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NTERFACE Trouble Ticketing B2B

version

Références techniques et nomenclature utilisée dans les protocoles

Définition du modeéle de données permettant les échanges. Le modéle TroubleTicket est utilisé dans :
« createTroubleTicketByValueRequest

* setTroubleTicketByValueRequest

* getTroubleTicketByKeyResponse

Le modéle troubleTicketResponse est utilisé pour :
« createTroubleTicketByValueResponse
* setTroubleTicketByValueResponse

Les autres modeles ont le nom de leurs utilisations :
getTroubleTicketByKeyRequest

Diagramme d’état et régle de changement de troubleTicketState

Liste des valeurs possibles et/ou autorisées. La liste de valeur est liée a un modéle de donnée. L’entéte de la
Cet onglet précise la liste des actions possibles de 'OC vers 'Ol en précisant selon I'action quels champs

du modéle de données (troubleTicket...) sont optionnels versus obligatoires et les valeurs qui peuvent étre
Cet onglet précise la liste des actions possibles de I'Ol vers I'OC en précisant selon I'action quels champs du
(troubleTicket...) sont optionnels versus obligatoires et les valeurs qui peuvent étre prises

Liste des opérations meta disponibles. Il s'agit de fonctions utilitaires d'introspection indépendantes des
échanges de ticket, comme par exemple "GetTroubleTicketType" qui permet de demander a I'Ol la structure
Description de la méthode getTroubleTicketByKey



1.0.0

colonne définit le nom du champ

modéle de données



Terminologie
The final customer (FC)

The service provider (SP)
ou OC

The supplier (SU) ou Ol

Références possibles
TM FORUM

Livre blanc sur un modéle
commun pour OSS

INTERFACE Trouble Ticketing

: Client Final, société ou personne émettant la demande a

Opérateur de service, société fournissant le service au cli
décide de l'intervention nécessaire par son fournisseur. C

: I'Opérateur Commercial

Fournisseur, société en charge de la résolution du cas / ¢

. s'agit de I'Opérateur d'Immeuble

. http:/lwww.tmforum.org/browse.aspx

. http://www.tmforum.org/Guidebooks/GB922InformationFr

Downloads
Reterence Confor
Specificatio [ITmplementat
API Name N2 ion Test .
nttp:// www.t | http://www.t | http://www.t

Trouble
Ticket V1.2

mforum.org/

mforum.org/

mforum.org/

browse.aspx

browse.aspx

browse.aspx

?catlD=4037

?catlD=4037

?catlD=4037

&docID=680

&docID=681

&docID=680

8

1

9

Common
V1.5

http://www.t

http://www.t

http://www.t

mforum.org/

mforum.org/

mforum.org/

browse.aspx

browse.aspx

browse.aspx

?catlD=4037

?catlD=4037

?catlD=4037

&docID=672

&doclD=680

&doclD=685

0

3

9

Définition d'une durée dans la norme 1SO 8601
Une durée représente une quantité de temps dans I'absolu, sans commencer & un inst

la lettre 'P' (pour Period en anglais). Exemple : P18Y9M4DT11H9MS8S qui représente
jours, 11 heures, 9 minutes et 8 secondes. On remarque sur cet exemple I'emploi d'ini
( Years, Months, Days, Hours, Minutes et Seconds). On remarque toujours la présenct

vrai qu'ici la présence des H, M et S rend le T redondant.

L'année n'a pas de sens dans le cas de durée de SAV. Le GT propose de laisser vide

seconde.


http://www.tmforum.org/browse.aspx?catID=4037&docID=6808
http://www.tmforum.org/browse.aspx?catID=4037&docID=6808
http://www.tmforum.org/browse.aspx?catID=4037&docID=6808
http://www.tmforum.org/browse.aspx?catID=4037&docID=6808
http://www.tmforum.org/browse.aspx?catID=4037&docID=6808
http://www.tmforum.org/browse.aspx?catID=4037&docID=6808

B2B

son opérateur de service.

