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About This Document

Purpose
This document describes how to perform system configuration and service feature configuration in CRM
system

Intended Audience
This document is intended for:

 Installation and commissioning engineers
 Technical support engineers
 System Operator
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1 Before You Start

1.1 Logging In to the System
You must log in to the system before using it.

Procedure
Step 1 Open Internet Explorer, enter the URL to the system in the Address text box, and press Enter.

Step 2 Select a language, set Username, Password, and Verification Code, and click Login.

If you successfully log in to the system, the system home page appears.

1.2 Logging Out of the System
You must log out of the system in security mode when you do not need to use it. Please do not close the
Internet Explorer directly.

Prerequisites
You have successfully logged in to the system.
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Context
After you log out of the system, the businesses that you handle are stopped. Therefore, you must submit
the handled businesses before you log out of the system to prevent data loss.

Procedure

Click in the upper right corner of the system.

The system is successfully logged out of.

1.3 Changing a Password
You must change a password based on the password rules configured in the system when you log in to the
system for the first time, if you need to ensure password security. After you change your password, use the
new password to log in to the system.

Procedure
Step 1 Click ‘Login Account’ link in the upper left corner of the system. The Change Password page

appears.

Step 2 Set Old Password, New Password, and Confirm Password. Then, click Submit. See
following figure.

The values of New Password and Confirm Password must be the same. Otherwise, the password fails
to be changed.
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2 Business Config

2.1 Service Management
2.1.1 Service Information
Communication Service can be PSTN fixed service, mobile services (2G, 3G and 4G), ADSL broadband service
and so on. Service management mainly maintains service’s basic information and manages their attributes.

Generally speaking all the service configurations should be done by the system developing team. Because all
the service configurations is related to program coding according to the basic requirement from Telecom
Operator.

Scenario
Creating a Mobile Service in CRM and one-time fees include $10 SIM Card Fee and $5 for SIM Replacement .

Procedure

Step 1 On the Business Config > Service Management > Service Information page, click to create
the Mobile Service.

Step 2 Fill in the service basic information

Parameters in this Page：

Parameter Description
Service Code The code of service should be unique
Service Name The name of the service which you want to add

Service Type

The options are as follows:
 Main Service
Main service is the basic service

 Value Added Service
Value Added Service ais dependent on the main service
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Inventory Type The inventory is needed when doing custmer-on-boarding
Service Description Description of the service

Service Ability
Selection

The options are as follows:
 SIM card replacement
The service supports the SIM card replacement

 Change Number
The service supports changing the service number. Service
number can be MSISDN Number for mobile service.

Step 3 Add Service Attribute

For Norfolk operator, Service Attributes under each service are as below

Service Service Attributes
IMSI
KI
OPC
SelfCare Password

Step 4 Add service relation

Step 5 Add one-time fees including $10 SIM Card Fee and $5 for SIM Replacement

2.2 Package Management
2.2.1 Package Config Parameters
Package Config Parameters is used to configure the charge item code, which will be used in Pricing Policy
and One-Time Charge configurations of Package Management module .

We classify the charge item into several group such as Voice(Mini), Voice(Call), SMS, Data, One-Time Fee,
Deposit, Rent, Installation Fee and Default Balance.

Scenario
You want to add a charge item code for Fixed Call in voice group.
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Procedure
Step 1 On the Business Config > Package Management > Package Config Parameters page, click

.

Step 2 Set the Type code as VOICE, and set the Type name as Fixed Call . See the following figure.

Step 3 Click to save the configuration.

2.2.2 Package Information

2.2.2.2 About Package
Before configuring packages, familiarize yourself with their basic knowledge, such as the concepts, components,
classification, status, and relationships between them, and corresponding add, modify, delete, and query
operations.

2.2.2.2.2 Package Structure

This topic describes how to configure the elements for a package. A package consists of services and their tariffs.
The elements in package are depending on package type.

2.2.2.2.3 Package Type

From the combination perspective, packages can be classified into plan, bundle and value-added service. One
customer must just subscribe to only one plan but can subscribe to several bundles or value-added services.



IPLOOK Technologies Co., Limited

Suite 1101, On Hong Commercial Building, 145 Hennessy Road, Wanchai Hong Kong
Page 10 of 68

There is a validity restriction for a bundle but no validity restriction for a plan.

Plan is selected in Customer-On-Boarding. Bundle will be bought after Customer-On-Boarding.

 Plan

The prepaid plan has no package fee and there is no free or benefit usage in the prepaid plan. The rating or
pricing policies of prepaid plan are flat tariff.

The postpaid plan has package fee which is monthly rental fee, and the postpaid plan usually contains some
free benefit usage.

 Bundle

A bundle usually contains some free benefit usage which is configured on Business Config > Package
Management > Package Information > Pricing policy > pricing policy page.

