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1 Project Identification

	Status:
	Team Initial Draft Project Proposal

	Program Name:
	Service Assurance and Fulfillment 

	Project Name:
	Mobile Terminal Equipment Management

	Project Type:
	Process Automation

	Project Sponsor(s):


	Orange

	Team Leader:
	Ian Best (Interim)

	TMF Staff Project Support:
	Paul Short

	Target Venue for Showcase and/or Document Release
	Phase 1 BA Release Nice 2001

	BRIEF Project Purpose or Overall Goal:


	To identify the business drivers and processes to support Mobile Terminal Equipment Management

	
	


Note:

For the purposes of this document the terms ‘Terminal Equipment’ and User Equipment as defined by 3GPP are to be considered synonymous i.e. the USIM etc is included within the scope.

2 Project Scope and Objectives

2.1 Project Scope

Based on the TOM processes, the project will investigate the business processes required for managing terminal equipment.  The project will be divided into two phases:

Phase 1 will be aimed at identifying the business scenarios, processes and requirements to support the configuration management of terminal equipment (customer equipment) for 2G+ (GPRS and EDGE) and 3G (IMT-2000) networks.  The complexity of this equipment is much greater than the existing 2G equipment and as such there is a higher risk that early releases of the terminals will included service affecting problems and restricted functionality.  At the same time there will be great financial pressure on suppliers and operators to release this equipment into operation as soon as possible.  Without the facility to change the configuration (including software versions) the potential cost of recalling faulty equipment could prove to be major.  This first phase of the project needs to deliver in time for early deployments of the technology (early 2002).

Phase 2 of the project will expand the management capabilities to meet other business requirements these will include functionality to support remote diagnostics and the management of applications with the TE environment.

During the two phases of the project, the following areas (as identified by 3GPP) will be discussed:

Tracking hardware

Tracing what hardware and configuration customers are using.  This will allow Customer Care to deal with queries more efficiently and will also allow pre-emptive measures to be taken to prevent the customer from having problems with certain services.

Error Tracing

When a customer complains about errors on the network the terminal management system can be used to trace the errors which might occur on the user equipment or are caused by the user equipment.

Re-configurable terminals

· Downloadable terminal software; distribute new communications software over the air in order to improve the terminals performance or fix minor problems.

· Remote downloads to remote terminals.  Terminals could be embedded in, for example, drinks machines. It would be more cost effective to manage the terminal remotely than having to send an engineer out to the site each time something goes wrong.

Application & Service downloads

Plugins.  Many new services might use, for example, Java or MEXE. These services might require a new version of Java to be downloaded in order to be able to use the service.  Another example is where certain pages / services require a new plugin to the browser in order to view the page / service (e.g. Shockwave plugin).

Remote diagnostics

Remote diagnostics could include signal strength, location, signal quality and call history.

Virus detection & prevention

As handset become ever more complex there is very real risk of viruses being spread through the handsets.  To ensure that this does not happen system must be in place that can detect viruses and disinfect them on the handsets.

2.2 Project Objectives

The project will deliver two versions of a business agreement (BA) in line with the TMForum BA template.  These two versions will reflect the two phases of the project as described above.  A major part of this project will be to develop and document an understanding of how the TOM processes ‘fit’ the requirements for managing mobile terminal equipment (as described above).

It is anticipated that the BA work will lead to the formation of one or more catalyst projects which will apply the technology being defined by the various standards groups to prove that the business requirements can be satisfied.  The exact nature of these catalyst projects will be an early delivery of this project.

There is an outline agreement with the 3GPP SA 5 group to share the findings of this project and hence influence the development of the terminal and IMT-2000 (UMTS) OA&M specifications.
While defining the business processes and scenarios described above, the project team will attempt to identify the deployable business components which will be required for the delivery of a system to fulfill the requirements.  This will be in line with the work being carried as part of the NGOSS initiative.  In line with reference [2] the team will consider these components in terms of Process Automation, Enterprise Information and Human Interaction components.
3 Fit to TMF Strategic Plan

This project will support the TMForum strategy to increase its support for the mobile / wireless industry. The project will ensure that the TMForum establishes a technical lead in the industry by exploring the new area of extending the OSS management functions to the wireless customer equipment.

4 Application to the TMF Telecom Operations Map (TOM)

4.1 Project Diagram of Application to TOM

It should be noted that the project application to the TOM will become clearer as the project progresses.  For example it is not obvious at the moment whether the customers terminal equipment will be considered to be part of the network or not.

4.2 Description of Project TOM Application

The above diagram indicates a best estimate of the TOM process that will be touched in some way by this project.  The concept of moving the OSS boundaries out to the management of customers’ own equipment in a wireless environment is new and one of the deliveries of the project will be to deliver a business agreement which will explain how this is achieved using the TOM processes.   Most of the aspects of the project will fall into the ‘assurance’ areas of the TOM.  However the project will include the configuration of the customers’ terminal equipment (especially for service provisioning and activation) which will include some of the fulfillment processes described in the TOM.