ient final. Cette société analyse le cas et
)ans le cas du FTTH, il s'agit de

le l'intervention. Dans le cas du FTTH, il

-amework/41885/article.html

‘mance
Questionna

Suite ire
http://www.t | http://www.t

mforum.org/

mforum.org/

browse.aspx

browse.aspx

?catlD=4037

?catlD=4037

&docID=680

&docID=680

5

5

tant précis. Il faut commencer I'écriture par
une (longue) durée de 18 ans, 9 mois, 4

tiales anglaises pour séparer les éléments
2 du T séparant les jours des heures. Il est

et d'utiliser mois, jour, heure, minute et
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'Ol selon I'éat du ticket.

Etatdu LaGTRderOl
Etat initial non
QuEUED oui
oui
TO.BE.CANCELED non
cLosep non
Description de
Etal Description des états.
QUEUED
OPENACTIVE en cours de trattement
CLOSED icket résol final)
licket abandonné par lopérateur
TO.BE.CANCELED commercial (OC)

permet détats d'un ticket dincident
En orange, e contenu du champ description, en grs les états du ticket associés.
Seuls les changements détat décrits ci-dessous sont autorisés

CreateTicket

o

Accusé de

réception OK du
Systeme du

Fournisseur (Ol)

QUEUED !v
Prise en charge par le Fournisseur
(©n

Traitement en cours.

Demande
dannulation du

ticket par
‘ _ rovercs 0
Commercial (OC) /
PENACTIVE T0 B8
CANCELED

emande
dannulation du |

| Résolution de

ticketpar | fincident par
. IOpera:ugc | le Fournisseur
ommercial (OC) | (0N : cloture

de lncident

Prise en
compte de
Iannulation par
le Fournisseur
(O : cloture de
Tincident

Changement de statut par
——>  I'Opérateur Commercial

(
Changement de statut par
= le Fournisseur (OI)

Version : 08/09/2011
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FTTHMUTTroubleTicket

QUEUED

QUEUED to CLOSED.

OPENACTIVE to
OPENACTIVE.TO.BE.CANCELED

OC case information notification

OC case information notification
Sous cas modif & replanif rdv par
ac

Champ présent dans le data model

Case create request

Case cancelation

Case cancelation request

0C case information notification

OC case information notification
(set

troubleTicketKey

[empty]

MANDATORY

MANDATORY

MANDATORY

MANDATORY

lastUpdateVersionNumber

[empty]

MANDATORY - Last

MANDATORY - Last
lastt

MANDATORY - Last

MANDATORY - Last
lastt

interactionDate

'MANDATORY - format CCYY-MM-
DDThh:mm:ss(Z(+}-)hhimm] - Value
= current system date
Valid values for xsd:dat
nclude. 200110.26 721325 2 201

MANDATORY - format CCYY-MM-

MANDATORY - format CCYY-MM-

MANDATORY - format CCYY-MM-

MANDATORY - format CCYY-MM-

26T19:32'622, 2001-10-
26T19:32:52+00:00, -2001-10-
26T21:32:52, 0r 2001-10-

o

= current system date

- hhimm] - Value
= current system date

= curent system date

- hhimm] - Value
= current system date

{empy] - fomat COYY-MM:

fempty] - format CCYY-MM-

fempy) - format COYY-MM:

fempty] - format CCYY-MM-

interactionDateComplete fempty] hhmm] -Any 1-Any 1Ihhimm] -Any

value passed will not be pmcessed vlue passed wil ot be processed.|value passed wi ot be rocessad. vl passed wil not bs processed
usiessteractionstate [— o] Ay el passed wil ot [mph] - A el passed wl ot eemnme vy vlue passed wil ot femp]- Ary value passed will ot
businessinteractoniemKeys [— emp] - Any vl passed il o | empt] - Any vl passed will | [emp) - Any alue passec il ot lemly - Any valo passec il ot

e processe

e orocessed

e drocessed

e oroce

description

MANDATORY - Value = CASE
CREATE REQUEST

ooy Valus = CAGE
CANCELATION

ANDATORY - Value = CASE
CANCELATION REQUEST

ANDATORY - Value = SP CASE
INFORMATION

P CASE

MANDATORY - Value = QUEUED

~Value = CLOSED

MANDATORY - Value =
CANCELED

MANDATORY - Value
state

urrent

MANDATORY Value = Current

troubleDescription

MANDATORY

[empty] - Any value passed will not
be processed

[empty] - Any value passed will not

[empty] - Any value passed will not
be processed

[emD"/] - Any value passed will not

roleAssignments

[empty]