2.2.2.2.4 Packages Priority

When a customer subscribes to two or more packages, the rating is based on the priorities associated with the
packages.

2.2.2.2.5 Packages Detail

Package is consist of service. The Business Config > Package Management > Package Information >Package
detail page is to add , delete or modify the service to the package.

2.2.2.2.6 Pricing Policy

Billing system do rating is based on the Pricing Policy of related package. The elements in a Pricing Policy are as
bellow:
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1. Basic Information

Parameters in this Page：

Policy Name The name of pricing policy
Priority Rating Priority
Description Description of the Pricing Policy

2. Accumulation Parameters

Accumulation refers to the cumulative amount of subscriber's service usage in a period of time, such as
duration/call for voice service, duration/min for voice service, times for SMS service and flux for data service.

Accumulation is used as a billing factor for configuring benefit Pricing Policy.

We don't add or configure any accumulation parameters when creating a flat tariff Pricing Policy.

 Flat Tariff Pricing Policy

Like the pay-as-you-go-rate tariff is the flat tariff .

 Benefit Pricing Policy
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Benefit Pricing Policy is mainly to define or realize the free usage of one package, especially the Bundle
package. And sometimes we call the free usage as benefit. For example, $20 Data Bundle Package containing
5GB Free data usage, when we configure this bundle package, we need to use the flux accumulation to define
it's free of charge when the flux accumulation is less than 5GB.

3. Policy Rule

Policy Rule are decision-making models used in Pricing Policy Domain. Rules are developed according to
empirical designs, including the Accumulation Rule and Time Rule.

 Accumulation Rule

This rule is used to rate the accumulated usage (call duration, data flux and etc.) for multiple parts and charge
users by rank. When a subscriber's service usage reaches a specified value, the system divides the usage into
ranks, calculates the fee for each rank based on the rate specified for each rank, and obtains the sum total of
all the fees.

Example-Step Rank Accumulation Rule

Assume that the charge rate is 30Cents/1 Minute if the call duration is equal to or shorter than 50 minutes and
20Cents/1 Minute if the call duration exceeds 50 minutes. Fees are calculated based on the tariff specified for
each rank and are summed up to obtain the final fee. A call lasting for 65 minutes is charged as follows: 50 x
30 + 15 x 20 = 1800Cents. For details about the configuration, see the figure above.

 Time Rule

This rule is used to rate the usage for multiple time spans by rank.

Example-Charging Based on Time Span

mk:@MSITStore:C:\Users\Administrator\Desktop\User%20Guide\CBS\UPC%20Product%20Management%20(V300R003C30LG0002_01).chm::/opg/opg/upc_opg_00246.html
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Assume that a user is charged 30Cents/1 Minute for a local mobile call from 00:00 to 22:00 every day and
20Cents/1 Minute from 22:00 to 24:00. If the user makes a local call at 21:28 in a day and the call duration is
45 minutes, the call is charged as follows: 32 x 30 + 13 x 20 = 1220Cents. For details about the configuration,
see the figure above.

Parameters in Policy Rule Page：

Measure Unit

Duration/Call for voice service,
Duration/Min for voice service,
Times for SMS service
Flux for data service

Account Item Type
The drop-down options are setting in The Business
Config > Package Management > Package
Parameters

4. Service Prefix

Service Prefix is used to distinguish call to country, call to PSTN and call to mobile. And the configurations of
Service Prefix are setting on the Business Config > Service Management > Service Prefix Configuration page.

The selected Service Prefix will have related restriction on the related Pricing Policy.

5. Operation For Pricing Policy

In the CRM system, you can click an icon or right-click to perform Pricing Policy related operations. The
following table describes the Pricing Policy operations and related icon.

Operation Icon Description

Create Catalog Creates a Pricing Policy catalog.

mk:@MSITStore:C:\Users\Administrator\Desktop\User%20Guide\CBS\UPC%20Product%20Management%20(V300R003C30LG0002_01).chm::/opg/opg/upc_opg_00246.html
mk:@MSITStore:C:\Users\Administrator\Desktop\User%20Guide\CBS\UPC%20Product%20Management%20(V300R003C30LG0002_01).chm::/opg/opg/upc_opg_00521.html
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Refresh Catalog Refresh the whole Pricing Policy catalog..

Edit Catalog

Edit the name of a Pricing Policy catalog.
This shortcut menu is displayed only when you put
the mouse on the Policy catalog which you want to
edit.

Delete Catalog

Delete a Pricing Policy catalog.
This shortcut menu is displayed only when you put
the mouse on the Policy catalog which you want to
delete.

Add New Policy
Add a New Policy.
This shortcut menu is displayed only when you
right-click a Policy catalog.

Delete Pricing
Policy

Delete a Pricing Policy.
This shortcut menu is displayed only when you put
the mouse on the Pricing Policy which you want to
delete.