As this project represent a new application of the TOM, the project will deliver recommendations to the TOM to enhance it to cover this area.

5 Application to the TMF Technology Integration Map (TIM)

Not applicable until catalyst projects are defined.

5.1 Project Diagram of Application to TIM

5.2 Description of Project TIM Application

6 Business Scenario Description(s) and Diagram(s)

The project will derive the business scenarios as part of its task in producing the Business Agreement.  The following highlights some of the business issues which will be addressed:


· The need for Customer Service Representative’s (CSR) to understand the software running on the customers’ terminal equipment, both applications and OS when a customer calls in.


· How providers manage software versions etc on customers’ terminal equipment

· The  ability for CSRs to be able to remotely take control of the terminal for fault diagnosis and customer support purposes.

· The users of the  performance information which may be gleaned from the customers’ equipment:-

· The network operator (including service and network planning and optimisation)
· The supplier

· The OEM

· The software vendor

· The corporate telecomms manager


· Who pays for the information transfer and how is the information passed to the end user (of that information)?
· Reliability of software download procedure including  the effects of radio channel failure during download.
· Regulatory and Type Approval issues (Terminal Manufacturers may need control of Radio aspects).

· UICC/USIM owner can be different to Terminal owner, this can have implications for upgrade co-ordination and security.
· Protection of network infrastructure usage during multiple downloads.



· What are the security implications

· How do we identify authorised receptors of the information and protect against unauthorised access? 

· What are the issues regarding data protection and privacy of information and how is this managed

· Should the end user have the ability to switch the access ON or OFF?

· Would Telecomms managers want this to be enabled in all their terminals?

7 Catalyst Project Set-up Diagram  

Not applicable.

8 Key Project Attributes

Proposed Project Start Date: 

Subject to TMForum approval, it is expected to hold the first formal project meeting during the Chicago TMW meeting in November 2000.

Estimated Project End Date: 

It is estimated that the project will reach completion (phase 2) Q2 2002.

8.1 Project Deliverables:

The project will deliver a Business Agreement for each of the two phases of the project.  It will also identify and initiate (as appropriate) catalyst projects which will use the standards currently being developed within the industry e.g. 3GPP to prove their suitability to support the business problems identified by the BA.

8.2 Milestones and Due Dates:

The current plan is to finalise the first phase Business Agreement during the Nice TMW (May? 2001)

9 Value Contribution Statements

9.1 Service Providers/Systems Integrators Benefits

Service Providers will be a major beneficiary of this project.  The ability to manage the customers’ equipment will deliver the following benefits:

· The ability to upgrade customers’ equipment to add new functionality and to fix problems without the costly need to recall the equipment to a service facility.

· Remotely diagnose problems and therefore reduce the need for equipment replacement

· Assist the customer in understanding how to use their terminals

· Extract performance information in order to gain an understanding of the quality of service that a customer is experiencing at the service access point.

Systems Integrators will benefit by:

· Extending the scope of OSS to the customers’ domain thus opening new markets.

· Additional OSS components will be required to be able to support the terminal equipment management.  These new components will need to be integrated into the existing OSS environments.

9.2 Vendors Benefits

Network Equipment Providers will benefit from:

· Problem analysis at source and problem correction.  

· Improved understanding of the customer environment and customer behavior

· Faster time to market for new terminal devices with lower financial risks

· The ability to deploy new functionality on existing devices.

· Future proof (?)

Independent System Vendors will gain from:

· New market place due to the extension of the O&M chain.  

· The requirement for OSS solutions for management from the Customer perspective.

9.3 TM Forum Benefits

The issues surrounding terminal equipment management are fast becoming a major discussion subject in the mobile arena.  This project will not only ensure that the TMF is recognised as a major contributor to these discussions but also ensure that it establishes itself as the industry leader in defining how these new business requirements can be mapped onto the business processes (described in the TOM).  The project will ensure that the TMForum establishes a technical lead in the industry by exploring the new area of extending the OSS management functions to the wireless customer equipment.

In a similar way to the Mobile Management Team SQM project, this

project will establish links to the TOM and study the implications for

supporting this new application of OSS functionality.

As one of the first projects to be born out of the Mobility Market Centre, this project will assist in validating that concept.

While it is not yet clear whether this project will attract membership from terminal  manufacturers, the catalyst projects which will be established from it will attract participation from these end user equipment suppliers.  This will introduce a new area of representation for the TMForum. 

This project will complement some of the other TMForum projects by adding another piece to the puzzle of end to end service management.

In the discussions that have taken place prior to proposing this project, an interface has been established with the 3GPP SA 5 group to assist with the definition and validation of the standards that they are working on.  This not only underlines the industries interest in this project but also recognition that the TMForum has the potential to make a major contribution to the industry.

