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1 Introduction

1.1 Document Purpose

This document is the result of the Discover stage of the CIBER custom development process. In this
stage, we identified the business objectives for the application, and some of the issues and concerns
surrounding the development process. Here, we identify the scope and define the business objectives
of this project in sufficient detail to enable a thorough and accurate application design.

Note that this document describes the general requirements for the toolkit only. Detailed requirements
for the pilot projects at Rotherham and Newham will be documented separately (see reference A for
the requirements for Rotherham).
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The purpose of this section is to collect, analyze, and define high-level needs and features of the BizTalk
toolkit. It focuses on the capabilities needed by the stakeholders, and the target users, and why these needs
exist. The details of how the BizTalk toolkit fulfils these needs are detailed in the use-case specification and
supplementary specifications.

2.1 Project Background

The SLG (Shared Learning group) provides a forum through which a number of local authorities are
able to share ideas and best practice solutions. The current members are Newham Borough Council,
Rotherham Metropolitan Borough Council, Wakefield Metropolitan District Council and Sunderland
City Council.

All these councils have implemented a CRM-based approach to receiving requests for services from
members of the public and from businesses. Citizens can specify their requirements through a variety
of channels including telephone, letter, the internet and face-to-face. Details of the contact are
recorded in CRM and the service request is delivered to the council department responsible for
implementing them. This allows service requests to be presented in a consistent fashion to
departments regardless of the channel through which they arise and enables a dedicated contact
centre to relieve the pressure on back office staff. Some CRM applications also provide the capability
for centralised KPI monitoring across departments, although this functionality is not implemented by
all councils.

At present, service requests taken through the CRM system are typically passed to departments via
paper, email or phone call. Back office staff then enter the requirements as a job or task in the back
office application used by their department. This process is inevitably slow and prone to error. A far

better solution would be for service requests recorded in CRM to be passed to back office systems

automatically.

Back office applications are typically stand-alone and APIs for integration with other systems, if any,
are often limited and poorly documented. Integration with CRM therefore can be a considerable
challenge. This can be alleviated by use of a middleware infrastructure, and all councils in the SLG
have agreed to use Microsoft BizTalk Server 2006 for their integration requirements.

In addition to the problems of the different transport methods, objects and request-response patterns
used by individual application APIs, passing of service requests between applications involves a
number of common issues, including:

e De-duplication of multiple requests for the same service (eg several people report the same
abandoned car)

e Maintenance of cross-references between different systems for requests, people and locations

e Mapping between the business entities understood by the different back office applications

¢ Handling of delivery and data errors

e Auditing

e Passing of acknowledgments back to source applications

e Queries for service request status

¢ Notification of change in service request status (eg from open to complete or cancelled)

These are best addressed by using a customisable framework that is built on the integration
middleware, and it is this that the toolkit aims to provide.

2.2 Project Scope

2.2.1 Services to be supported

Local authorities provide a wide range of services and supporting all of them in the first iteration of the
toolkit would be prohibitively complex. It has therefore been agreed that the toolkit will initially only
support “street scene” services provided by environmental services departments. These have been
selected because they are high volume but relatively uncomplicated - it is not necessary for citizens to
provide credentials to request services and the required information is generally restricted to the
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name and contact details of the requesting citizen or company, the location where the service is
required and a few particulars. Street scene services include:

e Missed bin collections (domestic or commercial)

e Collections of bulky waste such as old settees or fridges

e Street cleaning (littering, graffiti, dead animals, dog fouling, fly tipping)

e Removal of abandoned cars

e Collection of stray dogs

¢ Provision of recycling containers

See references A and B for the specific service types used by Rotherham and Newham.

It has been agreed that although the toolkit will focus on these services, it should be designed in such
a way that other services can be added at a later date. A full list of the services provided by UK local
authorities can be found at http://www.esd.org.uk/standards/Igsl/viewer/viewer.aspx.

2.2.2 Applications to be supported

All the councils are using different CRM and back office applications. The following applications have
been identified as candidates for integration:

Application ‘ Council ‘ Notes

Siebel CRM Rotherham Fully featured Service request details are stored as
“smart script” question and answer sessions.

LA CRM Newham An open source CRM system that is customised for local
authorities. Supports calls only, no cases.

SAP CRM Sunderland

Authority Public Rotherham Supplied by Capita. Formerly known as “Flare”.

