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1 Reason for Change

This CR proposes a use case for RCC requirement and some relevant requirements are also deduced.
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 use case.
6 Detailed Change Proposal

Change 1:  Introduction of the use case – Web2.0-oriented RCC
Appendix B. Use Cases
(Informative)

B.1 Web2.0-oriented RCC
B.1.1  ASK  \* MERGEFORMAT Short Description

With Web2.0 booming in recent years, there are numerous typical Web2.0 applications, e.g., facebook, twitter, etc, rising which attract tens of millions of users. And one very common fact is that when users have complaints or problems, they usually inclines to complain and publish blogs\micro-blogs on these websites which may spread vastly in a short period and induce comparative side effects.  In some cases, these blogs might exert negative impact to some enterprises if they can not tackle with it timely or properly. For example, a use may complain a newly bought phone on his/her blog if he/she meets with some problems which may spread out instantly in cyber space.

By taking advantage of RCC, all relevant messages (e.g. blog, micro-blog, comments) with specified characteristics from specific websites can be aggregated by certain RCC functions, e.g. dedicated gateway, connecting both Web2.0 and RCC server, and then the messages can be delivered to RCC platform for further processing (e.g. filtering, queuing and distribution) and finally, the processed message can be distributed to dedicated agents who can deal with it timely and properly. For instance, one  agent can reply with a message under original message on web page to give explanation or the agent can contact with the customers to help them to solve problems or apologize and ask for forgiveness, which will undoubtedly decrease possible and potential negative impacts to the enterprise consequently.

The following figure depicts problem that exists for the time being:
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The following figure depicts the use case to solve the problem described in the above mentioned figure:

[image: image2.emf]Agents

“XPhone 

is tooo 

bad”

CCS can help Xphone vendor to handle 

this complaint in time and decrease 

potential negative impact on the 

vendor as much as possible

Agents may provide services 

to customers directly

Agents can give explanations 

under complaints on Web2.0

RCC

Use case -2

Customers


The following steps describe a conceptual flow for providing RCC-oriented services.

a) An Xphone manufacture contracts with RCC provider for dealing with any Xpone-related messages on some specified or all websites, and some certain policies can be configured by RCC provider internally or by agents for aggregating messages.

b) One customer buys an Xphone, and finds the phone has too many problems. Then he/she publishes a blog message – “Xphone is too bad!” – on his/her blog, e.g. facebook, twitter, which can spread instantly among his/her friends and friends of his/her friends, so on so forth.

c) RCC aggregates all kinds of Xphone-related message from websites and filters and queues received messages based on their types and distributes these messages to relevant agents for further process if there is any agent available.

d) Agents can be hired by RCC provider or by Xphone manufacture, the agents can deal with these messages by:

d1: contacting directly with customer, for example, the agent can apologize to customer and help the customer to solve the problem, and finally he/she may kindly ask the customer to remove or modify the message from his/her blog/micro-blog.

d2: leaving a message of explanation under original message.
B.1.2 Market benefits

The use case is to extend traditional contact centre to cover more types of services in market especially in the background of Web2.0.
Therefore, market benefits will be the following:

Customers:
· Enterprises: they can solve problems caused by Web2.0 and grab possible chances as well.
· Individuals: their complaints can attract attention from enterprises and their problems can be solved accordingly.
RCC Provider (Operators/Carriers):

· They can provide Web2.0-oriented RCC services for enterprise customers.
Agent:

· Agent can be hired by each specific enterprise and trained with specific and professional kills.
Change 2:  New requirements for RCC
4. Requirements
(Normative)

4.1 High-Level Functional Requirements

	Label
	Description
	Release

	RCC-HLF-xxx
	RCC SHALL support aggregation of messages from Web2.0 website.
	1.0

	RCC-HLF-xxx
	RCC SHALL support queuing and distribution of messages aggregated from Web2.0 website.
	1.0

	RCC-HLF-xxx
	RCC SHALL support agent access to raw messages aggregated from Web2.0.
	1.0

	RCC-HLF-xxx
	RCC SHALL support configuration of policies for web2.0 message aggregation and processing by agent.
	1.0

	RCC-HLF-xxx
	RCC SHALL support replying messages to the messages aggregated from Web2.0.
	1.0

	RCC-HLF-xxx
	RCC SHALL support differentiation of messages aggregated from Web2.0 with different priorities.
	1.0


Table x: High-Level Functional Requirements
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