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1. Scope (Informative)

This document describes use cases, requirementel@vdnt information for the Rich Communicationrn@e (RCC)
Enabler.

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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3. Terminology and Conventions

3.1 Conventions

The key words “MUST”, “MUST NOT", “REQUIRED”, “SHAL", “SHALL NOT”", “SHOULD", “SHOULD NOT",
“RECOMMENDED?”, “MAY”, and “OPTIONAL” in this documat are to be interpreted as described in [RFC2119].

All sections and appendixes, except “Scope” anttébfuction”, are normative, unless they are exghiéhdicated to be
informative.

3.2 Definitions

Agent A RCC user associated with one or more RCC dewindsauthenticated and authorized to provide RCC
services including performing communication contipérations, such as holding or transferring
communications, etc.

Context Information Any volatile or persistent information, which debess a state of a RCC Agents or RCC Customers.
Context Information can be manually set by humarisrred from other information, or requested from
databases.

Note: the context model may include informationtsas: location, presence, profile, subscriptions.

Enterprise Customer An Enterprise Customer refers to a RCC customer eamracts with RCC provider and acquires services
including aggregation of certain messages from \&/6tsites.

Master Agent A Master Agent refers to the RCC Agent who create manages a group of Agents to provide RCC
services.

Multitenancy Multitenancy refers to a principle in software dtetture where a single instance of the softwanaltfm

Tenant application) runs on a server, and letoocusts (Tenants) share the same hardware resohyces,
offering them one shared application and databegtance, while allowing them to configure the
application to fit their needs as if it runs onaditated environment.

Sub-agent A Sub-agent refers to the RCC Agent who is createtimanaged by Master Agent.

Tenant A Tenant is the organizational entity which rentawti-Tenant SaasS solution. Typically, a Tenardugs
a number of users, which are the stakeholdersimthanization.

Virtualization Virtualization (or Multi-Instance) refers to a peiple in software architecture where each custayeées
his own instance of the application (and possitdyp af the database)

Web 2.0 The term Web 2.0 is associated with web applicattbat facilitate participatory information sharing
interoperability, user-centered design, and coliation on the World Wide Web.

3.3 Abbreviations

CSTA Computer Supported Telecommunications Applications
CTI Computer Telephony Integration

IVR Interactive Voice Response

MCC Multimedia Communication Centre

MRS Multimedia Resource Service

NGN Next Generation Network

OMA Open Mobile Alliance

SaaS Software as a Service

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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4. Introduction (Informative)

Communication centre has been a prosperous indiestrgany years, for services such as contact ecotistomer-care
centre; however, due to its self-contained systedthautdated business model, the traditional comoatioin centres are
becoming limited with respect to the Web 2.0 andbikednternet booming, evolution towards ALL-IP netrk and the trend
towards telco capabilities exposure. Moreover diveent communication centres are also low-efficamd the cost of
deployment and maintenance is also high.

The Rich Communication Centre (RCC) Enabler aimsddress those limitations exploiting the benefits
telecommunication approach and internet approach.

The RCC Enabler allows using widely deployed comication infrastructure in order to provide rich\d@ee capabilities,
especially Web 2.0-oriented service capabilitied muobile agent-based service capabilities. Moredher RCC Enabler is
also intended to enable rich communication cergreise capability in a cost-effective and on-densanwanner.

The RCC Enabler assumes that the mobile netwookihmar access networks are capable of establishilageabearer
connection between the mobile agent and the sparéiof the RCC Enabler.

The RCC Enabler utilizes existing standards wheadable and appropriate aiming at the same timzetextensible
through a progressive incorporation of additiomatfires when the need arises.

This RCC RD describes the high-level functionaluiegments for the RCC Enabler, requirements fdusiization and
multitenancy features, and also includes RCC-sjesifturity, interoperability, charging and privaeguirements.

The RCC Enabler includes a set of core interfad@siwcan be used to facilitate and implement varitgpes of services
based on rich communication centre.

4.1 Version 1.0

The version 1.0 of the RCC Enabler defines an dhvieaanework that enables rich communication cesgevice.
Additionally, relevant APIs are also in the scopéhis version.

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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5. RCC release description (Informative)

In the context of the RCC Enabiler, the followinteomay be identified:

Customer: A customer can use RCC-based serviges|test specific expertise from a provider and aoresthis
service through several ways including text messadeo, audio, web (webpage, widget), etc, basedasious
access types.