Edit Pricing Policy

Pricing Policy can be modified only when the
package is in draft status.
If you want to edit Pricing Policy, just left-click the
Policy catalog then you can do the modification.

2.2.2.2.7 Packages One-Time Charge

One-Time Charge of package can be SIM card fee, SIM card replacement fee, package fee and default balance of
the package.

Package is consist of service. When we add a service to one package, the service one-time charge will be inherited
to the package by default.

2.2.2.2.8 Packages Relation

To restrict relationships between packages, you must configure the relationships. Relationships between packages
include Belong to relationship, Against relationship, and Gift relationship.

 Belong to

The Belong to relationship is used to map the bundle package to a plan package. What kind of bundles can a
customer buy which depends on what bundles are mapped to the plan which the customer has subscribed to.

 Against

Package A is against package B means customer cannot buy package A and package B at the same time and
just can buy one of them.

 Gift

Package A is Gift of package B means the package A will be a bonus for the customer when customer buy
package B.

2.2.2.2.9 Packages Customer Group Permission

Packages Customer Group permission is to restrict the packages can be bought by what kind of customer group.

2.2.2.2.10 package Seller Permission

Packages Seller permission is to restrict the packages can be sold by which seller or CSR.
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2.2.2.2.11 package Status

Package status includes Draft, Published and Withdrawn. When certain conditions are met, the status of a package
can change from one to another. The following figure shows the package status transmission.

 Draft

The initial status of a package is Draft after creation. A package in the Draft state can be directly changed to
the Published state. A Package in the Draft state cannot be used.

 Published

Only a package in the Published state can be directly used by a subscriber in Customer-On-Boarding. A
package in the Published state cannot be changed to the Draft state, but can be changed to the Withdrawn
state.

 Withdrawn

You can withdraw a package that cannot bring profits for a carrier any more or does not meet new
requirements.

The package operations are different when the package is in different status. The following table shows the
operations in each different status.

Status Operation Description

Draft

Publish

Modify Everything can be modified except the
package type.

View
Delete

Published

View

Modify

Configurations can be modified are as
below:
 Package Relation
 One-Time Charge
 Customer Group Permission
 Seller Permission

Configurations can't be modified are as
below:
 package basic information
 pricing policy
 package detail

Withdraw
Withdrawn View

2.2.2.2.12 How to design a package

You can use the following table template to analyze and design the package which you are planning to create.

Basic Info List out the basic package information such as
package name, package type and etc.
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Package Detail List out what kind of service is the package consist
of.

Pricing Policy
For Flat Tariff

List out all the Pricing Policies for flat tariff like the
tariff of Pay-As-You-Go.

Pricing Policy
For Benefit List out all the Pricing Policies for benefit detail.

One-Time Charge
For example:
$10 SIM Card Fee
$5 for SIM Replacement

Relation Especially for the Bundle Package, you should know
the bundle should be mapped to which plan.

Customer Group
Packages Customer Group permission is to
restrict the packages can be bought by what kind
of customer group.

Seller Permission Packages Seller permission is to restrict the
packages can be sold by which seller or CSR.

2.2.2.3 Configuring Local Mobile Plan

Scenario
We are going to create a Local Mobile Plan for mobile prepaid service , and the composition of the plan is as
bellow:

Basic Info Name: Local Mobile Plan
Type: Plan

Package Detail Mobile Service

Pricing Policy
For Flat Tariff

Fixed Call $0.55/Min
Mobile Call$ 0.55/Min
IDD (AUS＆NZ) $0.90/Min
IDD (The Others) $1.15/Min
Local SMS $0.14/Time
International SMS $0.40/Time

Pricing Policy
For Benefit Null

One-Time Charge $10 For Default Balance

Relation Null
Customer Group Local Normal
Seller Permission All CSR

Procedure

Step 1 On the Business Config > Package Management > Package Information page, click to
create the package.

Step 2 Input the package Information and click to save the configuration



IPLOOK Technologies Co., Limited

Suite 1101, On Hong Commercial Building, 145 Hennessy Road, Wanchai Hong Kong
Page 17 of 68

Step 3 Configure the Pricing Policies.

 Pricing Policy Catalog

 Pricing Policy For Mobile Call $ 0.55/Min

Figure-1 Basic Information
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Figure-2 Setting Parameters

Figure-3 Policy Rule

 International Call
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Figure-1 Basic Information

Figure-2 Setting Parameters

Figure-3 Policy Rule

Step 4 Configure the Package Detail.
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Step 5 Configure the One-Time Charge.

