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To improve the utility of SOA investments, we need to shift 
customer focus on placing their reusable component architecture 
in the context of improving business processes.

SOA SOA 
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Market shifting

Business 
Efficiency

Process 
Effectiveness

An ability to understand the right 
change to make (effectiveness) to 

the business based on the 
underlying forces and to be able 

to efficiently execute that change.
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Classifying the levels of process sophistication can help practitioners 
determine the right level of investment value for their situation 

Level 2 
Awareness

Some level of process documentation and automation of human tasks.  
Business process integration is minimal. Execution traceable to strategic 

objectives. KPI’s defined but not adequately leveraged. Governance framework 
loosely defined.

Level 1 
Initial

Business processes are ad-hoc and workflows are minimally automated. 
Business users  are dependent on IT to make process changes. Process 

redundancy is the norm. Business processes locked in application. Processes 
and KPI’s minimally documented. Metrics are not available and rarely used to 

track performance.

Level 3
Standardized

Business Architecture defined. Business performance metrics are monitored and 
measured. Business Processes are standardized, explicit, visible, and reusable. 
Governance models in place for process management & improvement. 
Portfolio of business policies, rules, processes and services is managed.

Level 4
Dynamic

Business driven process optimization. Business users can make frequent and 
regular business changes (processes, information, rules, or events). Business 
performance is measured and updated for continuous improvement. Business 
and IT can make frequent changes as IT model represents how the business 
operates

Level 5
Agile

Business and IT are converged and have collaborated are prepared to handle 
unpredicted changes. Agile operating model in place that responds to 
unpredicted changes in business markets. Dynamic and context aware 
processes, services, and policies. Continuous Optimization and sustained 
innovation occurs. Business analytics flag and proactively alert when business 
results are out of range and dynamically identify what could be changedSeek the 

right level 
of Business
Value

Sophistication 
and Investment
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Achieving higher levels of business outcome requires the inclusion 
of key indicators of business agility in the design of business 
processes …

Business 
Decisions

Manage your business decision and the criteria 
they depend on to ensure you are responding 
rapidly to changing conditions.

Business 
Events

Create an awareness of things occurring in your 
business in the markets you serve.

Business 
Collaboration

Leverage insight from your human network.

Business 
Monitoring

Measure your results against top business 
outcomes.

Document and analyze your business 
processes to ensure they are achieving your 
desired business outcomes.

Business 
Processes

Have  a clear understanding of the business 
information that matters to you.

Business 
Information

Business 
Content

Treat the active content of you processes as an 
asset.

Business 
Analysis

Ensure you have insight to market conditions 
that affect your business results.
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Lifecycle 
Services

BPO Reference Model

      Banking      Insurance    Health Care      Telecom            Retail    Government:

Design Discipline

Language of Business Design

Business Outcomes

Business Agility

Enterprise Strategy and Planning

Monitoring and 
Management 

Services

Model and 
Development 

Services

Access Services

Asset and Registry Services

Business Application 
Services

Interaction and 
Collaboration Services

Process and Decision 
Services

Information and Analytic 
Services

Partner Services

Infrastructure and Virtualization Services

Enterprise Service Bus

Others

Improved customer 
sat & retention

Improved 
consistency

Reduced 
operational costs

Improved cross-
business unit coord

Better and faster 
opportunity id

More successful 
promotions

Maximized 
productivity

Expanded market 
share

Improved customer 
acquisition

…

Business 
Events

Business 
Rules

Business 
Monitoring

Business 
Content

Business 
Analysis

Business 
Collaboration

Business 
Information

Business 
Process

 SOA Foundation
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Key Technologies for Process Improvement
• Business Process Management improves the orchestration of people and systems
• Business Event Processing improves situational awareness and response
• Business Rule Management improves the quality of automated decisions 
• Visibility and Analytics enables continuous process improvement

Correlate business events 
and detect critical business 

situations

Orchestrate business processes 
and human task applications

Automate high-volume 
operational decisions 
with business rules

Derive deep understanding of 
data with analytics

Derive deep understanding of 
data with analytics

Monitor and report on data to 
provide real-time insight

Monitor and report on data to 
provide real-time insight

data

data

data

data

Event

Event
Event

6
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Executive
Management

Customer
Service

Invoice
Reconciliation
Teams

Account
Teams

Instead of Manual, Ad-hoc Processing …

Account
Administration1

2

3

4

5

6

1.  Informal Tasks and 
Communication (ex Paper or 
email)

2.  Inefficient Working 
Environment Spans Systems

3.  Inconsistent Prioritization

4.  Incomplete or Inaccurate 
Data Flow Between Systems

5.  Lack of Control Over 
System and Business Events 
(Exceptions)

6.  Poor Visibility Into Process 
Performance
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Automatically Prioritizes and 
Routes Work

Guides users through 
decisions

Standardizes resolution 
across geographies

Leverages existing systems 
and data

Monitors for business events 
and initiates action

Real-time visibility and 
process control

… BPM Provides Managed, Flexible Process

Executive
Management

Customer
Service

Invoice
Reconciliation
Teams

Account
Teams

Account
Administration

Process
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Product 
Managers

Service 
Fulfillment IT 

Network 
Specialists 

Supervision
operators

Manual
operators

Technical
catalog

Commercial 
catalog Provisioning

Plans 
(PERT)