RCC provider: A RCC provider can provide RCC-basexlices to customers making use of expert Agesth(b
may use mobile access). And RCC provider can aizage services to Enterprise Customers basedtereiction
with other domains, e.g., Web.2.0. Besides, the Rf2@ider can also inter-work with other OMA enablée.g.
messaging, presence, location) for providing caréeare RCC-based services.

Agent: An Agent can be any individual who has sfieeixpertise and can provide consultancy to custgiran
Agent needs to install a software client on hisiceye.g. a mobile phone) which supports functisunsh as Agent
management, security, authentication, profit manmeayg, policy management, real time communication
management, etc. Moreover, an Agent can also @hnafies with RCC provider.

Other domains: Other domains include Web2.0 apjidics, e.g., Social Network Services, Blogger, Micr
Blogger, or others.

5.1 End-to-end Service Description

The RCC Enabler enables information services waeanestomer needs support and information from aerexand the
service provided exploits Web 2.0 technologieslabée today. The expert (i.e. the Agent) may béndividual that
registers to the service. The RCC Enabler allows akperts and revenue sharing management.

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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6. Requirements

The requirements in this section define the fulldREnabler.

(Normative)

6.1 High-Level Functional Requirements
6.1.1  Agent (de)registration to RCC-based services
RCC-HLF-001 RCC Enabler SHALL support the capapiiidr the Agent to register to or de- 1.0
registration from the RCC server.
RCC-HLF-002 RCC Enabler SHALL support the capapiidr the Agent to modify his/her 1.0
registration information on the RCC server.
Table 1: High-Level Functional Requirements - Agentde)registration to RCC-based services
6.1.2 Customers assignment to Agents
RCC-HLF-003 RCC Enabler SHALL support the capapilitr the RCC server to provide 1.0
information about the candidate Agents to the gusts (e.g., introduction, score,
comment record). Based on this information theamst can select an Agent.
RCC-HLF-004 RCC Enabler SHALL support the capapilitr the RCC server to provide 1.0
information about the customer (e.g., score, commemord) to assist the Agents to
provide better service to the customer.
RCC-HLF-005 RCC Enabler SHALL support the capapiiitr the RCC server to select Agents | 1.0
based on information available.( e.g., based omBg@resence, location)
RCC-HLF-006 RCC Enabler SHALL support the capapilir the Agent to halt/resume service 1.0
temporarily.
Informational Note: For example, when the Agent can not provide sere/she
can request the RCC server to suspend the seerigaorarily and to not be
considered for customers’ assignment.
RCC-HLF-007 RCC Enabler SHALL support an Agent tbiotaster Agent, Sub-agent) settinga | 1.0
specified customer as his/her own customer.
RCC-HLF-008 RCC Enabler SHALL support getting thener of sessions of a specified Agent.| 1.0
Informational Note: the number of sessions hastmkeant here as the active
sessions, in order for example to distribute neswming requests in a balanced way,
avoiding overload of an Agent.
RCC-HLF-009 RCC Enabler SHALL allow the RCC Agemistlect a RCC customer manually or| 1.0
the RCC Agent to be associated to a RCC custontematically (based on Agent’s
and customer’s preferences and the service pdlicies
RCC-HLF-010 RCC Enabler SHALL allow the RCC custonteselect a RCC Agent manually 1.0
among a choice of RCC Agents identified on thedattustomer’s preferences and
the service policies.
RCC-HLF-011 RCC Enabler SHALL support multiple RB@ents serving simultaneously the samé.0
RCC customer.
RCC-HLF-012 RCC Enabler SHALL support task transher within a RCC Agent group. 1.0
RCC-HLF-013 RCC Enabler SHALL support distributiohRCC customer’s requests to the 1.0
appropriate RCC Agents based on RCC Customer'se@bhitformation.
RCC-HLF-014 RCC Enabler SHALL support distributiohRCC Customer’s requests to the 1.0
appropriate RCC Agents based on RCC Agent’s Comtdxtmation.

Table 2: High-Level Functional Requirements - Custmers assignment to Agents

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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6.1.3 Feedback from Customers about Agents and vice versa

RCC-HLF-015 RCC Enabler SHALL support customer eavimechanism (e.g. review and 1.0
comments, scoring) to Agents after the servicebleas provided.
RCC-HLF-016 RCC Enabler SHALL support the capapilir the Agent to score and provide 1.0
comments to the customers after the service hasresided.