Step 6 Configure the Customer Group Permission

Step 7 Configure the Seller Permission

Step 8 Change the package status from draft to published. Only a package in the Published state can be directly
used by a subscriber in Customer-On-Boarding.
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2.2.2.4 Configuring Local Mobile Bundle A

Scenario
We are going to create a Local Mobile Plan for mobile prepaid service , and the composition of the plan is as
bellow:

Basic Info Name: Local Mobile Bundle A
Type: Bundle

Package Detail Mobile Service

Pricing Policy
For Flat Tariff Null

Pricing Policy
For Benefit

1GB Free Data,
200 Mins Free Mobile Call,
100 Local SMS

One-Time Charge $40 For Package Fee

Relation Belong To Local Mobile Plan
Customer Group Local Normal
Seller Permission All CSR

Procedure

Step 1 On the Business Config > Package Management > Package Information page, click to
create the package.

Step 2 Input the package Information and click to save the configuration

Step 3 Configure the Pricing Policies.

 Pricing Policy Catalog
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 Pricing Policy For 200 Mins Free Mobile Call

Figure-1 Basic Information

Figure-2 Setting Parameters

Figure-3 Policy Rule
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 Pricing Policy For 200 Free National SMS

Figure-1 Basic Information

Figure-2 Setting Parameters

Figure-3 Policy Rule
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 Pricing Policy For 1GB Free Data

Figure-1 Basic Information

Figure-2 Setting Parameters

Figure-3 Policy Rule
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Step 4 Configure the Package Detail.

Step 5 Configure the One-Time Charge.

Step 6 Configure the Customer Group Permission

Step 7 Configure the Seller Permission
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Step 8 Change the package status from draft to published. Only a package in the Published state can be directly
used by a subscriber in Customer-On-Boarding.
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3 Resource

3.1 Configuring Basic Data
3.1.1 Warehouse Information
Warehouse information is used to manage Inventory. Before saving inventory into the warehouse, you must
configure Warehouse information.

Scenario
Assume that you want to configure information about Warehouse Norfolk Internal..

Procedure

Step 1 On the Resource >Warehouse Info page, click

Step 2 Set the warehouse information as following figure.

Step 3 Click .

3.1.2 Inventory Information

Generally speaking, configurations of Inventory related to the Customer-on-boarding process should be
done by the system developing team. Because all the service configurations is related to program coding
according to the basic requirement from Telecom Operator.
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Scenario
Assume that you want to configure information about ICCID Inventory.

Procedure

Step 1 On the Resource > Inventory Info page, click

Step 2 Set the Inventory information as following figure and click Submit

Step 3 Click to Set the ICCID Attribute

Step 4 Configure the Inventory attribute and click Submit
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3.2 Stock/Transfer Mgnt
3.2.1 Stock Management
Stock Management refers to a process of receiving inventories and saving them to the warehouse.

Inventory Stocking Transaction Status
Inventory stocking transaction status includes Draft, Pending, Returned, Approved and Received. When certain
conditions are met, the status of a Inventory stocking transaction status can change from one to another. The
following figure shows the Inventory stocking transaction status transmission.

The inventory stocking transaction is finished Only when the inventory stocking transaction status in the
Received state.

The following table shows the operations in each different status.

Status Operation Description

Draft
Modify
Submit
Delete

Pending Approve

Returned
Modify
Delete

Approved
Receive
Delete

Received

The inventory stocking
transaction is finished Only
when the inventory stocking
transaction status in the
Received state.

Scenario
Assume that you want to stock a batch of ICCID inventories to Norfolk Center Warehouse.

Prerequisites
 ICCID Inventory Basic Information has been set On the Resource > Inventory Info page.

 Norfolk Center Warehouse has been created in CRM system.
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Procedure
Step 1 Download the ICCID Import Template

1. On the Resource > Stock/Transfer Mgnt > Stock Management page, click

2. Chose Download

3. Locate the IMSI Inventory

4. Locate and select the Norfolk Center Warehouse

5. Click the icon to download the template

Step 2 Input the IMSI Inventory Data in the template excel file which you just downloaded

Step 3 Import the excel file data into the system

1. On the Resource > Stock/Transfer Mgnt > Stock Management page, click
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2. Chose Import , then click File to locate the file, then click Submit

Step 4 Change the Inventory stocking transaction status from draft to received.

Firstly Submit

Secondly Approve

Third Receive

After receive operation the status is received

The inventory stocking transaction is finished Only when the inventory stocking transaction status in the
Received state.

3.2.2 Transfer Management
You can transfer inventories from one warehouse to another one.

Inventory Transferring Transaction Status
Inventory transferring transaction status includes Draft, Pending, Returned, Approved and Received. When certain
conditions are met, the status of a Inventory transferring transaction status can change from one to another. The
following figure shows the Inventory transferring transaction status transmission.
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The inventory transferring transaction is finished Only when the inventory transferring transaction status in the
Received state.

The following table shows the operations in each different status.

Status Operation Description

Pending Approve

Returned
Modify
Delete

Approved
Receive
Delete

Received

The inventory transferring
transaction is finished Only
when the inventory
transferring transaction
status in the Received
state.