Protection Supports all environmental services.

Mayrise Newham Newham’s environmental services application. Has an
API, but documentation is not publically available.

MBM Sunderland Supplied by Northgate. General environmental services
system.

[Custom SQL/Access Rotherham In-house application used for missed bins.

application]

CAPS UNI-Form Newham, Rotherham General local authority application supporting
environmental health and licensing services inter alia.

Email Rotherham Some services have no supporting back end application
— service requests are delivered to a particular
departmental inbox.

Note: It is assumed that for an application to be supported by the toolkit, some sort of API exists or
can be written that supports the following on-demand functionality:
Mandatory

e Create service request for each service type supported by the application (return cross-references
highly desirable but only mandatory if service request updates are supported)

Optional
e Update service request (return update 1D highly desirable but not mandatory)
e Query service request — return service request details and status

e Query customer — given customer name / address, return customer ID referenced in service
request

e Query address — given house name/number and post code, return ID of address referenced in
service request
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e “Push” update: when a service request has an action taken on it.

If no API exists or can be written for an application, “integration” will consist of automated emails to
the application administrator for the back-end system.

2.2.3 Pilot Projects

The initial implementation of the toolkit will be for Rotherham and will integrate Siebel CRM with
Authority Public Protection. The toolkit will subsequently be implemented at Newham for LA CRM and
Mayrise.

2.3 Project Objectives

The toolkit will identify the best practice approach for local authority enterprise integration of service
requests. The toolkit will provide a flexible framework which can be easily customised, deployed and
reused by various local authorities.

2.3.1 Problem Statement

The Project Problem Statement that explains WHY the project has been initiated and the perceived
successful solution:

LGN CLIETG R Il Service requests collected from citizens through the contact centre, web and
other channels and entered in CRM must be manually entered in
departmental back office systems

Affects... Customers, contact centre operators, back office staff, council managers.

The impact of Errors and slow response to customers; unhappy staff; KPIs cannot be
which is... adequately monitored; services are not standardised.

A successful Reduce workload on back office staff, reduce errors, improve the speed and
solution would... efficiency of service provision to customers, allow standardisation of service
delivery, allow monitoring of KPIs.

2.3.2 Solution Positioning Statement

The Solution Positioning Statement describes WHAT solution is being developed:

For... council IT departments

Who... implement integrations between CRM and back office applications using
BizTalk Server 2006

The solution is... A best practice local government integration toolkit

That... Provides documentation and core code through which local authority IT

departments are able to implement a messaging hub allowing the
synchronous and asynchronous transportation and transformation of service
requests between a wide variety of systems

Unlike the... current manual processes

LRIV casy to manage and upgrade, allowing local councils to administer and
extend the integration framework.

3 Domain Model

A “domain model” is an abstract conceptual model of a system defining the entities that make it up and the
relationships between them. It defines a common vocabulary that can used when developers and stakeholders
are discussing the project.

3.1 Entities

The following entities have been defined for the domain model for this project:

Entity ‘ Aliases ‘ Description
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Application

System

A computer application or system that is supplied by a
single supplier and is treated as a separate entity for
administration and maintenance purposes. Must have a
standard name.

Application Instance

A particular instance or installation of an Application (eg
a new version). Used in the BizTalk built-in cross-
referencing system. Must have standard name (which
can be the same as the Application name).

call Contact, Request, Enquiry | A single contact (telephone call, emalil, letter, fax, text
(Siebel) etc) from a customer. A single call could trigger the
creation of one or more Cases and a single Case may
referred to by one more Calls. A call has one
associated Customer.
Case Service Request, Process, | A requirement for council staff or contractors to perform

Workflow

a service at a particular location in order to fulfil
requests from one or more customers. A Case has a
status (open, closed or cancelled) and Location and
either corresponds to a Call or to a Job, depending on
the council service request fulfillment architecture*.

Cross Reference

CrossRef

An entity that associates an Identifier in an Application
with an Identifier that is common across Applications.

Citizen, Business

Customer The organisation or individual who has requested a
service from the council. Includes the contact details
(email, telephone, fax number etc) for the customer.

Entity A business entity type (eg Call, Case, Location, Service

etc). Has a standard name.

Entity Instance

An instance of a business entity (eg a particular Case).
Must have an Identifier attribute (see below).