10 Completion Criteria and Possible Extensions 

10.1 Completion Criteria

Delivery and approval of the final version of the BA

10.2 Possible Extensions 

· It is expected that the project will lead to the proposal of one or more catalyst projects.  Although the project has yet to be approved and has not yet ‘gone public’, the MMC has already been approach by some member companies who have expressed an interest in participating in a catalyst project.  3GPP has also expressed an interest in working with the project team to establish a catalyst project to validate their recommendations.
· The nature of the project is such that it could be easily extended to cover all customer premise equipment and not just wireless terminals.

· Following on from phase 2 the project may be extended to incorporate aspects of end-to-end SLA management that require information across multiple domains including the customers equipment.

11 Project Relationships

11.1 Relationship to Other TM Forum Projects

The project will establish links with the TOM, Service Orientated Measurements, SLA / QoS Handbook, Next Generation Wireless Catalyst, SLA Management Catalyst, VHE Project and Mobile e-Commerce projects.

11.2 Relationship to External groups 

The project team has identified the following organisations which it will investigate the need to establish links (others may be identified as the project proceeds):

· 3GPP SA 5

· MWIF

· IETF

· DMTF

· GSM Forum

· WAP Forum

· IPDR

· SDR Forum

· PARLAY

· JAIN

· Bluetooth

12 Risk Analysis

At this time the project has received commitment from a small number of members who are prepared to support the project.  While this team is capable of filing all of the roles which are necessary to meet the deliverables, without further participation the time scales are at risk.  The team has identified a number of other companies which it feels may provide additional resources.  These (and other) companies will be contacted to solicit participation.
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14 Key Resources and Roles

	Role
	Name
	Company
	Phone
	E-mail
	Commitment 
	Comments

	Leader, Sponsor and Support Roles

	Sponsor(s)
	Tom Forsyth
	Orange
	+44 7973 994 892
	tom.forsyth@orange.co.uk
	
	

	Team Leader
	Ian Best (interim)
	Orange
	+44 7973 992 866
	ian.best@orange.co.uk

	
	

	Support Manager
	
	Paul Short
	
	
	
	

	Required Roles in Addition to Leader, Sponsor and Support 

	Editor(s)
	Ian Best
	
	
	
	
	

	Information Modeler

/ DA representative
	TBD
	
	
	
	
	

	DA reviewer
	Al Vincent
	
	
	
	
	

	Implementation Roles  (This is not a catalyst project)

	MDC Representative
	
	Company 1
	
	
	
	

	
	
	Company 2
	
	
	
	

	
	
	Etc
	
	
	
	

	Development Lead
	
	
	
	
	
	

	Integration Testing Lead
	
	
	
	
	
	

	Logistics Representative
	
	
	
	
	
	

	Optional Roles

	Deputy Team Leader
	TBD
	
	
	
	
	

	Secretary
	Pertti Pielismaa
	Nokia
	+358 40 504 5142
	pertti.pielismaa@nokia.com
	
	

	Standards Liaison
	Frank Korinek
	Motorloa
	+1 847 576 1643
	Frank.Korinek@Motorola.com
	
	

	TOM Liaison
	Veli Kokkonen
	Sonera
	+358 0400 446 832
	veli.kokkonen@sonera.fi
	
	

	TIM Liaison
	NA
	
	
	
	
	

	Team CC/CIF Content Manager
	Ian Best
	
	
	
	
	

	Team CIF 
	Ian Best
	
	
	
	
	

	Supporting Editors
	
	
	
	
	
	

	Team Members / Domain Experts

	
	Frank Korinek
	Motorola
	
	
	
	

	
	Ian Best
	Orange
	
	
	
	

	
	Pertti Pielismaa
	Nokia
	
	
	
	

	
	Veli Kokkonen
	Sonera
	
	
	
	

	
	Laure Reillier 
	ADC (TBC)
	
	
	
	

	
	Ulrich Schroer
	Mannesmann
	
	
	
	

	
	
	NEC (TBC)
	
	
	
	

	
	
	Ericsson (TBC)
	
	
	
	

	
	
	Vitria (TBC)
	
	
	
	

	
	
	Vertel (TBC)
	
	
	
	

	
	
	Telia (TBC)
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	First Release to TMF Management Team for approval

	0.3
	5/10/2000
	Ian Best
	Updates to reflect comments from review

	0.4
	5/10/2000
	Ian Best
	Additional update from Michael Truss (3GPP SA5)


Possible Impact





Phase 2





Phase 1





S





E





S





S





E





C





O





R





P





T





N





E





M





E





G





A





N





A





M





S





M





E





T





S





Y





S





N





O





I





T





A





M





R





O





F





N





I





Development





Planning and





Network





Provisioning





Network





Management





Inventory





Network





Restoration





Maintenance &





Network





Management





Network Data





Network and Systems Management Processes





Development





Planning and





Service





Configuration





Service





Management





Problem





Service





Management





Service Quality





Discounting





Rating and





Service Development and Operations Processes





Handling





Problem





Management





Customer QoS





Collections





nvoicing and





I





Order Handling





Sales





Element Management Processes





Information Technology





Physical Network and





Customer Care Processes





Customer Interface Management Processes
























































































































































































































































Customer








