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One Cloud Delivery typical Scenario and Use Case description
In this report, PaaS-based CRM Develop Support Service is selected as a as a typical scenario
which hopes to be helpful for service delivery process description, and also we expand the

scenario with four use cases from different respect of delivery success factors.

1. Scenario template:

Name: PaaS-based CRM Develop Support Service

Description:

PaaS-based CRM application use cloud computing service module SaaS (software-as-a-service)
and Paa$S (platform-as-a-service) to provide online Customer Relationship Management process.
Without the limit of local server and architecture, customers can access the CRM system with
internet remotely and use related module flexibly. Developer establishes an application-oriented
enterprise Customer Relationship Management system, which combines database, application
logic, system integration with customer portal and could be successfully applied

to actual business processes with nothing more than Internet.

Goals and purpose:
CRM applications could be generated on CRM service support system, which extends existing
CRM applications to the cloud with easy used interface and provide additional cloudburst

function to handle uneven computing load.

Actor Roles

CRM developer the consumer of PaaS$ platform provider
Paas platform the provider of CRM developer
provider

Software layers: Paa$, SaaS

Deployment models: Public Cloud

Delivery Content: application running environments (PHP. java. JavaScript) , supporting basic
services ( load balancing service, DNS CACHE)

Delivery Process: Apply/approve, develop and test in simulation environment, operate, monitor

Key success factors: Availability, security, scalability, measurability

Four representative use cases are illustrated to reflect 4 characteristics of cloud service delivery

process, details are as follows:

Casel: key success factors - availability

Name: Availability protection of CRM Develop Support Service

Description:
The customer service of CRM vender received a report from the end user, which CRM application
could not be accessed.CRM customer service also received other users report of the same

problem.




After analysis, the CRM developer technical support staff found that, the CRM application code
BUG cause the application can not provide normal services for user. But the PaaS platform
application health monitoring system shows the CRM application is running normally, because
PaaS platform is unable to monitor the CRM application business logic.

CRM developers can not fix this program BUG in the short term. So, all application instances and
runtime status must be reset for recovering the CRM application to serving status. But the CRM
developer wants to reset all application is very hard, the application instances and runtime status
must be reset in the PaaS platform layer by the PaaS provider.

The CRM developers issue an urgent notice to the provider's customer service staff, then the
customer service notice to the system administrator to reset all instance and runtime status of
the CRM application. After that, the PaaS provider notice to CRM developer that CRM application
was reset, then the CRM developer notice to the end user, and the recovering of CRM
application was confirmed finally.

Since the CRM user found the application unusable to the CRM application is recovered, Only
half-hour passed. From the annual availability of indicators, the entire Paa$S platform to protect
the availability of the CRM application SLA performance indicators.

Actors and roles:

Actor Role

CRM developer Consumer of the services delivered the customer of PaaS provider.
PaaS platform Supplier

provider Provider of the services delivered the supplier of CRM developer.

Goals and aspirations for the UC:

Customer (CRM developer) — PaaS platform can provide the technology and services to ensure
high availability of its CRM applications, in order to provide more stable and reliable CRM
application services to their end users.

Supplier (PaaS provider) - Want to provide an effective means of technology and service
processes to safeguard the stable operation of the PaaS platform and its application to make
Paa$ platform availability indicators have reached the promised SLA.

Platform, tools and the environment needed for execution of the UC: Linux...

Components and services required for Execution:

PaaS platform should have the mechanism of health status monitoring and early warning, to
alarm automatically when detect abnormal status

Customers (CRM developers) and provider (PaaS providers) should establish rapid response
processes to deal with the problem in emergency.

Suppliers (PaaS providers) need to establish the emergency recovery application to protect the
platform availability

Input params needed for initialization:

SLA , some provider components should be available necessary for accessing.

Criteria for success: rapid reply processes and mechanisms, rapid recovery methods

Failure conditions: BUGs are not resolved after application recovery, human error in recovery
operation.

Failure handling: consumers should repair bugs and redistribute the revised application as soon
as possible. Also Providers should strengthen the personnel training, and reduce human error




occurs.

Case 2 key success factors- measurability

Name: Periodical resource performance report

Description: CRM development customer (user) generates resource performance report
periodically, and evaluates whether to meet with the performance value described in SLA which
PaasS service provider (server side) promise to offer

Actors and roles:

Actor Role
CRM development customer User
Paas provider Provider

Goals and aspirations for the UC:

CRM development customer can access all PaaS functions described in SLA, should have
performance evaluation tools. CRM development customer should discusses evaluation
method with PaaS service provider, and obtain its approval and provide resource performance
evaluation report;

PaaS provider should provide all PaaS functions described in SLA and discussed with user and

guide performance evaluation process;

Platform, tools and the environment needed for execution of the UC:

CRM development customer have the corresponding evaluation tools;

PaaS management tools needed.

