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Service Contract Information
Management

This program drives development of an e-business process to automate the
management of service contract information. Economic benefits are reduced
parts carrying costs, reduced logistics costs for mis-shipments, reduced data
rework at time of service delivery, more accurate picture of contract start/end
possibly leading to higher sales of renewed contracts to the service provider.
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Program At-A-Glance

High Level Introduction

During a service product lifecycle, data are exchanged to quote,
purchase/sell, manage, and renew service contracts as well as to request
service under existing contracts. Parties involved may include end user,
reseller/systems integrator, distributor, service provider, and manufacturer.
Business Challenge

Case for action and description of the current e-business process situation.
Objectives and Deliverables

Summary of the Program Objectives and the Expected Output for the
Milestone Program.
Sponsors and Program Team

RosettaNet Partners involved with this Milestone program.
Program Participants

Listing of all Program team members dedicated to this Milestone program.
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High Level Introduction

*{. During a service product lifecycle, data are exchanged to quote, purchase/sell, manage,
and renew service contracts as well as to request service under existing contracts.
Parties involved may include end user, reseller/systems integrator,
distributor, service provider, and manufacturer.

S

All parties involved in a service transaction generate data including:

» contract billing and contact information

« contract holder and contacts

* service location and contacts

* replacement part shipping location and contacts
e product information

e product serial number(s)

e coverage dates

» coverage level(s)/SLAs

Information regarding specific contracts or pieces of equipment covered under

a contract change over time as equipment is moved, service levels are upgraded
or downgraded, equipment is exchanged, or parties involved in the transaction
change. An efficient and effective way of communicating this information is
necessary for each of the parties to be able to fulfill their process roles and
obligations in the service supply chain.
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Primary Supply Chain Roles

End User

Owner/user of products, beneficiary of contract, supplier of contract data
(product location, etc.)

System Integrator

Possible owner of product, responsible for product integration into
existing environment, may provide first level service, possible proxy for
service provider in valldatlng contract information, p035|ble proxy for end
u?er in supplying contract data, possible proxy for end user as beneficiary
of contract

Service Provider

Provider of service to systems integrator or end user, user of contract
data, maintainer of data for replaced/repalred/exchanged products within
a contract, possible seller (owner) of service contract

Logistics Provider

Provides logistics for product replacement and/or product return, may
update product data in contract for replaced or returned products

Original Equipment Manufacturer (OEM)
Manufacturer of the product, originator of product data, possible seller
(owner) of seller contract RAOSFTTANET
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Important Stakeholders

These are the additional groups and roles that should be considered In

the requirements development and implementation phases of the Program.
For each group describe how the program participants should work with
the group.

 Awareness Communication Only

 Needed at Implementation

* Needed for Specification Design

Industry Stakeholders
These are the secondary service providers or groups that also participate in
the e-business process or benefit from the Program.

Standards Groups
Description of existing sources for best practices or standards related to the e-
business process.

Legislative Groups
Description of known legislative groups or regulations that impact the e-

usiness process REOSETTA NET
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Business Challenge

Case for action and description of
the current e-business process situation.

Process Capabilities
The following eBusiness Process capabilities are included in the

scope of the Program:

« [nitial contract ordering (modifications to quoting & ordering
processes)

« Contract setup notification (modifications to status)

« Contract management (i.e. moves, adds, changes, upgrades,
downgrades, terminations) and resultant financial transactions —
l.e. modifications to elements within contract, usually managed by
an operations team

« Contract renewal and resultant financial transactions — usually
managed by interactions between sales and procurement
functions
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These eBusiness Process capabilities are specifically
NOT included in the scope of the Program:

Validations of contract appropriateness
Service requests

Logistics requests

Logistics management

Reporting of service data, e.g. reporting on SLA adherence,
service quality, service case statistics, etc.

Service depot inventory management
Service case handling, updates, escalations, or notifications
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Process Alignment

(describe how this process is aligned with other related processes)
OEM - better understanding of spares in the field

Case for Action
Business Topic 1

Bad contract data causes:

» Delays in service authentication

* Inefficient management of spare parts inventory
 Unmet SLASs or time-to-perform clauses

* Increased logistics costs due to mis-shipments
 More data rework at time of service delivery

» Lack service coverage and contract renewals
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Current E-Business Environment
E-Business Process description that further details the situation described in the

business case. This description should illustrate the issues above in a business view
that can enable partners to understand if they have a similar business situation in
their company. This should still be a fairly high-level description of the business
process environment. The specific business process flow will be detailed on a

separate Web page.