Identifier

ID

An attribute that uniquely identifies an Entity Instance.

Job

Workflow, Process

A workflow (sequence of tasks) that must be performed
to close one or more Cases. A job has a status (eg
awaiting staff assignment, in progress, complete).

Message

A document containing data about a single entity
instance (usually a Case) that is sent from a source
Application to a target Application.

Location

Place, Address

A description of a geographical location. It can be a
contact address for a customer or a location where a
service is to be performed. Note that a Location can be
more precise than an address (eg “In the middle of the
field next to number 43, Gold Street”).

Operator

Contact Centre Staff

A council staff member who works in the Contact
Centre taking calls from Customers.

Service

A service provided by a council, implemented
technically as a workflow type of which a Case is a
specific instance. E.g. Household waste collection,
Abandoned vehicle etc. NB Does not necessarily

Reference: 1/1

Issue Date: 07 March 2007

BizTalk Toolkit Requirements
Confidential

Page: 5
Version: 0.1 (Draft)




ciber

correspond to a service definition in the LGSL.

Subscription A record that an Application Instance will publish and/or
receive Service Requests for a particular
Service/SubService.

SubService Subject An optional sub-classification of a Service that is used
by some CRM and back office applications. Eg missed

bin complaint, green box request etc.

* Because of the differing capabilities of CRM applications and back office applications, the definition
of a “Case” is intentionally ambiguous. There are two possible service request fulfillment architectures
that the toolkit will support:

1: Case de-duplication in back office

( CRM \ / e il \ ( Back Office Application \
Layer

De-duplication
by back-office
staff

Call 1 Case 1

Customer

Job 1

Call 2 Case 2

&[> .
Customer —P&

Contractor /
Staff

& > Call 3 Case 3 < > Job 2

Customer

N N /

2: Case de-duplication in front office

( CRM \ / flcplcis \ ( Back Office Application \
Layer

De-duplication
by front-office
staff

Call 1
Customer S E—
Case 1 o Job 1
| cal2
Customer 4’&
Contractor /
Staff
a Call 3 Case 2 o Job 2

Customer

- N J

In architecture 1, it is the responsibility of the back office application to maintain the Case-to-Job
associations (which are many-to-one) and issue a “push” update for each associated Case when a
Job status is updated. The Call-to-Case association is one-to-one.

In architecture 2, the Case-to-Job association is one-to-one and can be maintained by the integration
layer. Call-to-Case association is many-to-one and would be maintained by the CRM application. The
CRM application would be responsible for issuing “Case complete” notifications to customers.

See reference C for the current list of entity attributes.
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3.2 Other Terms

The following table defines other terms that are used in this document.

Entity

Ack List

‘ Aliases

Description

A list of Source Application Instances to which a Target
Application Instance is expected to return an
Acknowledgment when creating or updating a Service
Request. Also used to identify the Target Application
that should respond to a Query from the Source
Application Instance.

Ack Message

An internal representation of an Acknowledgment from
a Target Application Instance (including Case details
returned from a query) within BizTalk

Common Identifier

An Identifier for an entity instance that is common
across all Application Instances in a council.

CRM Ack A Message that is sent by BizTalk to CRM to

Message acknowledge receipt of a new service request or
service request update.

CRM Case A message that is sent by CRM to BizTalk when a Case

Creation/Update is created/updated.

Message

CRM Query A Message that is sent by CRM to BizTalk to retrieve

Message details for a Case.

CRM Case A message sent by BizTalk to CRM containing the

Details Message

details of a single Case.

Global Identifier

An ldentifier for an entity instance that is globally unique
across councils and other organisations (eg UPRN for

property)

Local Identifier

An identifier for an entity instance in an Application
Instance

Push Update

A Case update (usually a change in status or a new
annotation) that is “pushed” from a back office
Application Instance to CRM.

Service Request

An internal representation of a service request / case

Message (creation, update or query) within BizTalk
Source The Application Instance that is the source for a
Application Message.

Instance

Standard Name

The standard name used for an Application, Application
Instance or Entity in the cross-referencing system (eg
Authority, Siebel, Case, Call, Service etc). Used in
maps that do cross-referencing. NB Standard names
are case-sensitive — “Case” is not the same as “case’.
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A standard name must be unique.

Job Creation A message sent by BizTalk to a Target App to request
/Update Message creation of a new Case or Job.