Table 3: High-Level Functional Requirements - Feedhck from Customers about Agents and vice versa

6.1.4  Master Agent and Sub-Agents management

RCC-HLF-017 RCC Enabler SHALL support Sub-agenéstion/deletion by Master Agent. 1.0

RCC-HLF-018 RCC Enabler SHALL support Sub-agentoant information modification by 1.0
Master Agent.

RCC-HLF-019 RCC Enabler SHALL support Sub-agentpsuasion by Master Agent. 1.0

RCC-HLF-020 RCC Enabler SHALL support the MasteeAgto manage his/her tasks as well as| 1.0
his/her Sub-agents tasks.
RCC-HLF-021 RCC Enabler SHALL support Sub-agergbtrmanagement by Master Agent (e.g.| 1.0
operation rights for the Sub-agent).
RCC-HLF-022 RCC Enabler SHALL support assignindisa® Sub-agents as well as to Master | 1.0
Agent.
RCC-HLF-023 RCC Enabler SHALL support reporting sit@tus of Sub-agents, when requested byL..0
the Master Agent.
RCC-HLF-024 RCC Enabler SHALL support reportinglod Sub-agents who have provided 1.0
services to a specified customer, when requestekebllaster Agent.

Table 4: High-Level Functional Requirements - MasteAgent and Sub-Agents management

6.1.5 Interaction between Customers and Agents
RCC-HLF-025 RCC Enabler SHALL support applicatiali@aboration between Agent and customer. 1.0

RCC-HLF-026 RCC Enabler SHALL support web collaliara between Agent and customer. 1.0
RCC-HLF-027 RCC Enabler SHALL support file transfiemm RCC Agent to RCC Customer and | 1.0
vice versa.

RCC-HLF-028 RCC Enabler SHALL support web Agent agal time communication Web-enablgdl.0
web Agent (e.g. video communication between thenAgad the customer).

Table 5: High-Level Functional Requirements - Inteaction between Customers and Agents

6.1.6  Subscriptions and notifications

RCC-HLF-029 RCC Enabler SHALL support service suipsion with specified parameters (e.g. | 1.0
some key words) for Enterprise Customers.
RCC-HLF-030 RCC Enabler SHALL support notificatiohaggregated messages (based on the | 1.0
parameters specified at the subscription) to EnsaCustomers
RCC-HLF-031 RCC Enabler SHALL support messagerfiltggbased on RCC Customer’s 1.0
preferences and service policies (e.g. RCC Custdmes not want to receive
advertising messages).

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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Table 6: High-Level Functional Requirements - Subgiptions and notifications

6.1.7 Network value added services

RCC-HLF-032

RCC Enabler SHALL be able to analyserttessages transferred through the RCC
platform and append additional information autorsly based on the message
content (e.g. attaching a snapshot of a web site &t URL, highlighting sensitive
information such as banking details).

1.0

Table 7: High-Level Functional Requirements - Netwtk value added services

6.1.8  Security

Label Description Release
RCC-SEC-001 RCC Enabler SHALL ensure that any W6huger information that is stored or 1.0
exchanged is secured and thus is not accessibleatathorized principal (e.g.
unauthorized disclosure, usage, loss or corrupfarser data are to be prevented).
RCC-SEC-002 RCC Enabler SHALL allow a Master Agenget an IP address range for his/her Sub-1.0
agents.
Informational Note: a Master Agent can set IP address range fordriShb-agents to
prevent unauthorized login of Sub-agents. And thie-&jents cannot login from an IP
address if that IP address is not in the predefinade.
Table 8: High-Level Functional Requirements — Sectity Items
6.1.8.1 Authentication
Label Description Release
RCC-SEC-003| RCC Enabler SHALL support Agent auticatibn before providing service to 1.0
customers.
Table 9: High-Level Functional Requirements — Authatication Items
6.1.8.2 Authorization
N.A.
6.1.8.3 Data Integrity
N.A.
6.1.8.4 Confidentiality
N.A.
6.1.9 Charging Events
Label Description Release
RCC-CHG-001 | RCC Enabler SHALL support charging setflement between RCC platform and | 1.0
Master Agent for Agent group.
RCC-CHG-002 RCC Enabler SHALL support settlemerih\iénterprise Customers. 1.0

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
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RCC-CHG-003 | RCC Enabler SHALL support charge custerbased on the usage of the RCC 1.0
enabler (e.g. based on number of RCC Agents rdnteéde Enterprise Customers).
Table 10: High-Level Functional Requirements — Chaging Events ltems
6.1.10 Administration and Configuration
Label Description Release

RCC-ADM-001 | RCC Enabler SHALL support service cgofiation (e.g., add or change new key | 1.0
words) by Enterprise Customers.

