
& Brown, Judy 397-894-2110 NATDIRECT250 NOKIASE00 Active
) Brown, Lee B47-348-4100 NATDIRECT450 MOTOROLASO Active
() Brown, Pam 318-473-2174 INTERNATIONALGOO BLACKEBERRY7280 Active
) Brown, Ray 397-894-2108 NATDIRECT450 NOKIAI7Z30 Active
) Brown, Samuel 474-737-9223 NATDIRECTS00 BLACKEERRY7280 Active
() Buel, Christina 559-488-4373 NATDIRECTS00 MOTOROLASD Active

HiPagaEm‘?lH

| camcer || conTInuE |

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-20 Select service agreement
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telcomanager

Change Subscriber Profile

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Paosition: Billing Accounts

Enter the Subscriber Profile details and continue.

< Activate ' - Suspend i f_" Resume - Deactivate ' Voicemail i o

Subscriber Details

First Name: |Judv ]

Last Name: |Br0 Wi i

Address: |g Pineswamp |

City: |Ip5wic:h |

State: map v
SIEBEL. Zip/Postal Code: |0193S |

Email: |Judv.Brc-wn@-:e.I [tec. corl

Home Phone: [535-444-1212 i

Work Phone: |573-521-5970 |

Back || cancer || conminue

Copyright @ 2005 Siebel Systems, Inc. all rights reserved.

Figure 0-21 Edit Subscriber Details
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Logout | Contact Us | Change Language

My Account * Stat t

Man

Hierarchy

Company: Celltek
User: Mark Brown

Flease confirm the changes.

Order Status

Change Subscriber Profile

Hierarchy: Celltek-Billing
Position: Celltek-Billing

Subscriber Details

7 Activate ' Suspend ' Resume ' Deactivate -~ Voicemail

First Name:

Last Name:
Address:

City:

State:
Zip/Postal Code:

Subscriber Profile

Barbara

Jones

10 Oak Tree Lane
Matick

MA

01760

barbara@edocs.com
508-333-5343
503-452-3534

edocg Email:

Home Phone:
Work Phone:

Back || canceL || conFIRm

© 1997-2005 edocs®, Inc. All Rights Reserved.

Figure 0-22 Verify changes
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. Helo | Contact Us | Change Language | Logout

telcomanager

Confirmation Summary

4]
Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

The Subscriber Profile has been changed. Your tracking number is: 100013

/' Activate ' ~ Suspend - ,_" Resume - Deactivate ' Voicemail o aiiaai

Subscriber Details

First Name: Judy
Last Name: Brown

Address: 0 Pineswamp
City: Ipswich
State: MA
Zip/Postal Code: 01338
Email: Judy.Brown@celltec.com
SIEBEL. Home Phone: 938-444-1212
Work Phone: 978-521-5570

% Primt Friendly

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-23 Confirmation Screen
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Order Status Use Cases

The following use cases cover the business requirements for tracking service requests.

Order Status

Name: Order Status.

Brief Description: | Enables the user to view transaction details of all service requests.

Actors: CSR, Admin, Manager, Corporate/Subscriber User

Main Path: 1. User selects Order Status tab from the menu or a hyperlink from
the overview page.

2. Display Tracking Number [A1] [A2]

1. System displays all service requests initiated within the last
three months with the following attributes: [B1-B2]

i) A separate column with “ *” to identify group transactions
if)  Tracking Number
iii) Phone Number (aka MTN)
iv) Date/Time
V) Status (Service Request Status)
vi) Description
3. User selects tracking number
4. System displays transaction details page, with a summary of
a) Tracking Number
b) Phone Number
c) Date/Time
d) Status (Service Request Status)

e) Description

Including one or more lines of state change history:
i) Date/Time (of state change)

i)  Source (whether event was initiated by the system or a
user)

iii) Status (Service Request Status)
iv) Description/Comments

Alternate Paths: [Al] Search — Common Filters

User optionally uses the search facility to search for and filter tracking
numbers.

1. Enters values for one or more of the following search criteria
i)  Tracking Number (text box)
i)  Status (Service Request Status - dropdown)

Telco Service Manager Application Guide | 125



Site Web Flows ®

Service request status for individual transactions are as
follows (note, this is not the status of a group transaction ID,
but rather the status of any individual transaction within the

group):
(1) Pending
(2) Success
(3) Failed

a) System displays all matching tracking numbers
System uses match logic for text box fields (as “starts with” or
“exact match” logic)

b) User selects a tracking number and follows the main path.
[A2] Search — More Filters

This is identical to [A2] “Search — Common Filters” except the user
selects the “Show More Filters” action to display these additional
search filters.