Job Response, An Acknowledgement received from a Target
Creation/Update Acknowledgment Application Instance that a Service Request has been
Ack Message created or updated.

Query Message A query sent by BizTalk to a Target Application

Instance to retrieve details of a Case.

Job Details The response to a Query from a Target Application
Message Instance containing status details for a single Job/Case.
Target Application The Application Instance that is the target for a
Instance Message.

See Appendix A for a glossary of other terms and acronyms used.

4 Stakeholder and User Descriptions

This section describes the stakeholders (groups with an interest in the project who are not necessarily users)
and users (people who will be using the solution on a regular basis). It does not describe specific requirement
requests but rather background and justification for why the requirements are needed.

41 SLG

Representative Graeme Hutchinson

Description Shared Learning Group

Type Project Sponsors

RES I Agree scope and generic requirements, oversee development

SISO CIIER Project delivered to time and budget

Involvement Analysis and prioritisation of business needs. Control of costs. Approve
Requirements and Designh documents.
Deliverables Analysis document, design documents, code, other documentation

4.2 Customer

Representative Varies

Description Council customer (individual or organisation) for whom services are
D Pcrformed.
B \on-technical User

RES TSI Submit Calls (new service requests, updates, cancellations) through self-
service interfaces or via an Operator.

SIS MO CIIER Service provided as requested

Involvement

Deliverables

4.3 Operator

Representative Varies

Description Contact centre staff

Type Non-technical User

RCE L ls STl Il Submit and update Cases in CRM on behalf of customers.
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SISO Wl Case information available and up to date.

No additional work is required in entering, submitting or querying a Case.

Involvement

Deliverables

4.4 Department Managers

Representative Varies

Description Heads of council departments

Type Non-technical Stakeholder

Responsibilities Report to councillors and central government on service provision and budgets

SIS NG CIHERN Improvement in service response times
Reduced costs

Involvement

Deliverables

4.5 Back Office Staff

Representative Varies

Description Departmental staff and contractors responsible for delivery of services

Type Non-technical User

Responsibilities Update Cases in back office Applications

S CNG Il Cases appear as jobs or tasks in back office Application without manual
intervention in a timely fashion.
Information in Cases is correctly entered and cross-referenced for all Service

types.
Updates to Cases appear in CRM application without manual intervention.

Involvement

Deliverables

4.6 |IT Services Managers

Representative Varies

Description Managers for development projects and administrative staff within the council

Type Technical Stakeholder

Responsibilities Determine IT implementation strategies

Determine quality of service standards for Applications
Manage relationships with Application Suppliers
Project management for development projects
Management of IT services administrative staff

SISO G New solution does not disrupt existing Applications
New solution does not have large maintenance overheads

Involvement Determine software security, Ul and quality standards

Deliverables Design document (including physical architecture)

4.7 IT Services Administrators

Representative Varies

Description Council staff responsible for installation and maintenance of council IT
systems

Type Technical Stakeholder

RG] oJels RiloJIIMI=EM Install and configure the solution.

Update configuration when new Applications and supported Services are
added.

Receive and act on alerts when Applications go offline

Diagnose and respond to technical errors (eg messages not delivered due to
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missing data)

SIIENGANCIIEW Solution is easy to deploy and maintain

Application status is readily available

Appropriate alerts are received when a message fails to be delivered
Message delivery failures are easy to diagnose and remedy

Involvement Determine requirements for error handling, alerting, configuration and
reporting.

Deliverables Design document (including physical architecture), deployment document,
systems operation documentation, reporting and administration Uls.

4.8 IT Services Developers

Representative Varies

Description Council staff responsible for developing integration solutions with Applications.

BV CH T cchnical Stakeholder

Responsibilities Development of new messages and interfaces.
Update existing Application interfaces in response to changes in business
reguirements.

S CNG W Easy to develop interfaces for new Applications.
Easy to update existing interfaces.

Involvement Develop APIs to back office Applications (where this can be done in-house)

Deliverables Analysis document, design document, source code

4.9 Suppliers

Representative Varies

Description Third party suppliers of back office Applications

B CH T cchnical Stakeholder

Responsibilities Development of Application APIs

SN ICI(EI Minimal custom development of API

Involvement Develop APIs to back office Applications

Deliverables Interface requirements document

5 Solution Overview

This section provides a high level view of the capabilities, interfaces to the external systems, and the system
configuration.

