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1 Reason for Change

This contribution proposes to add relevant text for the sections of RCC ER1.0 introduction. And some editorial changes are also provided accordingly.
2 Impact on Backward Compatibility

N/A
3 Impact on Other Specifications

N/A
4 Intellectual Property Rights

Members and their Affiliates (collectively, "Members") agree to use their reasonable endeavours to inform timely the Open Mobile Alliance of Essential IPR as they become aware that the Essential IPR is related to the prepared or published Specification.  This obligation does not imply an obligation on Members to conduct IPR searches.  This duty is contained in the Open Mobile Alliance application form to which each Member's attention is drawn.  Members shall submit to the General Manager of Operations of OMA the IPR Statement and the IPR Licensing Declaration.  These forms are available from OMA or online at the OMA website at www.openmobilealliance.org.

5 Recommendation

To discuss and agree with the proposed text.
6 Detailed Change Proposal

4. Introduction















 

Communication centre service has been a prosperous industry for many years; however, traditional communication centres, specifically call centres, are becoming restricted under the background of Web2.0 and mobile internet booming, evolution of network to ALL-IP and the tendency of Telco capabilities exposure due to its self-contained system and outdated business mode. What’s more important is that cloud computing is emerging now which also has tremendous impact on communication centre.
There have had some standards for traditional call centre services, including ECMA CSTA, ECMA TSAPI, ITU-T Y.2216, etc. However, these standards are majorly designed for legacy network or specifically for network-coupled services, and usually provide voice-based services and cannot accommodate emerging\existing new requirement and tendency, especially for on demand services in the internet and cloud computing scenarios.

4.1 Version 1.0



RCC1.0 ER provides architecture and technical specification of RCC services. Several aspects are described in this specification, including:

· High-level RCC services, e.g., agent (de-)registration, agent assignment, master agent and sub-agent management.
· Social media based RCC  functions
· Cloud-based RCC services (e.g., virtualization, multi-tenants)
· RCC capability APIs
4.2 



4.2.1 
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