Scenario
Assume that you want to transfer ICCID inventories from the Norfolk Center Warehouse to the
Norfolk Dispatch-WH warehouse.

Prerequisites
 ICCID Inventory Basic Information has been set On the Resource > Inventory Info page.

 Norfolk Center Warehouse and Norfolk Dispatch-WH warehouse have been created in CRM
system.

 ICCID Inventories have been stocked into the Norfolk Center Warehouse, and the ICCID
Inventories haven't been used. The batch number is S202007291345181445 and the batch name is
ICCID-20200729001

Procedure

Step 1 On the Resource > Stock/Transfer Mgnt > Transfer Management page, click .

Step 2 Set Out Warehouse and In Warehouse as shown in following figure.
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Step 3 You can use the batch number or batch name to locate and select the Batch Information

Step 4 Select the inventories which you want to transfer

Step 5 Confirm the inventory detail information which you want transfer and Click Submit

Step 6 Change the Inventory transferring transaction status from pending to received.

Firstly Approve

Secondly Receive
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After receive operation the status is received

The inventory transferring transaction is finished Only when the inventory transferring transaction status in the
Received state.

3.3 Inventory Query Management
3.3.1 Inventory View
Inventory View is used to check current inventory resources in a warehouse.

It shows Inventory Name,Warehouse, Inventory Type, Inventory Quantity, Alarm Value of a inventory
resource.

Parameters in this Page：

Parameter Description
Inventory Name
Warehouse
Inventory Type

Inventory
Quantity

Inventory Quantity is the Available
Quantity. The Inventory Quantity value
will turn red, if the Available Quantity is
not more than alarm value

Alarm Value

3.3.2 Inventory Status
Inventory Status is used to check status of each inventory resource .

Only the inventory status in the In Stock state can be directly used by a subscriber in Customer-On-Boarding.
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Parameters in this Page：

Parameter Description

In-Warehouse Time The time to save the inventory resource into
the warehouse.

Inventory Name
Warehouse
Batch Number
Batch Name
Inventory Number

Inventory Status

The options are as follows:
 Main Service
 In Stock - Available Status. Only the
inventory status in the In Stock state can
be directly used by a subscriber in
Customer-On-Boarding process.

 Occupied - the Inventory resource status
is occupied when CSR doing
customer-on-boarding the Inventory
resource has been secreted and the
customer-on-boarding hasn't been
finished.

 Sold
 Damage
 Lost

3.3.3 Inventory Status Overview
Inventory Status Overview is used to check current inventory in a warehouse.

It shows Total quantity, In Stock quantity, Occupied quantity, Sold quantity, Damage quantity, and Lost quantity of
a inventory.
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4 Customer

4.1 Customer Profile Management
4.1.1 Data Model

Customer
Customer can be a real person or a organization.

subscriber
Subscriber can be one telecom service bought by a customer.

Account
Account is a balance account.
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Relationships
One customer can have multiple subscribers.

One customer can have multiple accounts.

One subscriber can paid by only one account.

One account can pay for only one subscriber.

One subscriber must have only one Tariff Plan.

One subscriber can have zero or multiple bundles.

One Bundle can be mapped to multiple plans.

4.1.2 Prepaid Customer On-boarding
Prepaid Customer On-boarding is mainly to create a new subscriber with mobile service, in CRM GUI.
And system will do Auto-Provisioning from CRM to related nodes of core network.

Scenario
Assume that you want to create a new subscriber with mobile service as following figure

Customer Group Normal
Plan Local Mobile Plan
MISDN 672350160
IMSI 8969001070000803924

Prerequisites
 Plan

The Local Mobile Plan, the package detail of which should bemobile service, has been created and
the plan status must be published.

The Local Mobile Plan should be prepaid plan.

The Local Mobile Plan has been set the permission to be sold to Normal customer group.

The Local Mobile Plan has been set the permission to be sold by the CSR who is going to create a new
subscriber.

 MSISDN

The MSISDN of 672350160 has been stocked into the warehouse and the CSR has the permission to
operate the related warehouse.

The status of the MSISDN of 672350160 should be In stock.

 ICCID

The ICCID of 8969001070000803924 has been stocked into the warehouse and the CSR has the
permission to operate the related warehouse.

The status of the ICCID of 8969001070000803924 should be In stock.
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Procedure
Step 1 On the Customer > Customer Profile Management > Customer On-boarding page, click

.

Step 2 Set the customer, account and credit card information. Field mark with red star mark is mandatory field,
they can’t be null value.

Step 3 Click “Next” to continue process.