5.1.1 Solution Perspective

Figure 1 shows a high level overview of the way in which the solution will fit within the existing council
architecture.
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Figure 1 - System Context Diagram

The toolkit will define an architecture for the BizTalk components and provide standard facilities for
mapping, cross-referencing, acknowledgments, configuration of message routing, error handling and
auditing. In addition, guidance and templates for development of specific application interfaces will be

provided.
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This section offers a concise description of solution functions in outline form. Functions that are to be
excluded are marked as such.

6.1

General Features

Feature

Reason or Benefit

Stakeholder/

User Priority

1. | The Solution should be generic and usable at as Key Feature Must
many councils as possible

2. | “Out of the box” functionality vs custom application- | Ease of deployment Must
specific configuration/development should be
clearly stated

3. | Solution should use generally accepted standards Usability across Must
such as BS7666 and BS8766. multiple councils

4. | The CRM and back-end application functionality Ease of deployment Must
requirements needed to support the solution should
be clearly stated.

6.2 Workflow Features

Feature

Reason or Benefit

Stakeholder/

User Priority

5. | The solution must support Case creation and Compatibility with Must
management either in CRM or in the back-end existing business
application. processes

6. | The solution must enable application integration for | Support for Must

the following services:

e Street Litter Enforcement

e Fly Tipping Enforcement

e Dog Fouling Enforcement

e Stray Dogs

e Missed Household Collection
¢ Household Waste Complaint
¢ Missed Commercial Collection
e Commercial Waste Complaint
e Recycling Sites

e Customer Requesting New Domestic Recycling
Container

e Customer Requesting Information About
Assisted Collection

e Bulky Items

Rotherham pilot and
anticipated Newham
implementation
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e Abandoned Vehicles
e Pest Control

The solution should be designed so that other
services can be added at a later date.

Future development

Must

The solution must support application integration for
the following general processes:

e Send new Case from front office to back office

e Send update of existing Case from front office
to back office

e Send update of existing Case from back office
to front office

e Retrieve details of existing Case from back
office and provide to front office (i.e. query
Case)

Maintenance of Case
state

Must

As a minimum the solution should support the
following unsolicited updates from the back office to
the front office:

e Acknowledgment of Case creation
e First response update
e Case Closed update

Maintenance of Case
state

Must

10.

The Solution must support multiple back office
Applications for different service types, eg pests
and dogs may go to one back office Application,
street scene to another.

Support for existing
Applications

Must

11.

The Solution must support delivery of a single Case
to more than one back office Application (eg
environmental services back office Application plus
auditing Application)

Support for existing
business processes

Must

13.

The solution should include a standard approach to
system error handling (message data errors,
application interfaces not available)

Maintainability

Must

14.

The solution should enable a new Case to be
added to an existing Job in a back office Application
by allowing a Job ID to be specified in the Service
Request Message by the CRM Application.

Prevention of
duplicate Jobs

Must

Messaging Features

Feature

Reason or Benefit

Stakeholder/

User Priority
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15.| The solution must support messages in XML and Generic support for Must
flat file formats. back end
applications
16, The solution should allow for Message types other | Fyture development | Should
than single Cases (eg Case List for queries,
appointment queries and responses)
17.| The solution must use a standard common data Standardisation of Must
model for business entities. It must support “side by | pysiness processes.
side” versioning so that schemas can be updated
from time to time as business requirements change
without affecting existing integrations.
18.| The solution must use a standard approach to Standardisation of Must
transform application-specific messages to mapping technology
“canonical’” messages and vice versa, applying
specific transformation rules where necessary.
19.| The solution should provide functionality to manage | Standardisation of Must
creation and maintenance of Cross References mapping technology
during message mapping for the following:
e Cases
e Services / SubServices
The solution should be capable of the following:
¢ Identify Common Identifier for entity from the
Application Instance Local Identifier
¢ Identify Local Identifier for entity from Common
Identifier (NB mapping between a local
identifier and a common identifier must be 1:1
ie no many-to-one relationships).
e For an Application Instance entity, create a new
Common Identifier and create Cross
References to Application Instance Identifier for
both Source and Target Application Instances.
20| The cross referencing system should allow Generic support for Should
additional entities (eg Locations and Customers) to | pysiness processes
be added.
synchronous and asynchronous application back end
scenarios (ie synchronous and asynchronous applications
tranport mechanisms).
22, The solution must support the following tranport Generic support for Must
methods to/from back office Applications: back end
e Web service applications
e Filedrop
e Emalil
23.| The solution should allow for the provision of the Maintenance of Case | Must