Customer 
service

inventory
Customer

orders

Data

Process

Rule-based 
decision 
points

Catalog 
classification 

rules

Orchestration 
rules: 

dependencies & 
status updates

Alarm 
generation
and SLA 

management 
rulesCustomer-specific

provisioning 
plan 

generation

Order
decomposition 
& enrichment

Dynamic 
service endpoint 

selection

Asset
retrieval Availability

       Catalog-Driven
     Order 

     Decomposition

    Automatic
    Provisioning

Plan
  Generation

     Provisioning
Plan

   Execution

   Provisioning
Plan

     Supervision
& Control

Feasibility Validation Best deal
 & pricing

Bundle offer 
and deal 

proposal rules

Validation 
of a

configured 
offer

Marketing 
Managers

Customer Channel
seller

Actors

Quotes
Product, service,
Resource orders

Rule 
owners

Compatibility
rules based 
on location 

and installation

Availability 
rules 

based on 
location

Business rules support the end-to-end order fulfillment process 

Pricing rules

Configuration

Order capture     Provisioning

Atomic 
Provisioning 
Flows (APFs)
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Use Cases for ILOG Decision Management in Telecom

Cross-selling
Offer recommendation

Loyalty points 
management

Real-time 
consumption-based 

promotions

Campaign
 management

Personalized 
customer care

Multi-channel customer dialog management

Customer eligibility (product, tariff plan, promotion…)

Dealer commissioning

Order 
decomposition

Work plan 
generation

Work plan 
orchestration & monitoring

Dynamic selection 
of OSS endpoints

Bill shock avoidance

Automated diagnostic
and testing

OSS Control Policies
(Energy saving in SON)

Customers
Segment CSegment A Segment B Segment D

Contact channels

OSS

BSS

Pricing & 
discount policies

Dynamic 
offer catalog

PLM policies

Marketing and 
Offer Mgt

Shop Web
Call 

center IVR …

Fulfillment Assurance

Order validation
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ILOG Decision Management …

Order
Fulfillment

Order
Validation

Order
Capture Provisioning

• Eligibility
• Risk scoring
• Product selection
• Product and service 

recommendation
• Pricing and 

promotions
• Configuration

• Online validation
• Batch validation
• Gate-keepers

• Dynamic processes
• Exception handling
• Mediation to 

existing systems
• Functional 

middleware

• Translation of 
sales order into 
technical order

• Technical order 
configuration 
based on 
customer 
equipment

… throughout order management processes

11



© 2010 IBM Corporation1212

Dynamic Applications Are “Catalog-Driven”
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CSP Business Architecture Top Level Perspectives
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Enterprise Service Bus and Business Process Management
WebSphere Dynamic BPM + Telecom Content Pack

Product Catalog 

CRM

Portal

Order 
Management BillingNetwork Inventory 

Management

Offerings
Component Templates

Offerings
Product Templates

Offerings
Component Templates

Service 
Templates Resources

Resource Templates

Product Templates
Service Templates

Price Plans

Offerings

Resources
Resource Templates

Price Plans

Product Life Cycle Management

Product Definition

Product Information
Storage

Product Information
Management

Content View 
of Catalog

Manual  Population

Browsing

API Level
Invocations
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Product

Resource

Service
Engineering View

(Internal Perspective)

Marketing View
(External Perspective)

Telecom Product Virtualization in the Age of Convergence 
(Canonical Catalog Model)

End Customer-
Dependent
Lifecycle

Customer-
Independent

Lifecycle
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Customer Facing

Telecom Product Virtualization in the Age of 
Convergence (Canonical Catalog Model)

Agreement

Product

Resource Facing

Logical

Physical

Commercial Terms and 
Conditions, including 

Pricing, that are agreed 
to at time of Sale

Basis for the Technical 
Configuration as Specified 

during Order Entry (Wrapper)

What an actor is actually 
aware of using when 
interacting with the 

Delivery Environment

Services as Provisioned 
on the Network and IT 

Resources in the 
Delivery Environment

Capabilities required to 
deliver the Services.

Actual boxes: Specs for 
Manufacturer/Model, 
Instances for Serial #

Relaxed Layered 
Architecture PatternSupplier/Partner Product

Recursion Through Supply 
Chain (Proxy Over Wrapper)

“Retail” Customer 
Agreement Established 

During Fulfillment (Selling)

“Wholesale” Customer 
Agreement Established 

Outside Fulfillment (SCLM)

Promotion
Offering

Price Modifier
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Customer Facing

Telecom Product Virtualization in the Age of Convergence 
(Canonical Catalog Model)

Agreement

Product

Resource Facing

Logical

Physical

Price

Price Items for Product 
Components included into 
Offerings, with base rates 
overridden as necessary

Characteristics

Dynamic, Catalog-
Defined Attributes – 

Type/Value Pairs
Supplier/Partner Product

Catalog “Composed” 
From The Bottom-Up.

Order “Decomposed” 
From The Top-Down.

Price Items defined for Products, 
Services and Resources with 
base / default rates. Event-

driven, Characteristic-based.
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Customer Facing

Telecom Product Virtualization in the Age of Convergence 
(Canonical Catalog Model)

Agreement

Product

Resource Facing

Logical

Physical

Supplier/Partner Product

Super Mobility (Offering), SMS Bundle (Price Modifier)

Mobile Telephony And Messaging

Mobile Telephony

GSM 3.5 G

Phone Number

Gemalto Plus UICC Card

WiMAX Provider Product
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Physical

Logical

Customer Facing

Resource FacingSupplier/Partner Product

Supplier/Partner Product

Catalog Stack Distributed Across The Supply Chain

Offering

Product

Logical

Physical

Product

Resource Facing

Product

Logical

Physical

Retailer Wholesaler Network Provider

Supplier/Partner Product
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