RCC-ADM-002 | RCC Enabler SHALL allow the RCC Custartebe provided with the historical | 1.0
service record(s).

RCC-ADM-003| RCC Enabler SHALL allow the RCC ServRmvider to trace the RCC service 1.0
procedures.

RCC-ADM-004 | RCC Enabler SHALL provide the capayifior the RCC platform to classify the | 1.0
RCC customers (e.g. willingness to pay, reputatiangording to the service policies
and the customers’ preferences.

RCC-ADM-005| RCC Enabler SHALL provide the capayifior the RCC platform to classify the | 1.0
RCC Agents (e.g. accordingly to price range, expefevel, reputation), according
to the service policies and the Agents’ preferences

RCC-ADM-006 | RCC Enabler SHALL support software uggdia both RCC Agent and customer | 1.0
sides automatically and manually.

Table 11: High-Level Functional Requirements — Admiistration and Configuration Items

6.1.11 Usability

N.A.

6.1.12 Interoperability

N.A.

6.1.13 Privacy

N.A.
6.2 Web 2.0
Label Description Release
RCC-WEB-001 | RCC Enabler SHALL support aggregatibmessages from Web 2.0 website. 1.0
RCC-WEB-002 | RCC Enabler SHALL support duplicatidreck for messages aggregated from Weh.0
2.0 website.
RCC-WEB-003 | RCC Enabler SHALL support queuing aistrihution of messages aggregated frgni.0
Web 2.0 website.
RCC-WEB-004 | RCC Enabler SHALL support Agent actessaw messages aggregated from Wep1.0
2.0.
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RCC-WEB-005

RCC Enabler SHALL support configuratafrpolicies for Web 2.0 message
aggregation and processing by Agent.

1.0

RCC-WEB-006

RCC Enabler SHALL support replying neggss to the messages aggregated fron
Web 2.0.

nl.0

RCC-WEB-007

RCC Enabler SHALL support differentiatiof messages aggregated from Web 2|

with different priorities.

a.o

RCC-WEB-008

RCC Enabler SHALL support answering esgponding to Web 2.0 websites
automatically.

1.0

RCC-WEB-009

RCC Enabler SHALL support prioritizatiof messages aggregated from Web 2.0.

1.0

Table 12: Web 2.0 Requirements

6.3 Virtualization and Multitenancy

Label

Description

Release

RCC-VIR-001

RCC Enabler SHALL support Multitenancy.

1.0

RCC-VIR-002

RCC Enabler SHALL support RCC serveltmlenant partitions Multitenancy at
runtime.

1.0

RCC-VIR-003

RCC Enabler SHALL support multiple Tats&l subscriber management and user
profile management.

1.0

RCC-VIR-004

RCC Enabler SHALL support the Agenenlito be deployed in any connected
device or terminal, e.g. mobile phone, fixed phameart phone, soft phone,
computer, laptop, PDA, browser, TV, STB, UVE/VDierit, WebOS Client.

1.0

RCC-VIR-005

RCC Enabler SHALL support capabilitygoéation between Agent client and RC(
server, e.g. audio/video codec, screen size, nkthemdwidth, file format, Agent
skills, WEB 2.0 supporting.

1.0

RCC-VIR-006

RCC Enabler SHALL enable Agent cliemseamlessly switch between devices o
terminals within one application session.

Informational Note: This requirement is targeted at the service layee. network
layer is out of scope.

1.0

RCC-VIR-007

RCC Enabler SHALL enable dynamic sexvadaptation depending on the device
terminal capabilities (e.g. screen size, codengiwork capabilities (e.g. bandwidth
bitrate), when switching between devices or terisina
Informational Note: This requirement is targeted at the service lalee. network
layer is out of scope.

ot.0

RCC-VIR-008

RCC Enabler SHALL be able to monitatss, load distribution and resources
consumption among each of the RCC functional corapt:(e.g., CTl, IVR, and
MRS).