following information as a minimum for unsolicited

State
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update messages from the back office (note that
not all of these may be provided by all back office
systems):

e Service Request ID

e Status

e Target completion date

e Last update date

e Assigned officer

e Summary text

24,

The solution should perform basic validation of
Messages received from Applications (mandatory
data items are present, data items are of correct
data type). If a Message fails validation, an error
should be logged, and, if the Source Application
supports Acknowledgments, an error number,
description and source should be returned in the
Acknowledgment message.

Early identification of
problems.

Must

25,

The solution should be capable of alerting
administrators when repeated attempts to deliver a
message to a target Application fail, or when the
timeout period for reception of a response Message
from an Application is exceeded.

Early identification of
problems.

Must

26.

The solution should be able to save all received
messages to a file store for auditing purposes

Auditing

Must

27.

The common schema for Cases (service requests)
should contain the following data item types:

e Data items common to all Cases (case details,
location details, customer details, feedback,
payment details)

¢ Named fields for “common” data items for
specific service request types (eg make of
abandoned vehicle, description of stray dog
etc)

e Additionalinfo fields for request details that are
specific to a council (eg Rothercard number)

Ease of mapping,
generic support for
back end
applications

Must

28.

User Interface Features

Feature

The solution should include an easy-to-use user
interface which will provide administrative
functionality to IT services administrators to
configure and manage the solution. This should
include:

Reason or Benefit

Maintainability

Stakeholder/

User Priority

Must
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e Cross reference creation and deletion

e Addition and configuration of new Application
Instances and association with specific
Services

e Tracking of Messages passing through the
integration layer

29| The solution should provide basic reporting. This Identify issues TBD
should include as a minimum:

¢ the ability to view aggregate information (e.g.
number of Cases of a particular type submitted
within a specified timeslot)

e the ability to view information about specific
Cases and updates (e.g. the history of a Case
given a specific ID).

30 The administrative Ul should provide a batch import | Egse of configuration | TBD
facility allowing Cross References to be imported
from a flat file or Excel spreadsheet
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7 Non-Functional Requirements

This section describes the non-functional requirements of the solution.

7.1 Branding / Graphical Requirements

None.

7.2 Applicable Standards

Standard Requirement Reason or Benefit Stakeholder/
User Priority

Messages conform to XML version 1.1 standards Current XML standard Must

Messages conform to XSD version 1.0 standards Current XSD standard Must

Messages use Unicode UTF-8 encoding Standard internal BizTalk Must
encoding

Address data fields should be mappable to/from Use of consistent address Must

BS7666 format

Personal information should be mappable to/from Use of consistent personal Must

BS8766 data format

Services for specific should be mappable to/from Use of consistent service TBD

the local government services list (LGSL) mappings

7.3 System Requirements

System Requirement Reason or Benefit Stakeholder/

User Priority

Active Directory Use of windows integrated
authentication for data access

Microsoft Windows Server 2003 Minimum
Requirement

Microsoft SQL Server 2000 / 2005 Minimum
Requirement

Microsoft BizTalk Server 2006 enterprise Minimum
Requirement

7.4 Performance Requirements

Performance issues can include such items as user load factors, bandwidth or communication
capacity, throughput, accuracy, and reliability or response times under a variety of loading conditions.

Note: These performance requirements are guesswork. To be replaced with reliable performance
requirements.

Performance Requirement Reason or Benefit Stakeholder/

User Priority
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take less than 4 hours

failure

Support for up to 10 service requests per second Reasonable concurrency? TBD
Maximum time for complete message processing (eg Maximum acceptable “wait time” | TBD
CRM submit request to receive ack) of 1 min for customer.

Support average 200 new Cases per day, maximum Reasonable average? TBD
500.

Support average 200 Case updates per day, maximum | Reasonable average? TBD
500.

Support average 1000 “push updates” per day, Reasonable average? TBD
maximum 5000.