[empty] - Any value passed will not
be brocessed

[empty] - Any value passed will not

[empty] - Any value passed will not
e processed

[empty] - Any value passed will not

troubleDetectionTime

MANDATORY - format format CCYY-
MM-DDThh:mm:ss{ZI(+hhmm] -
Value = trouble detection date
identified by OC

[empty] - format CCYY-MM-

[empty] - format CCYY-MM-

[empty] - format CCYY-MM-

[empty] - format CCYY-MM-

- Any
value passed will not be processed

I ] -Any
value passed will not be processed

] - Any.
value passed will not be processed

I - Any.
value passed will not be processed

Tempy] - fomat COVYM:

Tempo]- et CCYV-

empyy] - fomat COVY M

Tempy]- et CCYV-@

seniceRestoredTime [empty] - Any (+|-)hh:mm] - Any (+|)hh:mm] - Any
o et il o k4800 |t ate wlat  ep.|stt Aea  a o ei.|t asas i o i
oubleTickettemKeys [— [empty] - Any value passed will not | [empty] - Any value passed will not | [empiy] - Any value passed will not | [empty] - Any value passed will not
i Py e orocessed e orocessed be processed be orocessed
RANGATRY T e v
S — P T Tt BT oo, P
pom—— p— e L T BT LT peer pr—
e e An o pssed il |- Ayl pssed 1| cpmonal f—
Soster> wpTon paonr FOATOR?

supplierName.