Communication and messaging layers on-premises and provided in both user and provider side.
Support for language, runtime and tools necessary to build PaaS components.

Components and services ,the environment needed for execution of the UC:
Paas service provider provides the corresponding functional components;
Hypervisor, cloud fabric controller, storage and database service, identity/access control service;

Input params needed for initialization:

Evaluation tools need to be executing in the user side, with proper componentization. Some
provider components should be available necessary for the accessing of performance evaluation
tools in user side.

Criteria for success: Can generate user side performance report;

Failure conditions : Evaluation tools could not operate correctly, the interrupted network , the
human factors in user side and service side

Failure handling : To deal with according to the different conditions respectively, for example,
restart evaluation tools or provider components, or solve network fault.

Case 3 key success factors-Scalability

Name: Monitoring System and Management System

Description: CRM developer can tune the system size according to business requirement. If it’s
necessary, service provider can provide further help, such as continuous improvement for service
optimizing, updating service catalogs, service templates, and service provider can give more
consultant advisory.




Actors and roles:

Actor Role
CRM developer Customer of the platform provider
PaaS platform Provider

Goals and aspirations for the UC:

CRM developer's requirements: 1)Functions can be used; 2)Scalability can be gained whatever
rapid business growth or contraction.

Provider’s requirements: 1)Functions can be used; 2)Scalability can be gained whatever rapid
business growth or contraction; 3) To guide customers improving the scalability

Provider: should have monitoring and early warning mechanism to the health status of
applications, and have monitoring to the match of the application load bearing capacity and
business scale, once error occurs there should have the service mechanism.

CRM developers can apply resources according to the business evaluation, develop applications,
deploy applications. When business grows, CRM developers can automatically start the resource
within the scope of the contract based on the information of the self-monitoring system, and
collaborate with the application running; When resources purchased are out of range, CRM
developer more resources to the provider, and update the contract; When CRM developer finds
that there’s no requirement to the minimum resources purchased according to the contract,
CRM developer apply to recycle resources to provider, and update the contract.

In accordance with the CRM developer 's application, service provider reviews, approvals, and
provides services according to the status of resources. Provider provides support to the running
applications within contract scope based on the information from the operation monitoring
system; Provider expands or recycles resources according to the requirement of CRM developer,
and update the contract; Provider provides application optimization recommendations and
consultant service to CRM developers, and support continues business development of CRM
developers.

Platform, tools and the environment needed for execution of the UC: PaaS etc.

Components and services ,the environment needed for execution of the UC:

CRM developer self-monitoring system - CRM developer can monitor and manage the required
information itself, including process status, instance status and the network connection
information;

System monitoring system — Service provider can monitor and manage the required information,
including system information, process status, instance status, connection information;
Management system — Service provider deals with resource scheduling and management;
Consultant service — The optimization and continuous improvement service provided by Service
providers to CRM developers based on relevant information;

Input params needed for initialization:
Application health status under the monitoring mechanism, including network connectivity,
system utilization (CPU, MEM, the 1/0), the process of status

Criteria for success: Rapid response service mechanism, elastic expansion and recycling

Failure conditions : Network access to the amount of burst, Shrinking business

Failure handling : Separately deal with according to the conditions.




Network access to the amount of burst: When business grows, CRM developers can
automatically start the resource, When resources purchased are out of range, CRM developers
ask for more resources to the provider to start

Shrinking business: When CRM developer finds that there’s no requirement to the the minimum
resources purchased according to the contract, CRM developer apply to recycle resources to
provider, and update the contract

Provider provides support to the running applications within contract scope based on the
information from the operation monitoring system; Provider expands or recycles resources
according to the requirement of CRM developer, and update the contract

Cased: key success factors-security

Name: Security services for CRM developer

Description: The platform provider ensures the security of account information. The provider can
ensure the data integrity of CRM developers and the data in the controllable range. The platform
can prevent common computer viruses and protect against common network attacks.
Monitoring and recording of the security situation, the provider can quickly trace the security
issues.

Actors and roles:

Role Actor

CRM developer Customer of the platform provider,to apply for resources
and access to services

PaaS platform Service provider to CRM developers

provider To provide resources and services to customer

Goals and aspirations for the UC:

CRM developer's requirements: 1) Account information security; 2) Data integrity; 3) Data in the
controllable range;

Provider’s requirements: 1, Account information security; 2, Data integrity; 3, Data in the
controllable range; 4, Anti-cyber attack capabilities; 5, Anti-virus capabilities; 6, Ability to trace
the problem.

The platform provider ensures the security of account information. The provider can ensure the
data integrity of CRM developers and the data in the controllable range. The platform can
prevent common computer viruses and protect against common network attacks. Monitoring
and recording of the security situation, the provider can quickly trace the security issues, and
prevent the occurrence of similar problems in the future.

