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1. Document Management

1.1. Legal Disclaimer

RosettaNet™, its members, officers, directors, employees, or agents shall not be liable for any injury, loss, damages, financial or otherwise, arising from, related to, or caused by the use of this document or the specifications herein, as well as associated guidelines and schemas.  The use of said specifications shall constitute your express consent to the foregoing exculpation.

1.2. Copyright

©2009 RosettaNet.  All rights reserved.  No part of this publication may be reproduced, stored in a retrieval system, or transmitted, in any form or by any means, electronic, mechanical, photocopying, recording, or otherwise, without the prior written permission of the publisher.  Printed in the United States of America.

1.3. Trademarks
RosettaNet, Partner Interface Process, PIP and the RosettaNet logo are trademarks or registered trademarks of "RosettaNet," a non-profit organization.  All other product names and company logos mentioned herein are the trademarks of their respective owners.  In the best effort, all terms mentioned in this document that are known to be trademarks or registered trademarks have been appropriately recognized in the first occurrence of the term.
1.4. Document Purpose

The purpose of this document is to present PIP Usage Notes for PIP 6C3, Notify of Case Request <V11.00.00>.  This document was created by the collaborative efforts of a specific Validation Team. 

This document provides a recommended guideline for implementing a RosettaNet PIP® between Trading Partners.  This document provides information that articulates specific use by the Validation Team. This document should enable:

i. Shortened implementation lead-time by documenting the best way to map internal systems to RosettaNet Standards;

ii. Consistency in standards deployment; and

iii. Increased interoperability

1.4.1 Related Documents

· Mapping Guide_PIP6C3_V11.00.00.xls 
· Specific PIP Specification Package (including Message Description, PIP Specification, Implementation Aid (CSV & XML), Business Process Specification (BPSS), XML Schema, Release Notes, etc.)

· RIG Fundamentals

2. Introduction

The Automated Ticketing process will provide B2B automation for the creation, updating and closing of technical support cases between a Case Sender and a Case Receiver. This will allow a case sender or case receiver to initiate a case or update the status of an existing case.
The main proposal for this PIP is to replace manual processes (Portal, Fax, email, etc) through seamless ticket routing from system to system, saving cost and increasing quality. The system existing now supports descriptive attachments to ticket cases. The system to system that supports automated tracking will enable trace management and tracking of performance for each case history.
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The reduced cycle time increases customer satisfaction in problem handling along the value chain. 

With the introduction of standard processes within the service and support chain, it enables scalable implementations and eliminates proprietary point to point solutions - hence, improving accuracy and quality of data.
2.1 Business Process Model
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Figure 2: Activity Diagram of Notify Of Case Request
2.2 Business Process Definition

The Automated Ticketing process will provide B2B automation for the creation, updating and closing of technical support cases between a Case Sender and a Case Receiver. PIP 6C3 will allow a case sender or case receiver to initiate a case or update the status of an existing case.
2.3 Assumptions
The process supports direct customers as well as tiered solution / service providers who support technical services request / incident management on behalf of an end customer.  

1. The grayed-out elements are not in use. The values are not echoed in the response. If you need to use any of the grayed-out elements, it should align with the business process.

2. Required elements are identified in bold.  These elements include both elements required by the PIP as well as elements required in the use case.  Orders are rejected if insufficient or incorrect data is submitted.

3. Indicate any length limits on the string fields, if applicable.

4. The use case reflects the recommended cardinality which may exceed the requirements indicated though RosettaNet.

5. The use case reflects a sub-set of acceptable RosettaNet values. 

6. For a complete list of valid values and formats, see the RosettaNet 6C3 Service Request Notification Message Guidelines released by RosettaNet.        (6C3 Mapping Guide.xls)
Disclaimer: It is NOT the intent of this document to provide every possible permutation of usage for this PIP.

3 Validation Modifications

This section provides information regarding the changes that were made to the standard during the validation process.  The information includes the name of the specific data element or data element block accompanied with the reason for the modification.

	Data Element or Data Element Block Name
	Reason for modification

	CaseRequestNotification.Case.CaseDetail.ProblemType
	Service Provider will need multiple problem type levels to classify a Service Request. The problem classifications will allow Service Provider to route a Service Request to the corresponding case owner/team in their support organization.

Updates: 
Expand the current ProblemType element to allow at least 3 levels of problem type.  (Line 39)
Note: The changes must be made in the file CaseRequestNotification_02_00.xsd, add new Complex Type

	CaseRequestNotification.Case.ServiceDetail.ServiceInformation
CaseRequestNotification.Case.ServiceDetail.ServiceInformation.Notes

CaseRequestNotification.Case.ServiceDetail.ServiceInformation.Update
	There is some additional service information that a Service Provider/Requester and End Customer can provide which is not currently called out in the service information segment.
Updates:

Add additional service information elements. (Line 117-136)
Add a Note structure to allow optional note text with note type. (Line 125)
Add the UpdatedBy and Security (DateTime) for service information attributes. (Line 142)
Note: The changes must be made in the file Service_02_07.xsd

	CaseRequestNotification.Case.ServiceDetail
	Service Requestor can provide addition service contract coverage information to accelerate the service entitlement. Service Provider may need this addition information to correctly identify the service contract associated with a Service Request.

Updates:
Add Service Contract Coverage data (Line 137-139)
Note: The changes must be made in the file CaseRequestNotification_02_00.xsd

	CaseRequestNotification.Case.CaseId
	When end customer is from a mid to large size organization, it could be the End Customer’s HelpDesk team reporting the issue to Service Requestor. The Service Request should allow Service Requestor & Service Provider to exchange the end customer’s case information.

Updates:

Add Alternative Case ID Attributes (Line 4-7)
Note: The changes must be made in the file Service_02_07.xsd

	CaseRequestNotification.Case
	Case Request Notification need an indicatior to allow an End Customers, Service Requestor and Service Provide express their need to receive email notification of update, escalate and/or closure of the case
Updates:

Add email acknowledgement option (Line 154)
Note: The changes must be made in the file CaseRequestNotification_02_00.xsd


4 Lessons Learned 

4.1 Prepare for Automation using 6C3
In order to optimize the utilization of the 6C3 PIP you will need to consider the following:

· Evaluate your current process, as it will need to feed accurate and timely information to the 6C3 process. Therefore, it would require a facility to allow the Contract Requestor to process the electronic response, and your Contract Manager will need to be able to respond in near real time to provide the best in class service for meeting high priority SLAs.
· Evaluate manual agreement that may impede successful electronic processing, consider tolerances to allow cleaner throughput- i.e. cost changes, dates, absolute % spreads.

·  If a high level of automation is employed, rejects can be resolved in minutes. Case initiation will become seamless, and the storage of representative response information for automated retrieval and usage in the remaining parts of the process scenario. 

5 Glossary

	Automated Ticketing 

The generation of a problem / case ticket and/or inquiry related to a product or service via an ERP process, and distributed to a service desk or service provider via B2B for resolution.

	Customer 
The entity which holds ownership of the product or service for which and inquiry or problem ticket has been generated.



	Case Sender
The entity ultimately responsible for resolution of the problem to the Customer. If only two parties in the relationship, then the Case Owner is also the Case Resolver.

	Case Receiver  

The entity responsible for resolution of the problem to the Case Owner.
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