Up time of 99% Standard for online application TBD
Reinstallation of application on rebuilt server should Recovery in case of server TBD

7.5 Environmental Requirements

Environmental Requirement

Reason or Benefit

Stakeholder/

User Priority

schemas without disrupting existing processes or
recompiling / reinstalling existing code.

Error reporting should integrate with MOM or other Standardised alerting for errors Must
application log monitoring used by IT Services in IT Services

It should be possible to deploy interfaces for new Maintenance of up time Must
applications without requiring application down time.

It should be possible to deploy new versions of core Maintenance of up time Must

7.6 Documentation Requirements

This section describes the documentation that must be developed to support the toolkit.

7.6.1 IT Services Administrators

A user manual for IT services administrators will be provided that contains the following:

e Description of the administration user interface
e Description of the reporting interface

¢ “How tos” for common administrative operations (install patches, configure new application end

point, maintain Cross References, view reports)

e Advice on troubleshooting common problems (lost messages, timeout errors)

7.6.2 Installation Guides, Configuration, and Read Me File

e Minimum server specifications
e Software pre-requisites

e Step-by-step instructions for deploying solution components

e Configuration settings

7.6.3 Developer Documentation

Requirements document
Design document
Component specifications
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e Source code

e Code comment report

o Application interface developer’s guide

e Application interface specification template

e Test harnesses for core components

e System Test scripts following use cases below
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8 Specific Software Requirements

The following sections contain all the software requirements to a level of detail sufficient to enable
designers to design a system to satisfy those requirements and testers to test that the system satisfies those
requirements.

8.1 Introduction

This section describes the processes and workflows that are supported by the SLG toolkit using ‘use
cases’. A ‘use case’ is a description of how end-users (people or applications) will use the delivered
software. It describes a task or a series of tasks that users will accomplish using the software, and
includes the responses of the software to user actions.

Note: Terms used in the Domain Model (see above) are shown in bold.

8.2 Actors

An actor is someone or something outside the solution that interacts with it. Each use case delivers
an observable benefit or result to the actor(s) involved.

The following actors initiate use cases:
Actor Name ‘ Description
Customer An individual who creates or updates a service request from a council through

a self-service website, either on their own behalf of for an organisation for
which they are an agent.

Operator A staff member in the council contact centre who creates, updates or queries
a service request in the CRM application on behalf of a customer.

Department Administrator A council staff member who administers a job in a back office application
Department Employee Council staff or contractor responsible for performing the job.
IT Services Administrator Council staff member responsible for maintenance and deployment of IT

systems, including troubleshooting of errors.

CRM Application The CRM application in use at the council.

Target Application A back-office Application Instance.

8.3 Packages
The use cases have been divided into the following packages:
Package 01: Service Request Handling

Package 02: Application Administration and Reporting

Reference: 1/1 BizTalk Toolkit Requirements Page: 20
Issue Date: 07 March 2007 Confidential Version: 0.1 (Draft)



ciber

8.4 Package 01: Service Request Handling

Package 01: Service Request Handling

«uses»

UCO0101: Create
Service Request

Customer

«uses»

UCO0103: Query

Service Request
Contact Centre Operator

«uses»

UCO0104: "Push”
Service Request Update

Department Employee
8.4.1 UCO0101 Create Service Request

This use case covers the interactions which occur when a Customer or Operator requests a hew
service from the council.

Goal

Job(s) for new service request created in back office Application Instance(s), acknowledgment
returned to CRM.

Start

The use case starts when a case has been created within the CRM system as a result of a telephone,
letter, fax, web form, email or third party.

End

The use case ends when the details of the new service request can be viewed in the appropriate
back-end Application Instance and a success Acknowledgment has been returned to the CRM
Application Instance.

Pre-requisites
e The call made by the Customer contains a request for a service that the council must provide.
e Customer has provided enough information to create the request in the CRM system.
e Payment has been made and authorised for CRM-based payment systems.
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Basic Flow

Customer /
Operator
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CRM Case CRM Case
Create Ack
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CRM Case CRM Case
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Target App 1 Target App 1 Target App 2 Target App 2
@ Job Create Job Create Job Create Job Create
Req Ack Req Ack
703 ( e
Target App 1 / Target App 2 \

Target App 1 Target App 1
Job Create Job Create
Req g Ack

Target App 2 Target App 2
Job Create Job Create
Req g Ack
G7d)

The Customer contacts the council by email, phone, letter or fax, or through the self-service
website.