Step 4 Select plan, MSISDN and IMSI

Locate and select plan

Select Service number
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Select ICCID

Confirm the plan, service number and IMSI information
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Step 5 click to next step

Step 6 Select payment method and click pay to do the payment

Step 7 Print the receipt
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4.1.3 Buy Bundle

Scenario
Assume that you want buy bundle for a subscriber with service number 672350160. The following
figure shows the subscribe basic information.

Customer Group Normal

Plan Local Mobile
Plan

Service Number 672350160

The name of the bundle which the subscribe want to buy is Local Mobile Bundle A.

Prerequisites
 Bundle

The Local Mobile Bundle A has been created and the status must be published.

The Local Mobile Bundle A should have been mapped to the Local Mobile Plan

The Local Mobile Bundle A has been set the permission to be sold to Normal customer group.

The Local Mobile Bundle A has been set the permission to be sold by the CSR who is going to create a
new subscriber.

Procedure
Step 1 go to Customer > Customer Profile Management > Buy Bundle page.

Step 2 You can use Service Number, Customer Name, Account ID or Customer ID to filter, locate and select
the subscriber and account

Step 3 Select Bundle
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Step 4 click to next step

Step 5 Select payment method and click pay to do the payment

Step 6 Print the receipt



IPLOOK Technologies Co., Limited

Suite 1101, On Hong Commercial Building, 145 Hennessy Road, Wanchai Hong Kong
Page 44 of 68

4.1.4 Manage Customers
This module is mainly to view Customer Information or modify customer information.

4.1.4.2 View Customer Information

Scenario
Assume that you want to vie a new customer Information. The customer basic Information as below.

Customer Name Chen
Service Number 672350160

Procedure
Step 1 Go Customer > Customer Profile Management > Manage Customers page

Step 2 Use customer name or service number to locate the customer that you want to view, and click the
customer name, which has a link to customer's profile, in the query result list.
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Step 3 View that customer information including 3 taps, which are Basic Information, package Information
and Payment Information.

1. Basic Information

 Basic Information contains Customer Information, Account Information and Credit Card
Information.

 ID File can be download in Customer's basic Information, and you just need to click the ID File
link.

Figure-1 Customer basic information

Figure-2 Account information

2. Package Information

I think it's better to rename the Package Information to Subscriber Information, because everything
under this tap is base on a subscriber.

Package is owned by subscriber, so we need to select one subscriber before we view the package
information, and then all the packages under this subscriber, service attributes (like IMISI,OPC and
etc.) , inventory information and payment information will be shown up.

Figure-1 Select a subscriber
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Figure-2 Package list of the subscriber

To each package record, we can click View, which is in the last column of the package record, to view
the Free Benefits of the package.

Figure-3 Free Benefits of a Package

Figure-4 Service Attributes of the subscriber

Figure-5 Inventory Information of the subscriber
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Figure-6 Payment Information of the subscriber

3. Payment Information

Payment Information shows all the payment of the customer. One customer can have multiple
subscribers. Customer's Payment Information contains all the subscribers' Payment Information.

4.1.4.3 Modify Customer Information
You can modify the customer Information including Basic Information, Account Information and
Credit Card Information in CRM system.

Scenario
Assume that you want to Modify a new customer Information. The customer basic Information as
below.

Customer Name Chen
Service Number 672350160

Procedure
Step 1 Go Customer > Customer Profile Management > Manage Customers page

Step 2 Use customer name or service number to filter and locate the customer that you want to view, and click
Modify which is in the last column of the record.
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Step 3 Modify the Basic Information and click Save to save the modification

Step 4 Modify the Account Information and click Save to save the modification

4.2 Customer Subscription Mgmt
4.2.1 Subscription Information
Subscription Information is about the profile view of a subscriber.

Firstly you should go Customer > Customer Subscription Mgmt > Subscription Information page.

Secondly you can use Service Number, Customer Name, Account ID or Customer ID to filter, locate and select the
subscriber you want to view, and click the View in the last column of the record.
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4.2.1.1 Basic Information
Basic information shows the subscriber's basic information and service attributes.

4.2.1.2 Package Information

when you click one record, it will show the Free benefits of the package.
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4.2.1.3 Payment Information

4.2.1.4 Cdr List
Cdr list contains Data Cdr, Voice Cdr, SMS Cdr, Transfer Cdr and Rent Cdr.

Figure-1 Parameters In Date Cdr

Figure-1 Parameters In Voice Cdr

Figure-3 Parameters In SMS Cdr

Figure-4 Parameters In Transfer Cdr
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Figure-5 Parameters In Rent Cdr

4.2.2 Sim Replacement
If a customer want to use the old MISDN number when his SIM is broken or lost, the customer can
replace his SIM.

Scenario
Assume that a customer want to replace a new SIM. Customer's basic information is as following figure.

Customer Name Chen
MISDN 672350160
New ICCID 8969001070000803924

Prerequisites
 ICCID

The New ICCID has been stocked into the warehouse and the CSR has the permission to operate the
related warehouse.