[empty] - Any value passed will not

he orocessed

[empty] - Any value passed will not
e orocessed

[empty] - Any value passed will not
be orocesse

fempty] - Any value passed will not
e processed

[empty] - Any value passed will not
be orocesse

supplierUnit

empt) - Any vl passed wil nt
be orocessed

emp) - Any vl passed wil et
e processe

[empty] - Any value passed will not
he orocessed

empy) - Any vl passed il ot
e processe

[empty] - Any value passed will not
he orocessed

supplierPhoneNumber

[empty] - Any value passed will not

he orocessed

fempty] - Any value passed will not
e orocessed

[empty] - Any value passed will not
be orocesse

fempty] - Any value passed will not
e processed

[empty] - Any value passed will not
be orocesse

[empty] - Any value passed will not

[empty] - Any value passed will not

fempty] - Any value passed will not

[empty] - Any value passed will not

troubleTicketType MANDATORY - See possible values
e orocessed be orocesse e brocessed be orocesse
offerid MANDATORY. {emnivi - Anv valie nassed wil not_| lemntvl - Any valie nassed will it | femoivl - Any valie nassed will noi | lemorvl - Any vallie nassed wil ot
CONDITIONAL - it depends on what
commercialld 10 e suppler uses L0 referenc® | fempy] - Any value passed willnot|[empy] - Any value passed will nat|[empy] - Any value passed will not|[empty] - Any vllue passed will not
Nandatoy, the a1 be processed be processed e processed be processed
optional and vice versa.
CONDITIONAL - it depends on what
D the suppli ference th
‘echnicalld e e he oo - Ay ki pessac il ot |t Ay el passod willnot ] -An vl pessed it [t -Any elvepassed wl ot
priv e processed be processed e processed be processed
optional and vice versa.
S [empty] - Any value passed wil not_| [empty] - Any value passed will not | empty] - Any value passed will ot | [empty] - Any value passed will not | [empty] - Any value passed wil not
be orocess: e orocessed e orocess e brocessed be orocessed
MANDATORY NDATO! ANDATC MANDATORY MANDATORY
customerLastame CONDITIONAL 2 appoftrart Wi ] - An vl passed wil ot [y -Any vl passed WAl o | opiona OPTIONAL
costomerFrstName CONDITIONAL it a appomment Wi [ompy] - Ay el passed il ot lempt) - Ay el passed Wil 70| oprionat OPTIONAL
enduser is needed e biocesse
comaciPhoneNamberL CONDITIONAL if a appointment with  [empty] - Any value passed will not_|[empty] - Any value passed will not | oo OPTIONAL
the enduser is neede
2 s | 1empy) - Any value passed will ot [ fempty] - Any value passea will ot | OPTIONAL
b be processed be processed
- OPTIONAL CONDITIONAL (cf. [empty] - Any value passed will not | [empty] - Any value passed will not
customerhccessibilityHours o o [ OPTIONAL OPTIONAL
OPTIONAL CONDITIONAL if an
e enduserss (e -Anyaluepassed will ot [emay)- Any e passec il ot | oo MANDATORY
o be proc be processed
. e t 2 | empty) - Any value passed will ot | fempty] - Any vlue passed willnot | OPTIONAL CONDITIONAL in non
e e e be processed be process manual mode
OPTIONAL CONDITIONAL if an
- ] g 2 |tempy] - Any value passed willnot | fempty] - Any value passed will not
appointmentSuggestion sopoinmentwith theenduseris | (TICCC 0] o aten OPTIONAL MANDATORY
OPTIONAL CONDI
e am | lempu) - Any value passed will ot [empty] - Any value passed wilnot [ o OPTIONAL CONDITIONAL in not
e e o be processed e process auto mode
OPTIONAL CONDITIONAL if an
- ] g 2 |tempy] - Any value passed will not | fempty] - Any value passed will not OPTIONAL CONDITIONAL in ot
appointmentSuggestion3 sopoinment it theenduseris | (TICCC S0 o aten OPTIONAL i
essageType femen-Any e pass il et - Ay assed il ok OPTIONAL - The type s ed n this MANDATORY - valu
9TV be processed e processed L PROPOSITION DE RDV
J— o] oy alue passed AL [[Bmoo]- Ayl passed WO | gpronar p— p—

supplierPlannedActionDate

jempty] - Any value passed wil not
pe orocessed

[empty] - Any value passed will not
orocessed

[empty] - Any value passed will not
be orocessed

[empty] - Any value passed will not
be processed

[empty] - Any value passed will not
be orocessed

supplierResolutionAction

jempty] - Any value passed wil not

empy] - Ary el passed wil et

empty] - Any value passed will not

(empty] - Any value passed will not

(empty] - Any value passed will not

[empty] - Any value passed will not

[empty] - Any value passed will not
e processed

fempty] - Any value passed will not
be processed

[empty] - Any value passed will not
e processed

‘CONDITIONAL ACTION PLANIFIEE
si (Current State = ACTION
PREVUE ou PLANIFIEE et
appointmentMode in non manual
mode) ou ACTION PREVUE si
(Current State 10N PREVUE
ou PLANIFIEE et appointhode in
manuel mode) ou ACTION A
DEFINIR si (Current State = ACTION|

A DEEINIR)

Mapping actions OC=>01
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Le tableau ci-dessous récapitule la liste des Opératior
L'ensemble de ces opérations meta doivent étre déve
Pour la description détaillée des Metadata Operation,

Operation

getSupportedOptionalOperations

getManagedEntityTypes

getTroubleTicketTypes

getTroubleTicketltemTypes

getNamedQueryTypes

getUpdateProcedureTypes

getEventTypes

getEventDescriptor




1s Meta requises par la norme OSSJ

loppées pour étre conformes a la norme. Certaines de ces opérations n'ayant pas d'utilité dans le cadre FT~
se réferer aux WSDL + XSD

Description Renseigné
Get the names of the optional operations supported
(webservices name) oui