1. Phone Number (text box)

2. User (text box)
Online user ID of the person who initiated the service request.

3. Date range (from / to fields for calendar selection or direct
entry)

4. Transaction Type (dropdown)
Use case service request name

These filters can also be suppressed by selecting “Hide Filters”.
[A3] Bulk order transaction tracking
Same as main path except

1. Tracking numbers for bulk orders are visually differentiated
(such as separate column with a “*"). Tracking status for group
transactions are as follows:

i. Open-Pending (Request submitted , no transaction
failed)

ii. Open-Mixed (Transactions Failed > = 1)
iii. Closed-Success (All Success)

iv. Closed-Mixed ( Transactions Failed >=1)
v. Closed-Failed (All Transactions Failed)

a) Bulk numbers are returned in searches if any of their associated
individual tracking numbers match the search criteria.

b) Clicking on a bulk tracking order displays a screen of individual
tracking numbers.

¢) Individual tracking number screen behaves the same as the main
path except that the screen displays the bulk tracking number as a
header to the individual tracking numbers and the ability to
navigate back to the page where the bulk tracking number was an
individual line.

Exception Paths:

[E1] User encounters a system error:
1. System invokes Error Message use case.
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Business Rules: [B1] System displays all service transactions for service agreements to
which the user has access in the hierarchy.

Also setting the hierarchy position, narrows the scope to track service
request for service agreements under the “set position” node in the
hierarchy.

[B2] System provides ability to sort the transactions displayed based on
column header labels

[B3] List of self-service transaction includes:
a. Change Rate Plan

Add/Delete features

Change DSN

Change phone number

Port Number

-~ o o o o

Activate service

Suspend service

7o«

Resume service

Deactivate service

j-  Change Voicemail password

k. Change Subscriber profile

Notes: 1. System displays all service requests initiated within the last three
month (service provider configurable time period) .
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SIEBEL.

telcomanager

Help | Contact Us | Change Language | Logout
My Account ° Statement " Payments g0 gl

Hierarchy

Manage Accounts  Mana

Transaction List

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts

Search for and select a tracking number.

Search Criteria

Enter Tracking Number | | Status | vl | sEarcH |

Show More Filters

Fage of 2k H
Search Results (12 items)

Tracking Number Phone Number Date/Time Status Description
100001 847-349-4116 04/13/2005 - 13:06 Success Port Number
=100002 04/13/2005 - 13:14 Closed-Success De-Activate Service
100005 474-F37-9223 04/13/2005 - 13:26 Failed Port Mumber
=100006 04/13/2005 - 14:37 Closed-Success Activate Service
100009 847-349-4102  04/13/2005 - 14:56 Success Suspend Service
=100010 547-349-4113 04/13/2005 - 15:04 Success Resume Service
100011 559-303-7453 04/13/2005 - 15:15 Success De-Activate Service
100012 636-345-2902 04/13/2005 - 15:34 Success Change Voicemail Passwaord
100013 397-894-2110  04/13/2005 - 15:38 Success Change Subscriber Profile
100014 318-743-4734  04/13/2005 - 16:10 Success Change Fhone Number

PagenfEPﬂ

Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-1 Order Status — service requests.
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Help | Contact Us | Change Language | Loquutl

telcomanager

My Account ° Statement Payments Salf-Service

O v Hierarchy Manag o : Manage Service

Transaction List

Company: CellTec Hierarchy: Billing Accounts]
User: Anne Green Position: Eilling Accounts

Search for and =elect a tracking number.

Search Criteria

| ——

| Status | v

Enter Tracking Number

Phone Number | | User | |
Date Range From |—_‘," EJ" [__—| To E]" !_:j |___!
Transaction Type | “ | | meser | | searcH |

Hide Filters

Fage E_—l of 2 H

SIEBEL Search Results (1B items)

Tracking Number Phone Number Date/Time Status Description
100001 847-349-4116 04/13/2005 - 13:06 Success Port Number
=100002 04/13/2005 - 13:14 Closed-Success De-Activate Service
100005 474-737-9223 04,/13/2005 - 13:26 Failed Port Number
=100006 04/13/2005 - 14:37 Closed-Success Activate Service
100009 847-349-4102 04/13/2005 - 14:56 Success Suspend Service
+100010 B47-349-4113 04/13/2005 - 15:04 Success Resume Service
100011 559-303-7453  04/13/2005 - 15:15 Success De-Activate Service
100012 636-345-2902  04/13/2005 - 15:34 Success Change Voicemail Password
100013 397-894-2110 04/13/2005 - 15:38 Success Change Subscriber Profile
100014 318-743-4734  04/13/2005 - 16:10 Success Change Phane Number

Pagell__-lof2P’|

Figure 0-2 Order Status — Additional Filters
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Help | Contact Us | Change Languags | Logout

telcomanager

Cwerview  Hierarchy  Manage Accounts Manage

Tranaction Details

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Eilling Accounts
Group Tracking Number

Tracking Number Date/Time Status Action

100006 04/13/2005 - 14:37 Closed-Success Back to order status
Tracking Number Phone Number Date/Time Status Description

1000038 847-345-4106 04/13/2005 - 14:37 Success Activate Service
100007 847-349-4107 04/13/2005 - 14:37 Success Activate Service

Copyright © 2005 Siebel Systems, Inc. All rights reserved.
SIEBEL.