The status of the New ICCID should be In stock.

Procedure
Step 1 Go Customer > Customer Subscription Mgmt > Sim Replacement page

Step 2 Use Service Number, Customer Name, Account ID or Customer ID to filter, locate and select the
subscriber.

Step 3 Click the SIM Card Change in the last column of the record.

Step 4 Input new ICCID , click Use to Confirm if the new ICCID is available, and Click Submit to continue
next step
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Step 5 Select payment method and click pay to do the payment of SIM Replacement Fee

Step 6 Print the receipt
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5 Receivables

5.1 Prepaid Top-Up
5.1.1 Top-Up
You can make a Top-Up for an account in cash or by credit card, debit card, check, or PR.

Scenario
You want to make a Top-Up of $30 in cash for a prepaid subscriber at 672350160

Procedure
Step 1 Go Prepaid Top-Up > Top-Up page

Step 2 Use Service Number, Customer Name, Account ID or Customer ID to filter, locate and select the
subscriber or account for Top-Up

Step 3 Set Top-Up Amount, Taxes Rate, Payment Method and Remark
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Parameters in this Page：

Parameter Description

Top-Up Amount
The discount amount is depended on the Top-Up Amount.

The configurations of Top-Up Amount and Discount Amount are
setting on the Business Config > Package Management >
Recharge Configuration page.Discount Amount

Taxes

The options of tax rate are as follows:
 0%
 5%
 10%

Payment Method

The options are as follows:
 Cash
 Credit Card
You need to input Credit Card Number, when you chose
Credit card.

 Debit Card
You need to input Debit Card Number, when you chose Debit
card.

 Check
You need to input Check Number, when you chose Check.

 PR

Remark Description of the Top-up

Step 4 Confirm Top-Up Information and Click Payment

Step 5 Print the receipt
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5.1.2 Top-Up Reversal
Top-Up reversal is used to reverse customer’s Top-Up and refund customer.

Procedure
Step 1 Go Prepaid Top-Up > Top-Up Reversal page

Step 2 Use Receipt No., Service Number, Customer Name, Account ID, Customer ID or Payment Time to
filter, locate and select the Top-Up record.

Step 3 Confirm the Payments Information and click Submit to reverse the Top-Up
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5.1.3 Top-Up Records
Top-Up records is used to view Top-Up records and reprint the receipt of relate Top-Up.

We can use Receipt No., Service Number, Customer Name, Account ID , Customer ID or Payment Time to filter
and locate the Top-Up records, which you want to view.

For each Top-Up record, we can click Print Invoice , which is in the last column of the record , to reprint the
receipt of relate Top-Up.

5.2 Payment Records Mgmt
5.2.1 My Payment Records

Context
My Payment Records is used by CSR to check how many payments that the CSR has not submitted the related
cash to the financial department.

My payment records contains all the payments including the Top-Up records, Customer-On-Boarding Payment,
Buy-Bundle Payment, SIM Replacement Payment and etc.
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CSR, logging into the CRM system, can only see his own payment records on Receivables > Payment
Records Mgmt > My payment records page.

Before CSR submits the related cash to the finance department, CSR should close the payment records, print out
the CLOSING BATCH RECEIPT and check his hand's cash is same as what the RECEIPT shows.

Scenario
CRS wants to close the all the payment records, which the CSR has not given the related cash to the financial
department.

Procedure
Step 1 Go Receivables > Payment Records Mgmt > My payment records page click Query

Step 2 Select the payment records you want to close and click Batch Close

Step 3 Print the Closing Batch Receipt

Step 4 Check if CSR's hand-hold cash is same as what the Closing Batch Receipt shows

Step 5 Sign on the Closing Batch Receipt and submit both cash and receipt to the financial department
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5.2.2 My Closed Payment Records

Context
My Closed Payment Records is used by CSR to check how many payments that he has given the related cash to
the financial department .

CSR, logging into the CRM system, can only see his own closed payment records on Receivables > Payment
Records Mgmt > My Closed payment records page.

Scenario
CRS wants to view his closed payment records, which the CSR has submitted the related cash to the financial
department.

Procedure
Step 1 Go Receivables > Payment Records Mgmt > My Closed payment records page.

Step 2 Use Closing Batch Receipt No. or Batch closing Operation time to filter closed payment records.

Step 3 Click the Export to export the search result to excel file

5.2.3 All Open Payment Records

Context
All Open Payment Records is used by financial department personal to check how many payments that
financial department has not collected the related cash from CSR.

Scenario
Financial department personal wants to view all open payment records.

Procedure
Step 1 Go Receivables > Payment Records Mgmt > All Open payment records page.