CRM developers can log in normally to the platform to conduct business operations. The data
which they submitted to the platform is complete and available. The data cannot be spread to
the area unauthorized.

In order to prevent leakage of customer information, customer account information is
encrypted. Using the redundancy technology, when a computer is down, the platform provider
can ensure the integrity of user data. The platform provider uses the identity, roles, permissions,
and other methods to ensure the data in the controllable range. The platform can prevent
common computer viruses and protect against common network attacks. Monitoring and
recording of the security situation, the provider can quickly trace the security issues, and




prevent the occurrence of similar problems in the future.

Platform, tools and the environment needed for execution of the UC: Linux.....

Components and services required for Execution:

Accounts and permissions systems - - The customer account information is encrypted. To ensure
the data in the controllable range;

Cloud storage system - - Using the redundancy technology, when a computer is down, the
platform provider can ensure the integrity of user data;

Anti-virus system —The platform can prevent common computer viruses;

The platform can protect against common network attacks.

Monitoring and recording of the security situation, the provider can quickly trace the security

issues.

Input params needed for initialization:
Level of data redundancy, Network traffic cleaning mechanism, Virus database,
Operations or events to trigger the logging.

Criteria for success: Safe account information; Data integrity; Data under control; Anti-cyber
attack; Anti-virus; Problem tracing.

Failure conditions: One of the above success criteria is unachieved.

Failure handling: Improve account information security; enhance data integrity; intensify data
controlling; improve anti-cyber attack; improve anti-virus; enhance problem tracing, to deal with
according to the situations respectively
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Service Delivery Principle Ad-Hoc Group Draft Work Plan

China National Body proposes the following draft work plan outline for the Ad-Hoc Group work.
Recommendations, suggestions and feedbacks are well much welcome to help solidify the plan.

1.Call for member

During SC 38 WG 3 Vancouver meeting, several national bodies have already expressed their
interests in join the work. In order to welcome broader participation, China national body
recommend to include a call-for-participation clause in SC38 Berlin resolution so that national
bodies who cannot make a decision in Berlin will have a chance to join later

( preferably before June 20") .

2. Teleconference plan
In order to promote the work of cloud computing service delivery, some teleconferences will be
hold by Ad-hoc group between two plenary meetings. Conference plans are as follows:

Topic Date

Scenario & Use Case discussion June 20, 2012

Confirm the scope of cloud computing service delivery | July 18, 2012
research and discuss the difference between ISO/IEC

20000-7
Content of SD principle discussion August 15, 2012
Discussion before stockholm meeting September 5, 2012

Exact conference time will be negotiated with other members, and between two teleconference
experts exchange ideas with emails.

3.0utline of the Ad-Hoc Group work

Stepl: Call for use cases stage, from now until of first time before of teleconference, about June
19,

Step2: Before second conference call (July 18 th ), research the scope of cloud computing service
delivery research and discuss the difference between ISO/IEC 20000-7, complement use
cases library.

Step3: Before Aug. 15 ™ discuss the contents of SD principle.

Step4:Before the 6™ sc38 plenary meeting(about Sep. 5 ), according to the actual situation
WG3 determines whether the Ad-Hoc Group need to continue to exist.

Step5: Completion of the work report on Ad-Hoc Group. If find some contentcanbe a
NWI, apply for project.
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ToR of Ad-hoc Group on Cloud Service Delivery Principles

According to the recommendation (N541) of SC38 WG3 working group meeting in
Vancouver,

“Recommendation 10: Ad-hoc Group on Cloud Service Delivery Principle

WG 3 discussed the establishment of an ad-hoc group on Cloud Service Delivery Principle,
based on a presentation provided in SC 38 N 536.

China will submit a candidate draft for a Terms of Reference as a Berlin on-time contribution.
Other National Bodies are requested to provide comments.”

China National Body asks WG 3 to establish “Ad-hoc Group on Cloud Service Delivery
Principles” at its Berlin meeting. This Ad-hoc group reports to WG3 regularly by F2F meetings
and conference call. It will work until SC38 Stockholm meeting, and will be reconstituted if
needed. China proposed the following as the ToR (Terms of Reference) for
— Study use cases and scenarios of Cloud Service Delivery, and develop potential NWIP for
SC38 and standards requirements for other SC's
— Feed new terminology identified to the WG3 Cloud Vocabulary Project
— Provide input to WG3 Cloud Computing Reference Architecture project
— Provide liaison to other SDQO's as necessary
— If possible, provide requirements to SC7 during draft the ISO/IEC 20000-7 Information
technology — Service management — Part 7: Guidance on the application of I1SO/IEC
20000-1 to the cloud.
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