:“ = BB ““ e e HEl | Contact Us | CF’IEI‘IQE L_EFIEIUEQE I anuut
telomanager —

My Account ° Statement ° Payments Self-Serv

O v Hierarchy Manag unts  Manage 5

View Transaction Status

Company: CellTec Hierarchy: Billing Accounts

User: Anne Green Position: Eilling Accounts
Tracking Number Phone Number Date/Time Status Description
100008 847-349-4106 04/13/2005 - 14:37 Success Activate Service

Transaction History

Date/Time Source Status Description
04/13/2005 - 14:38 Data Importer Success Successful Completion
04/13/2005 - 14:37 Anne Green Pending Service Regquest Created

BACK TO ORDER STATUS | B print Frisnd

S Copyright @ 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-3 Sample status change history details page for group transaction
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te!comanager . T T T R

My Account ' Statement © P TS SelfService

O Hiegrarchy ~ Manage unts  Manag

View Transaction Status

Company: CellTec Hierarchy: Billing Accounts
User: Anne Green Position: Billing Accounts
Tracking Number Phone Number Date/Time Status Description
100005 474-737-9223 04132005 - 13:26 Failed Port Number
Date/Time Source Status Description
04,/13/2005 - 13:26 Data Importer Failed Operation Failed
04,/13/2005 - 13:26 Anne Green Pending Pending
04,/13/2005 - 13:26 Anne Green Pending Service Request Created

BACK TO ORDER STATUS | B print Friendly

SIEBEL.

Copyright @ 2005 Siebel Systems, Inc. &ll rights reserved.

Figure 0-4 Individual Transaction status history page

Trouble Reports

Name: Trouble Reports

Brief Description: Enables customer to submit trouble reports for any service related issues.

Actors: CSR, Admin

Main Path: 1. Select Trouble Reports

User accesses this screen from a link on the “Overview” page or
from the message center option under the “contact us” or “Self
Service Manager” menu options.

2. System displays Trouble Reports page containing:
a. Drop down list containing Message Categories
b. Message name

c. Message description

3. User selects a Message Category from dropdown list [E1] [Al]
[A2]

4. User enters Message Name in text box [E2]

5. User enters Description (full question) in text box [E3]

6. User selects submit action. [A3]

7. Order Status: Record written to the order status table
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8. System displays confirmation screen explaining that the message
has been sent and references a tracking number.

Alternate Path:

[A1l] User selects Message Category that is covered by an online service

1. System displays pop-up box informing user that service can be
ordered online with link to service page

[A2] User selects link to online service

1. System redirects user to service page.

Exception Paths:

[E1] User does not select a category:
1. System redisplays page with an error messages asking the user to
select a category.
[E2] User does not enter text for message name:
1. System redisplay s page with an error messages asking the user to
enter a message name
[E3] User does not enter text for message:

1. System redisplay s page with an error messages asking the user to
enter a message

Notes

The categories displayed in the pull-down menu are: Select Category; List
of Self-Service Transactions (from above use cases); Suggestions. These
will be displayed in alphabetic order. The default should be Select
Category.

The category list displayed is configurable by the service provider.

Configuration
Options

If the client purchases CSR Manager, the Trouble Reports functionality
referenced here could be enhanced by interfacing it to the service
provider's CSR Manager system and adding end user functionality to
review message response and case history as well as reply, close, and
reopen cases.
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telcomanager ... -Help | Contact Us | Change Language | Logout

Trouble Reports

Company Name: CellTec Hierarchy Name: N/A
User Name: Anne Green Position Namea: MN/&

FFAQ_ "/ Terms and Conditions - Contact Us JAreiiiii

Please enter a message and submit a trouble report.

Category I Activate service bt I

Message Name

Description

SIEBEL. :
suBMIT || camcEL

Copyright © 2005 Siebel Systems, Inc. All rights reserved.

Figure 0-5 Sample trouble report screen

Telco Service Manager Application Guide | 133



Site Web Flows ®

SIEBEL.

tE'COmanager i - Help | Contact Us | Change Language | Logou

Trouble Reports

Company Name: CellTec Hierarchy Name: N/&
User Mame: Anne Green Position Name: N/&

FFAQ- "/ Terms and Conditions - ContactUs JRrriai

You hawve just submitted a trouble report for the following reason outlined below.

Confirmation

Description: Change Rate Plan
Posting Date: 10/09/04
Tracking Number: 3458GS

PRINT FOR YOUR RECORDS

Copyright © 2005 Siebel Systemns, Inc. All rights reserved.

Figure 0-6 Confirmation screen
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Self Service Manager Site Map

The following page shows the site map for the 5.01 version of Self Service Manager.
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Figure 4.1 1 Self Service Manager Site Map

Compatibility Requirements

This section outlines requirements for the User Interface (Ul) of the system. The solution
will be compatible for the following browsers:

e |E 6 and above
e FireFox 0.9
e Netscape 7.2
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