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1 Reason for Contribution

This contribution proposes a new use-case for inclusion into the OSPE RD and describes the needs of a Service Provider to identify as fast as possible the cause of a fault when a group of end-users experience a fault with a service that is offered to them by their Service Provider.

2 Summary of Contribution

This contribution introduces a use-case that describes the need for service level diagnostics when a group of end-users experience a fault with a service that is offered to them by their Service Provider. This use-case describes the needs of a Service Provider to identify as fast as possible the cause of a fault that resides in their network environment.

3 Detailed Proposal

5. Use Cases

5.1 Service fault localization within a Service Provider’s Network

5.1.1  ASK  \* MERGEFORMAT Short Description

This use case describes the use of a mechanism to assist end-to-end service investigation by a Service Provider's Development or Operations teams. The use case applies to a service that is in operation. 

The main aim of the use case is to describe how the mechanism is used to identify the location of a fault in the network of elements realising a set of service enablers to provide an End-user Service. The End-user Service is invoked, the service is traced though the service enabler realisations, and the Service Provider Operations team analyses the Service Trace to find the location of the fault.

5.1.2 Actors

· End-user – The end-users who use a mobile device to consume a service provided by their Service Provider

· Service Provider: The Service Provider supports the necessary network infrastructure to support and provide services to their customers. The Service Provider may also integrate Services from a third party Service Provider to enhance their services portfolio.

· Service Provider Customer Care team: They are the end-user’s first point of contact for any service related queries, e.g. subscription, payment and billing related, and service specific queries or issues. The Service Provider Customer Care may be classed as 1st line support.

· Service Provider Operations team: Manages and maintains the day-to-day operations of the Service Provider’s network and supporting services. The Service Provider Operations team may be classed as 2nd line support.

· Service Provider Development team: Designs, develops and implements the service logic that may be realized as a complex set of interactions between enablers deployed by both the Service Provider and externally by a Third Party Service Provider. The Service Provider Development Team may be classed as 3rd line support.

5.1.2.1 Actor specific Issues

· End-user
· Consumes the services they have paid for and expects to use the services with consistent and expected level of quality.

· Service Provider

· Offers Services to their end-users and guarantees a quality of service for the services that are consumed.

· Service Provider Customer Care

· Customer care is the primary contact point for the end-user. The customer care needs to ensure that the customer’s complaints are dealt with in an effective and efficient manner to maintain customer satisfaction

· Service Provider Operations Team

· Ensure it has all means/tools to be able to manage the services and solve/address possible issues an end-user may experience or which may impact end-user experience.

· Service Provider Development Team

· Ensures that their service designs meet the expected market needs in terms of time-to-market and quality of service, and end-user expected service quality, e.g. service works first time and is simple use etc. They take the service through acceptance test and release it to its Operations in the shortest time possible whilst achieving service design quality so that the service is then available for consumption to the end-users. They need to able to make the necessary corrections to the service logic whenever a service fault is detected.

5.1.2.2 Actor specific Benefits

· End-user
· Consistent and expected level of quality with every service execution.

· Service Provider

· Able to maintain and improve the quality of service offered to their end-users.

· Service Provider Customer care

· Maintains and improves level of customer satisfaction through efficient and effective resolution of end user complaints. It will help in providing more quality fault related information to the Service Provider Operations team when a fault occurs

· Service Provider Operations Team

· Confidence that issues can be tracked, isolated and corrected in an effective and efficient manner. This enables the process of fixing the issues more quickly. It will also help in providing more quality fault related information to the Service Provider development teams when a fault occurs

· Service Provider Development Team

· Quicker debugging phase when a service fault is reported. It will help in providing more quality fault related information to the Third Party Service Provider development teams when a fault occurs

5.1.3 Pre-conditions

· End-user has an account with the Service Provider and their subscription is fully paid.

· There are a number of live Service Provider services that their end-user customers are consuming.

· The Service Provider’s network infrastructure supports the Service Level Tracing functionality. This also means that when a device is “marked” by the Service Provider, any calls/sessions invoked (until when the Service Provider “de-marks” the device) from that device initiates service level tracing.

· The Service Provider Development team have the right type of mobile devices to be able to replicate the service failure.

5.1.4 Post-conditions

· The Service Provider Operations team replicate the service failure. The Service Provider Operations team retrieves the logged service trace information and identifies the fault that causes the failure.

· The cause of the service failure is identified as being part of the Service logic within the Service Provider’s network. The fault that causes the service failure is rectified.

· The end-user continues to consume their services getting a consistent and expected user experience each time.

5.1.5 Normal Flow

1. A number of Service Provider end-users experience a fault with a service they have paid for, and after a number of failed attempts contact their Service Provider.

2. The Service Provider Customer Care performs a number of basic checks but is unable to identify the cause of error.

3. The Service Provider Customer Care escalates the end-user service complaint with both the Service Provider Operations team and the Service Provider Development team.

4. The Service Provider Operations team checks the network for error alarms and examine the statistical information associated with the key network nodes for signs of unusual nodal behaviour. However, they are unable to identify the cause of failure.

5. The Service Provider Development team replicates the service fault with their engineering test mobile phones.

6. The Service Provider Development team checks the service configuration and identifies that a fault may reside in the Service Provide domain, as they are the providers of the application

7. Instead of contacting the end-users to ask them to replicate the fault, the Service Provider Development team is able to replicate the failure from their test mobile phone.

8. The Service Provider Operations team “marks” the test mobile phone and the Service Provider Development team replicates the failure case.

9. Each node (e.g. enabler implementation) in the Service Provider network logs all associated trace information

10. The Service Provider Operations team retrieves the associated logged service level tracing information from all nodes in their network.

11. The Service Provider Operations team (in conjunction with the development team) analyses the retrieved trace information for the cause of the fault.

12. The fault is identified and located within the Service Provider’s network 

13. After the fault is fixed the Service Provider Operations team repeats the test and confirms that the service is now working correctly.

14. The Service Provider contacts the end-users to inform them that the service is now working correctly.

5.1.6 Alternative Flow

5.2.1.1 Alternative flow 1: Service Provider cannot replicate service failure but uses other means to identify cause of failure

15. As per normal flow 1 to 4

16. The Service Provider Development team are unable to replicate the service fault with their engineering test mobile phones.

17. The Service Provider Development team checks the service configuration and identifies that a fault may reside in the Service Provide domain, as they are the providers of the application

18. The Service Provider Development team chooses other means for identifying the cause of service failure, however this takes a considerable amount of time and effort across the various support teams.

19. After the fault is fixed the Service Provider customer care contacts the end-users to inform them that they have fixed the cause of service failure.

5. The end-user confirms that the service is working.

5.1.7 Operational and Quality of Experience Requirements

The entire use-case covers Operational requirements.

4 Intellectual Property Rights
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5 Recommendation

It is recommended that this use-case be included in the OSPE RD
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