An Operator (or the CRM interface, if through the self-service website) creates a Call in the CRM
system which includes the contact details for the Customer, and a Case containing the details of
the request.

The CRM API passes the Case details to BizTalk as a CRM Case Creation Message, which
creates a Service Request Message with a RequestType of “create” (see ref C for details of
mandatory and optional fields).

As part of Service Request Message creation, the system retrieves Common IDs that match CRM
Local IDs for the Customer, Location, Service and SubService.

The system validates the Service Request Message to ensure that all mandatory fields are
present and all fields are of the correct data type.

BizTalk determines the list of Target Application Instances (other than the Source Application
Instance) that have been configured to accept messages of this service type.

For each Target Application Instance in turn:

a. The Service Request Message is mapped to a Job Creation Message for the Target
Application Instance
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b. As part of message creation, the system retrieves Local IDs for Customer, Location,
Service and SubService for the Target Application Instance.

c. The Job Creation Message is sent to the Target Application Instance API.

d. The Target Application Instance creates the new Job, or associates the Job with the new
Case ID if a Job ID has been provided.

e. The system receives a Job Creation Ack Message from the Target Application Instance
(see reference C for details of mandatory and optional fields). If the Target Application
Instance cannot return a Target App Ack Message (because it is “fire and forget” eg email),
steps 7f to 7i are skipped.

f.  The Job Creation Ack Message is mapped to a standard Ack Message.

g. The system validates the Ack Message to ensure that all mandatory fields are present and
are of the correct data type.

h. The system takes the Service Request Message and the Ack Message and creates new
Cross References according to Business Rule 01.

i. If the Source Application Instance is in the Target Application Instance’s Ack List, the JobID
value is recorded.

The system maps the Service Request Message to a CRM Ack Message, including the AcklID.
The system sends the CRM Ack Message to the CRM Application Instance.

Alternate Flow AF1 - Service Request Message fails validation

If in BF step 5, the Service Request Message fails validation, the system records an error in the
BizTalk application log.

The system constructs a CRM Ack Message, specifying the error in the ErrorDescription field.
The system returns the CRM Ack Message to the CRM Application Instance.

Alternate Flow AF2 - Timeout error contacting Target Application Instance

If in BF step 7c¢ a timeout error is received while trying to contact the Target Application Instance
API, the system re-sends the message (in case it was a transient error). If the re-delivery is
successful, flow resumes from step 7e.

If a timeout error occurs with the re-sent message, the system records an error the BizTalk server
application event log and constructs a CRM Ack Message, specifying the error the
ErrorDescription field and the Target Application Instance in the Error Source field

The system returns the CRM Ack Message to the CRM Application Instance.

Note: The system does not attempt to deliver the message to any other Target Application Instances
and does not attempt to “roll back” previous successful deliveries.

3.

Alternate Flow AF3 - Target Application Instance returns error in Ack
Message

If in step 7e the Target App Ack Message has a non-empty ErrorDescription, the system records
an error in the BizTalk Server application event log.

The system constructs a CRM Ack Message, specifying the error the ErrorDescription field and
the Target Application Instance in the ErrorSource field

The system returns the CRM Ack Message to the CRM Application Instance.

Note: The system does not attempt to deliver the message to any other Target Application Instances
and does not attempt to “roll back” previous successful deliveries.

Scenarios

Create Abandoned Car request

Create Vehicle Obstruction request
Create Street Cleaning (Littering) request
Create Fly Tipping request

Create Dog Fouling request
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e Create Bulky Waste request

e Create Missed Bin (Domestic) request

e Create Missed Bin (Commercial) request

e Create Stray Dogs request

e Create Dead Animals Removal request

e Create Recycling Bags request

e Create request — Service Request fails validation

e Create request — Target Application Instance unavailable
e Create request — Error from Target Application Instance

8.4.2 UCO0102 Update Service Request

This use case covers the interactions which occur when an update to the details of a service request
are made in the CRM Application Instance and need to be distributed to back office Application
Instances.

Goal

Job(s) for the service request are updated in back office Application Instance(s), acknowledgment
returned to CRM.

Start

The use case starts when a Case has been updated within the CRM system as a result of a
telephone, letter, fax, web form, email or third party.

End

The use case 