1.0

RCC-VIR-009

RCC Enabler SHALL support load balagcamd failure recovering based on staty
load distribution and resources consumption.

s1.0

RCC-VIR-010

RCC Enabler SHALL support the capapildr the RCC provider to store service
and application data to a specified environmeigt. (@oring metrics data into an
external file server).

1.0

RCC-VIR-011

RCC Enabler SHALL support multi-virtusgrvice providers.

Informational Note: RCC virtual service provider can rent RCC platfior
capabilities from RCC constructor and the RCC warervice provider can provide,
RCC services to customers.

1.0

RCC-VIR-012

RCC Enabler SHALL enable RCC servicevier to offer virtual instances
providing the whole set or a subset of RCC cap#dslio Tenants (e.g., the service

1.0

provider will not allow the creation of Sub-agents)

Table 13: Virtualization and Multitenancy Requirements
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6.4 Network APIs

Label Description Release
RCC-API-001 The RCC Enabler SHALL provide a NetwaiRlI to third-party applications that | 1.0
allows them to access RCC enabler capabilitiefyding at least:
» virtual communication centre management;
e monitoring and log management;
e billing;
» Agent application support;
* |IVR service assistance;
* Queue service;
e data query and management;
* resource schedule.
Informational Note 1: these APIs are related to functionalities comrwoall
instances running in the RCC platform.
Informational Note 2: below some additional information:
» virtual communication centre management includest@uer/Agent
resource creation, update, portal management, etc;
» Agent application support refers to provide a $&tPls for Agents for
communication services including registration, fogiperation, etc;
* data query and management refers to provide & #d?ls for data
operations, such as query, add, update, delete, etc
» resource schedule refers to provide a set of ARl as resource
allocation, resource revoke, etc.
RCC-API-002 The RCC Enabler SHALL provide a NetwaRI to third-party applications that 1.0
allows them to access RCC enabler capabilitiefydirg at least:
» work flow management;
» Agent leasing management;
* outsourcing management;
* search;
» workforce scheduling;
» knowledge base;
e outgoing communication.
Informational Note: these APIs are related to service control/ sermi@nagement.

Table 14: Network APIs Requirements

6.5 Overall System Requirements

N.A.
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Appendix B. Use Cases (Informative)

B.1 Expert Agent
B.1.1 Short Description

Usually, there are numerous customers in societingavarious questions/problems while at the same there are
numerous experts in society who have abundantméréigse. However, it is usually difficult to finche right\proper expert
for one customer and one expert cannot providerégpedo relevant customers since he/she doesoiwkmhere the
customers are. The following figures depict thebfgm that exists now:

&

Customers

Experts

Figure 1: Example of current Expert Agent scenario

In order to solve the problem analyzed above, R&€Cwork as a platform where all potential sociabreces, e.g., expert
Agents, can be aggregated and customers can fthdaquire accordingly expertise easily and propkeds the platform.

By taking advantage of RCC, any experts can ragistRCC platform. During registration, they camsify the skills and
expertise they have, and they can also specifyottmsr information, such as policies and rate fovise providing.

When one customer needs to acquire help, he/shignchaccordingly information from RCC platform,dthe RCC
platform can intelligently find a most proper exp&gent for the customer based on his/her questions

Additionally, RCC can also provide some extra feagufor both customers and expert Agents. For elgrbpth customers
and Agent can score and comment to their counter Aad both sides can get scores and commentseof tcounterpart
before getting/providing services. As one of kegtfiees in RCC, expert Agents can charge serviégedhstomers when
they provide service for customers.

The following figure depicts the scenario describedve:
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l, Anvone 1m society can be agent

2, Connect customers with proper and

reliable expertise

: TN T ] o)
Questions [e——— ¢, &=

RCC Experts

Customers

Use case - 1

Figure 2: Expert Agent scenario as enabled by RCC

The following steps describe a conceptual flowdmviding RCC-based services.
1. An Agent downloads a client software from websit®EGC provider and installs it to his/her smart pép

2. The Agent registers to the RCC, specifying whatkih knowledge/skills he/she has (e.g. psycholdgioanselling,
dietician) and rate for charging as well. Duringis¢ration, authentication may also be performe@B\C provider
for reliability and security.

3. RCC provider's website can optionally show Agettformation on portal.

4. A customer asks service from RCC and the RCC fomdsproper Agent manually or automatically (e.gR)\Vor
the customer can also find services directly fromportal.

