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1 Description

Description and Objectives of Work to be undertaken (including Justification and Use Cases):

Communication centre service has been a prosperous industry for many years; however, traditional communication centres are becoming restricted under the background of Web2.0 and mobile internet booming, evolution of network to ALL-IP and the tendency of Telco capabilities exposure due to its self-contained system and outdated business mode.
There have had some standards for communication centre services, including CSTA, TSAPI, Y.2216, etc. However, these standards are majorly designed for legacy network (e.g., circuit-switch based voice call centre service) or specifically for network-coupled services, and cannot accommodate emerging\existing new requirement and tendency, especially for Web2.0 and mobile internet scenarios.
Such situation is leading to the following impacts for all industry:

· For MCCS server providers:

· Disable to integrate any possible and potential expertise resources in society
· Strong impact in terms of providing better services to enterprises
· Strong impacts on the business model
· Strong costs associated
· For  Customers:

· Strong impact on discovering expertise from communication centre.
· Strong impact on customer’s QoE.
· For expert agents:

· Cannot integrate expertise resources in society to communication centre.
· Cannot provide communication centre services to other domains, e.g. Web2.0 applications.
· Strong impact in term of business model
· For other domains (e.g. Web2.0, mobile internet, etc):

· Cannot support providing communication centre related services to customers and enterprises
· Strong effort in term of business model
The following paragraphs describe two scenarios for such a work item:
1, There are numerous customers in society having various questions/problems where as there are numerous experts in society who have expertises. However, it is usually difficult to right\proper expert for one customer and expert cannot provide expertise to customer since he/she has no customers. By taking advantage of MCCS, experts can register to MCCS specifying the expertises he/she has, then, when one customer asks for help, the MCCS can find a right/proper expert for providing services.
The following figures depict problems that exist for the time being:
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The following figure depicts the use case to solve the problems stated in previous two figures:
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2, Web2.0 is booming in recent years, there are numerous famous applications, e.g., facebook, twitter, etc, rising which attract tens of millions of users. And one fact is that user usually inclines to write some blogs on these websites which can spread vastly in a short period. No matter whether these users maliciously or not write some negative comments to some products on this/her blog, it might cause considerable negative impact on the product if the product company cannot deal with it in time. By taking advantage of MCCS, it can collect all the comments from some specified websites and queue and forward the comments to dedicated agents who can deal with instantly, for instance, the agent can leave a message to give some explanations in the blog or contact with the customer to give some explanations or apologize, it will undoubtedly decrease the possible and potential negative impacts to the product.
The following figure depicts problem that exists for the time being:
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The following figure depicts the use case to solve the problem stated in previous figure:
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The above two use cases just illustrate part of the scope what MCCS aims to do.

Some initiatives have been conducted by some players of the industry to address some of the issues mentioned above, but there is still lack of standardized mechanisms.

Additionally, the business model of communication centre implemented based on existing standards is also obsolete since the existing communication centres is usually not profitable.

The present work item to define a mobile communication centre service is the opportunity to resolve the situation and to produce a standard relevant for the all industry.
Work Areas:

The roles and their relevant mechanism in MCCS include:

· Customer: A customer can request communication centre services especially expertise to MCCS server through various ways including message, video, audio, web (webpage, widget), etc, based on various access types.
· MCCS server: A MCCS server can provide both mobile communication services to customers on one hand and support agent access especially mobile access on the other hand. And MCCS can also provide services to other domains, e.g., Web.2.0. Besides, the MCCS server can also inter-work with other OMA enablers (e.g. messaging, presence, location, etc) for providing rich and intelligent features.
· Manager: A manager interacts with multiple Web2.0 websites for collecting information required by MCCS server. MCCS server can request Manager to collect information based on specified criteria and the manager can filter and process information and send it back MCCS server. 
· Agent: An agent can either locate in communication centre office providing dedicated communication services (e.g. agent hired by carrier providing service assistance) or providing communication services for specific areas (e.g. with expertise in specific area and not hired by communication centre) in which the agent may share benefits with MCCS server. Besides, an agent can also work for an enterprise interacting with other domains through MCCS server for providing communication centre services.
· Other domains:  Other domains include Web2.0 applications, e.g., SNS, Blogger, Micro-Blogger, etc, or others where MCCS can provide services for customers. 

[image: image6.emf]Agent

Agent

MCCS 

Server

Customer

Other domains(e.g. 