Step 2 Use Staff Id, Staff Name and Time to filter open payment records.
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Step 3 Click the Export to export the search result to excel file

5.2.4 All Closed Payment Records

Context
All Closed Payment Records is used by financial department personal to check how many payments that
financial department has collected the related cash from CSR.

Scenario
Financial department personal wants to view all closed payment records.

Procedure
Step 1 Go Receivables > Payment Records Mgmt > All Closed payment records page.

Step 2 Use Closing Batch Receipt, Staff Id, Staff Name and Time to filter closed payment records.

Step 3 Click the Export to export the search result to excel file
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6 Ticketing

6.1 About Ticketing
Once Customer reports an issue, CSR can create a ticket in the CRM.

When ticket is created initially, it will be assigned to CSR Dept and to the guy who created this ticket.

Once Its assigned, corresponding engineer should see this ticket and receive SMS & email notifications.

The progress and update on the ticket should be continued via "CRM Ticketing portal" on the corresponding ticket
till the closure of the ticket.

Once problem is fixed; we should send an email/SMS that the issue is fixed to the Customer.

6.2 Create Ticket

Procedure
Step 1 Go Ticketing > Ticketing Management > Ticketing page and click Add.

Step 2 Set the ticket information as shown in following figure

Step 3 Click Save

6.3 Ticketing Status
The following Figure shows ticket status transition.

mk:@MSITStore:C:\Users\Administrator\Desktop\User%20Guide\CBS\UPC%20Product%20Management%20(V300R003C30LG0002_01).chm::/opg/opg/upc_opg_00018.html
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 Pending

The initial status of a ticketing is pending after creation.

Engineer can close pending ticket, when Engineer check there is nothing wrong with ticket .

Engineer can change the pending ticket to solved state, when Engineer solve the pending ticket .

Engineer can forward the pending ticket to another Engineer, when he can't solve the pending ticket .

 Solved

Once problem of the ticket is solved, the system will send an email/SMS that the issue is fixed to the
Customer. Engineer can close the solved ticket when the customer give feedback to him saying the problem
is really fixed.

The solved ticket will be closed automatically after 48 hours since it has been solved.

 Closed

If the ticket is closed but customer call a CSR report the problem happens again, the CSR can reopen the
closed ticket to pending ticket.
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6.4 Ticketing Flow Informaion
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7 System

7.1 Privilege
7.1.1 Privilege Data Model

Privilege
The CRM privilege contains Page Accessing Privilege, Warehouse Operating Privilege, Plan/Bundles
Selling Privilege and Inventory Operating Privilege.

Role
Role is a set of many privileges, and a role can has one or multiple privileges and a privilege can be granted
to one or multiple roles.

User
One CRM system User can be mapped to multiple roles.

We can grant or revoke privileges to a role but we can't directly grant or revoke privilege to a user.

If tow users are mapped to same roles, then they have the same privileges.
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7.1.2 Create a Role

Procedure
Step 1 Go System > Privilege > User Privilege Management page and click Add.

Step 2 Set Role basic Information and click Save

Step 3 Grant or Revoke CRM Pages accessing Privilege to the Role.

There is a CRM pages tree and you just need to mark the sign on the related page, which means
you grant the page accessing privilege to the Role. If you remove the sign from the page, then you
will revoke the page accessing privilege from the role.

You must click the Submit after you mark or remove the sign, then the granting or revoking
operation will works.

Step 4 Grant Warehouse Operating Privilege to the Role,

The warehouse privilege contains Warehouse Management Privilege and Warehouse Approval
Privilege.

You just need to mark the sign on the related record then you will grant the related privilege to the
role. If you remove the sign from the records, then you will revoke the related privilege from the
role.

You must click the ADD after you mark or remove the sign, then the granting or revoking
operation will works.
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Step 5 Grant Plan/Bundle Selling Privilege to the Role

You just need to mark the sign on the related record then you will grant the related Plan/Bundle
Selling privilege to the role. If you remove the sign from the records, then you will revoke the
related Plan/Bundle Selling privilege from the role.

You must click the ADD after you mark or remove the sign, then the granting or revoking
operation will works.

Step 6 Grant CRM Inventory Operating Privilege to the Role.

The Inventory privilege contains Stock Management Privilege, Stock Query Privilege and Stock Sales
Privilege.

You just need to mark the sign on the related record then you will grant the related privilege to the
role. If you remove the sign from the records, then you will revoke the related privilege from the
role.

You must click the ADD after you mark or remove the sign, then the granting or revoking
operation will works.
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7.1.3 Create a CRM System User

Procedure
Step 1 Go System > Privilege > User Management page and click Add.

Step 2 Set User basic Information and click Add

Step 3 Map the role privileges to the User

You just need to mark the sign on the related record then you will grant the related privilege to the
role. If you remove the sign from the records, then you will revoke the related privilege from the
role.

You must click the Save after you mark or remove the sign, then the granting or revoking
operation will works.
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