Get the managed entity types supported by the
implementation. This will return all trouble ticket types and
all trouble ticket item types. Since the TT data model is
abstract TroubleTicketValue and TroubleTicketltemValue
must not be part of the result oui
Get the trouble ticket types supported by the
implementation. Since the TT data model is abstract
TroubleTicketValue must not be part of the result oui
Get the trouble ticket item types supported by the
implementation. Since the TT data model is abstract

TroubleTicketltemValuemust not be part of the result vide
Get the named query types supported by the

implementation vide
Get the named update procedure types supported by the
implementation oui
Get the event types supported by the implementation vide

Get the event descriptors for a given event type vide




MH, il a été convenu par le Groupe Interop que ces méthodes seraient vides



FTTHMUTTroubleTicket

Requéte de I'OC de
récupération d'information
du ticket d'incident

Réponse de I'Ol ala demande
de récupération d'information
du ticket d'incident

Champ présent dans le data model

OC case read information
(getTroubleTicketByKey)

OC case read information
(getTroubleTicketByKey)

troubleTicketKey OPTIONNAL MANDATORY
lastUpdateVersionNumber [empty] [empty]
interactionDate [empty] [empty]
interactionDateComplete [empty] MANDATORY - if closed
businessinteractionState [empty] [empty] - Any value passed wil
not be processed
businessinteractionltemKeys [empty] [empty] - Any value passed wil
not be processed
description [empty] [empty]
troubleTicketState [empty] sl\,::tg DATORY - Value = Current
troubleDescription [empty] MANDATORY
. [empty] - Any value passed will
roleAssignments [empty] not be processed
troubleDetectionTime [empty] MANDATORY
serviceRestoredTime [empty] MANDATORY - if closed
. [empty] - Any value passed will
troubleTicketltemKeys [empty] not be processed
serviceProviderID MANDATORY MANDATORY
serviceProviderName [empty] MANDATORY - if informed
serviceProviderUnit [empty] MANDATORY - if informed
serviceProviderPhoneNumber [empty] MANDATORY - if informed
supplierlD MANDATORY MANDATORY - if informed
supplierName [empty] MANDATORY - if informed
supplierUnit [empty] MANDATORY - if informed
supplierPhoneNumber [empty] MANDATORY - if informed
troubleTicketType [empty] MANDATORY
offerld [empty] MANDATORY
commercialld [empty] MANDATORY - if informed
technicalld OPTIONNAL MANDATORY - if informed
slald [empty] MANDATORY - if informed
serviceProviderTroubleTicketKey [empty] MANDATORY
customerLastName [empty] MANDATORY - if informed
customerFirstName [empty] MANDATORY - if informed
contactPhoneNumberl [empty] MANDATORY - if informed
contactPhoneNumber2 [empty] MANDATORY - if informed
customerAccessibilityHours [empty] MANDATORY - if informed
appointmentMode [empty] MANDATORY - if informed
SUAppointmentManagementld [empty] MANDATORY - if informed
. . [empty] - Any value passed will
appointmentSuggestionl [empty] not be processed
. . [empty] - Any value passed will
appointmentSuggestion2 [empty] not be processed
. . [empty] - Any value passed will
appointmentSuggestion3 [empty] not be processed
defectClassld [empty] MANDATORY
defectDescription [empty] MANDATORY
defectPrelocalization [empty] MANDATORY
alreadyOperated [empty] MANDATORY
MANDATORY - last message
messageType [empty]

type if informed




MANDATORY - last message

messageContent [empty] content if informed

supplierPlannedActionDate [empty] MANDATORY - if informed
supplierResolutionAction [empty] MANDATORY - if informed
supplierResolutionState [empty] MANDATORY - if informed
troubleTicketClosureCode [empty] MANDATORY - if informed
troubleTicketClosureLabel [empty] MANDATORY - if informed
defectLocalization [empty] MANDATORY - if informed
defectResponsibility [empty] MANDATORY - if informed
reprovisionningld [empty] MANDATORY - if informed
troubleTicketClosureComment [empty] MANDATORY - if informed

closureDuration

[empty]

MANDATORY - if informed