Web2.0)

Manager


The purpose of the proposed work item is to specify architecture, protocols and APIs accordingly for implementing the functions and features mentioned above.

The architecture of MCCS includes functional entities such as:

· Customer(Client)

· MCCS server

· Agent
The protocols will include all rich communication service aspects relevant for the business including following functions:

· Mobile agent management

· Queuing services
· Innovative services provisioning (e.g. for Web 2.0 applications)

· etc.

It is already targeted to have one release and may have further release for incremental scopes.
The 1st release of the MCCS should include the following functions:
7.1 Mobile agent management

· Customer’s  Context

· Queuing services
· Charging

· Etc.
Issues this Work Item is Aimed to Solve
The aim of MCCS is to integrate all possible and potential expertises in society and provide customers with intelligent, flexible and appropriate mobile communication centre services utilizing these expertises based on standardized mechanism.
MCCS server should provide expert agent management and service invoking to other enablers, e.g., location, messaging, etc., and support communication centre services for Web2.0 applications.
Market Benefits:
The work item objective is to enhance the value of Mobile Communication Centre Service by allowing the industry to integrate all potential resources (expertises) and provide communication centre services for Web2.0 applications and provide customers will better services.
Therefore, market benefits will be the following:

Customers:
· They can access mobile communication centre services through various communication ways (e.g. video, audio, web, messaging, etc) and acquire intelligent (e.g. context-aware) and appropriate (e.g. expertise) services.
MCCS Operators/Carriers:

· They can provide intelligent (e.g. context-aware) and efficient (e.g. interworking with other enablers or domains) services, and can provide attractive business models (e.g. sharing profit with experts outside of communication centre) and provide communication centre services for Web2.0 application, as a consequence, more customers , enterprises and experts will be attracted to MCCS.
Manager
· For Manager, it can provide information collection for one or multiple MCCS servers. 
Agent:

· They can provide flexible and intelligent  (e.g. context-aware) services to customers through various ways especially mobile ways and may share profits with MCCS provider
Expected Market Penetration:
The market of communication centre service including MCCS server, database, value-added services, etc, will exceed 20 billion USD in 2011 according to GIA (Global Industry Analysts). Moreover, numerous emerging services and applications will be stimulus of MCCS market as well.
The proposed Work Item will affect primary the overall mobile communication centre service in terms of business model, and will also provide mobile communication centre service capabilities to various other services and applications, and will attract more and more customers, enterprisers and experts consequently.
Complexity:
No complexity is expected in light of the proposed scope of the Work Item, which will basically employ existing and available technologies. 
At the opposite, the proposed Work Item main objective is to reduce the complexity to develop powerful and flexible communication services which can be extended and enhanced easily.


Time to Market:
Time to market will be reduced by the results of this Work Item as this is one of the main objectives of this approach.
Uniqueness:
There are some SODs working on this aspect, including CSTA, ITU-T. However, standards in CSTA are primarily designed for current or legacy network, and standards in ITU-T are primarily designed for NGN network. And therefore, these standards cannot fulfil the new features listed in this WI document. Of course, the new proposed WI will closely refer to existing standards and won’t conflict with or duplicate these existing standards.
Existing Specifications or Documents Affected:

No existing specifications documents will be affected. 
Linked Work Items:

None

Linked Affected OMA Groups and External Fora

None
2 Planned Deliverables

Enabler Release Package:

 FORMCHECKBOX 

Full life-cycle work flow with specifications (RD, AD, TS, etc) and interoperability testing. 
Reference Release Package:

 FORMCHECKBOX 

RD Package – This is not intended to be part of an enabler.

 FORMCHECKBOX 

AD Package (Includes associated RD, if needed) – This is not intended to be part of an enabler.

 FORMCHECKBOX 

White Paper Package – Informative technical document not associated with an enabler.
 FORMCHECKBOX 

Data Description Package (e.g. Schema, MO) – Data description whose definition is not part of an enabler.
 FORMCHECKBOX 

Other – Describe:_______________________________________________________________
3 Impacts
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Service Impacts:

Smart Card: None expected
Terminal: Terminal needs to support interface interworking with MCCS to acquire communication centre service.
Architecture Impacts:

A new architecture may be proposed to address listed requirements in WI document.
Charging/Billing Impacts:

A new charging mechanism may be proposed to address listed requirements in WI document.
Security Impacts:

None expected
Privacy Impacts:

None expected 
IOT Impacts:

This protocol affects MCCS server interworking with terminals and 3rd parties and IOT will be affected. 
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