5. RCC can queue the request from the customer inthas&gent is busy and connect both the customeitfzn
Agent when the Agent is available.

RCC provides flexible and justified ways for chaigibefore, during or after service providing.

B.1.2 Market benefits

The use case is to enhance the value of RCC byialjothe industry to aggregate all potential resesr e.g., expertise, and
provide RCC relevant services to any customersliable and flexible way.

Therefore, market benefits will be the following:

Customers:
* They can find more reliable and professional ansvirem RCC,;

RCC Provider (Operators/Carriers):
» They can aggregate all resources in society andsaah influential service broker for whole society
» They can share profit with expert Agents.

Agent:
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» Agent can take advantage of the reputation andenfte of RCC provider to attract more customersl det
considerable profit by providing services to custosn

B.2 Web 2.0-oriented RCC
B.2.1 Short Description

With Web 2.0 booming in recent years, there arearons typical Web 2.0 applications (e.g., Facebbwitter) rising
which attract tens of millions of users. And oneyveommon fact is that when users have complaintsa@blems, they
usually are inclined to complain and publish blagisko-blogs on these websites which may spreadyisisa short period
and induce comparative side effects. In some c#sese blogs might exert negative impact to somterprises if they
cannot tackle with it timely or properly. For exalmpa use may complain a newly bought phone ohdiidilog if he/she
meets with some problems and the blog may spregithstantly in cyber space.

By taking advantage of RCC, all relevant messages blog, micro-blog, comments) with specified retegeristics from
specific websites can be aggregated by certain R@8¢ions, e.g. dedicated gateway, connecting édh 2.0 and RCC
server, and then the messages can be delivered@opiatform for further processing (e.g. filterirggieuing and distribution)
and finally, the processed message can be distdidotdedicated Agents who can deal with it timeglgd properly. For
instance, one Agent can reply with a message umilinal message on web page to give explanatidtheoAgent can
contact with the customers to help them to soleepitoblem or apologize and ask for forgivenessciwviiill undoubtedly
decrease possible and potential negative impactetenterprise consequently.

The following figure depicts problem that exists flee time being:

which
may cause negative impacl on

Xphone vendor il it can not handle

them in tig

Mary ints on Web2. 0

Customers

Figure 3: Example of current Web 2.0 scenario

The following figure depicts the use case to stieeproblem described in the above mentioned figure

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
Used with the permission of the Open Mobile Alliance Ltd. under the terms as stated in this document.



OMA-RD-RCC-V1_0-20120313-C Page 21 (23)

.

Cus tDITICl“a*

phone vendor to handle

this complaint in time and decrease
Agents chn give explanations
under complaints on WebZ. 0

/

/
/

potential negative impact on the
vendor as much as i

Agents mny\m'm-'ide services
Lo customMys directly

N

Agents

Figure 4: Web 2.0 scenario as enabled by RCC

The following steps describe a conceptual flowgaviding RCC-oriented services.

1. An Xphone manufacture contracts with RCC proviaderdealing with any Xphone-related messages on some
specified or all, websites and some certain pdicien be configured by RCC provider internally prAments for
aggregating messages.

2. One customer buys an Xphone, and finds the phanedrae problems. Then he/she publishes a blog geessa
“Xphone is too bad!” — on his/her blog, e.g. Faaghdwitter, which can spread instantly among hesfiniends and
friends of his/her friends, so on so forth.

3. RCC aggregates all kinds of Xphone-related mesgagewebsites and filters and queues the receivessages
based on their types and distributes these mestagelevant Agents for further process if therany Agent
available.

4. Agents can be hired by RCC provider or by Xphonauf@cture, the Agents can deal with these mesdages

d1: contacting directly with the customer, for exden the Agent can apologize to customer and teustomer
to solve the problem, and finally he/she may kirek the customer to remove or modify the message fiis/her
blog/micro-blog.

[0 2012 Open Mobile Alliance Ltd. All Rights Reserved.
Used with the permission of the Open Mobile Alliance Ltd. under the terms as stated in this document. [OMA-Template-ReqDoc-20120101-]



OMA-RD-RCC-V1_0-20120313-C Page 22 (23)

d2: leaving a message of explanation under origiressage.

B.2.2 Market benefits

The use case is to extend traditional contact egntcover more types of services in market espeamathe background of
Web 2.0.