Value Proposition
End User — more timely & accurate service delivery, less down time due to service

data delay

System Integrator - more timely & accurate service delivery, ability to maintain end
user environment more effectively

Service Provider — more accurate information, less sparing inventory, less frequent
missed SLAs due to inaccurate/incomplete data synchronization w/ End User

Logistics Provider — fewer misshipments due to missing/inaccurate data

OEM - better understanding of spares in the field
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Objectives and Deliverables

Summary of the Program Objectives and the Expected
Output for the Milestone Program.

Program Objectives

More accurate and timely information within the supply chain regarding
location of products under service contract and the location to which
service should be delivered benefits all parties in the transaction. The
most tangible benefit is for the service provider—users requesting service
can be authenticated more quickly if contract data is accurate, spare parts
inventory can be managed more effectively when service location is
known, and SLAs or time-to-perform clauses can more easily be
met. The end user or integrator as the contract holder can receive
service more efficiently than when data is inaccurate—especially for
mission critical hardware/software which is covered under a specific
response time.
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Economic benefits are reduced parts carrying costs, reduced logistics

costs for mis-shipments, reduced data rework at time of service delivery,
more accurate picture of contract start/end possibly leading to higher
sales of renewed contracts to the service provider.

Other benefits are;

Move from completely manual (phone, fax, email, print and tear) process,
which results in errors

Provide scalability within the service contract data entry organization
Standardize the business process

Shorten time for each contract management request; requests and
responses not real time

Provide receipt acknowledgement or error notification
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Specification Development Effort Expected Output

Standards

Develop the Partner Interface Processes(R) to support the service
contract management process. Capabilities of this eBusiness Process
include:

» Initial contract ordering (modifications to quoting & ordering p rocesses)
« Contract setup notification (modifications to status)

« Contract management (i.e. moves, adds, changes, upgrades,
downgrades, terminations) and resultant financial transactions — i.e.
modifications to elements within contract, usually managed by an
operations team

« Contract renewal and resultant financial transactions — usually managed
by interactions between sales and procurement functions

The specification development effort may include:

« Validated and published PIP Specification Packages for the Service
Contract business process.

AND/OR
« Validated and re-versioned PIP Specification Package(s) for existing
standards. xCTTT A -
ROSETTANET
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Documentation

The supporting business and technical documentation to be
developed by the program include:

e Specification Requirements Document (SRD) to support the
Service Contract Management business process

* Business process scenario models
 RosettaNet Implementation Guides (RIG)
* Frequently Asked Questions

 ROI case study

e Other...

Versioned Documents
Name
SCIM Expected Output (.pdf)
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Sponsors and Program Team

RosettaNet Partners involved with this Milestone program.

Council Sponsors

RosettaNet Program governance requires 5 or more Council member
companies to provide program resources and commit to implement the
standard(s) associated with a Milestone Program.

Name Company Executive Related
Sponsor (E) Council(s)
Program

Sponsor (P)

Cisco E

G|~ |IW[IN|[F
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On-Loan Resources

The on-loan resources are responsible for the day-to-day operations of the
program. They represent the RosettaNet Consortium to manage the Milestone

Program.
Role Name Company E-Mail Commitment
Address
Program Isara WWT isara. 25-715%
Director Punjasthitkul punjasthitkul@ | assignment
wwt.com
Product Amy Fong Cisco amfong@cisc | 20-75%
Manager 0.com assignment
PIP SooChin RosettaNet ;ggﬁgp” Assigned by
Developer Yeoh rosettanet. RosettaNet
/ :
/Wan Norhazlina@
Norhazlina rosettanet,

org

Note: If optional on-loan assignments are not filled, the Program
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Focused Process Team (Content Experts)

Dedicated team of 5-7 business experts working with on-loan resources
and partner companies in gathering business requirements, discussing
feedback, validating the standard and creating supporting collateral.
They represent the process requirements for their individual companies.

 BellSouth

e Cisco
« SBC
e WWT
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