Therefore, market benefits will be the following:
Customers:
» Enterprises: they can solve problems caused by 2\@&knd grab possible chances as well.
» Individuals: their complaints can attract attentfm enterprises and their problems can be scheedrdingly.
RCC Provider (Operators/Carriers):
* They can provide Web 2.0-oriented RCC service&faerprise Customers.
Agent:

» Agent can be hired by each specific enterprisetaided with specific and professional Kills.

B.3 RCC Agent and Sub-agent
B.3.1 Short Description

Mobile Agent is one of the key features in RCC veh@mew business model is introduced, that isyewerin society can
register to RCC platform to become an Agent andmiegly the Agent can also share profit with RA&tiorm when the
Agent provides RCC service to customers.

Along with the development of RCC service, therlt hdve more and more customers requesting sefrooethe RCC
Agents, and sooner or later, one single Agentfade with request overload. If the Agent has naughocapabilities to cope
with many Agents simultaneously, the Agent may liteecustomer. Hence in RCC, the Agent requireRIBE platform to
support the capability of creating Sub-agents wigah be correlated with the Master Agent (creatgpert), and an Agent
group including both Master Agent and Sub-agergscegated.

In this group, the Master Agent can manage and tmoall other Sub-agents, and the master can seittithe RCC
provider separately.

B.3.2 Market benefits

The use case is to enhance the value of RCC byialjiothe RCC Agent to expand their business. Bintakdvantage of
RCC, a master RCC Agent can employee one or mdrea§ents to extend the capability of one singletsta&gent.

Therefore, market benefits will be the following:
Customers:
* They can be accommodated with better services aadse the time to wait in queue.
RCC Provider (Operators/Carriers):
» They can help RCC Agent to expand their businedsrarease the revenue, and increase the profielis
Agent:

» They can extend their capability to better serve@mers and increase their profit accordingly.
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B.4 Collaboration
B.4.1 Short Description

RCC customers can access RCC services throughusasiays, such as voice, video, web. In order taawvgp the quality of
customer experience, the RCC Enabler can supplebooation between RCC customers and RCC Agemtsekample,
when a RCC customer requests navigation service #@RCC Agent, sometimes, it is quite difficult fbe RCC Agent to
describe detailed route information to the RCC @ugtr by voice or video. Obviously, it will becomaseer if the RCC
Agent uses service collaboration (e.g. applicatiolfaboration, web collaboration) to show the rat¢he RCC customer.
In such way, the RCC customer can obtain the rguigance from the RCC Agent more efficiently.

B.4.2 Market benefits

This use case aims to enhance the value and ugathiRCC services by allowing the RCC Agents tbadmrate with the
RCC customers directly.

Therefore, market benefits will be the following:
For RCC customers:

e They can obtain RCC collaboration from RCC Agerthvenhanced user experience.
For RCC provider (operators/carriers):

» They can attract more customers through the impneve of RCC customer’s experience.

B.5 Enterprise Customers
B.5.1 Short Description

In order to trace any types of information regagdiinterprise Customers themselves on web pagescémeacquire
specified types of information from a communicateantre (e.g. customer-care centre, call centr&)ally, they have
contract with the customer centre provider in adea\nd in the contract, some detailed informattosubscribed, for
example, the key words, duration, etc and therctisésomer will pay money to the provider based ataae criteria.

Along with the business expansion of RCC, the R@Widers may have hundreds of or even more Ens&Zustomers,
and hence it is not practical to have contracth wéch individual Enterprise Customer. And the R@€ provide Enterprise
Customers with standardized interfaces. And thefpnise Customers can access the RCC services bas¥éb 2.0
through those standardized interfaces without #wessity to have a contract with the RCC providesite, the enterprise
customers can subscribe RCC services with speqfiegimeters (e.g. some key words) and also addamge such
parameters later on; afterwards, the Enterprisécthesrs will be notified of aggregated messagesehas the parameters
specified at the subscription).

B.5.2 Market benefits

The use case is to enhance the value of RCC byialjothe RCC Enterprise Customers accessing RCaceehrough
standardized ways.

Therefore, market benefits will be the following:
Enterprise Customers:
* They can access RCC service through standardiredanes.
RCC Provider (Operators/Carriers):
» They can provide more flexible, cost-efficient R€E&vices to Enterprise Customers.

» They can increase profits through the attractiomofe Enterprise Customers.
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