Basic Service Provisioning Definitions

A person is a named, intelligent being.

An organization is a named entity containing zero or many persons.  Examples of organizations include: institutions, corporations, departments within a company, partnerships, families, a single person, etc.  An organization may be a legal entity in itself, but this is not a requirement.

Service, in general, refers to work done by one organization for the benefit of another organization.  Services are derived or provisioned from resources controlled by a service provider.  

A service provider is an organization whose mission is to deliver service to certain other organizations referred to as customers.  A service provider produces “service” as a product.  In this order, service providers (1) offer, (2) contract, and then (3) deliver service to customers.  

A resource is something that can be transformed into a service by a service provider for the benefit of a customer.  Resources are transformed into services by the provisioning process.   Resources are contained within or managed by a service delivery platform.

A service delivery platform is a system controlled by a service provider containing resources that can be provisioned as services for customers.

A customer is an organization that contracts with a service provider to receive the benefit of offered service products.  Note: By definition, a customer can be a single person or an organization containing zero or many persons. 

A contract is an informal or legal agreement between a service provider and a customer.  A service provider agrees to provision its resource(s) and therefore provide service(s) to a customer.  The customer agrees to accept the service provider’s terms and conditions, including acceptable use policies and payment of fees due, if any.

An account is the formal record by which a service provider links one or more contracts (i.e. orders) to a customer.  A customer can have zero or many accounts.  A given account is associated with one and only one customer.  

A contact is the data object representation of a person in a service provider system.  Each contact belongs to one and only one customer.  Best practice calls for a one-to-one correspondence between persons and contact records within a service provider’s system.  However, it is possible for a person to have multiple contact records in a service provider’s system.  A service provider system assigns zero or many user rights to each contact in its system.

A billing feature is a short phrase that is easily understood by customers, sales representatives, and support personnel alike.  A billing feature includes an optional price.  One or more billing features are used to describe a service in natural language terms.  On an account invoice, billing features summarize currently ordered and thus provisioned services and related fees.     

A service element defines an atomic unit of service.  As an atomic unit, it is the “smallest” meaningful unit of service that can be provisioned for a customer by a service provider.  A service contains one or more service elements.  A service element contains zero or many service attributes or provisioning parameters.  

A service attribute or provisioning parameter is a name-value data pair.

A workflow refers to all tasks, both manual and automated, required to deliver or provision a service.  A workflow includes task sequence details, dependencies, notification events, etc.

A service, in the context of what a service provider produces, contains 

a. One or more descriptive billing features and

b. A workflow that describes how to instantiate or provision

c. One or more specified service elements.

Service, in the context of what a service provider produces, manifests itself in three stable states: 

1. As a service offering, it is what a service provider presents to prospective customers at the point-of-sale.  A service offering includes all possible service options.  In this case, service is said to be in an offered or un-configured state. 

2. As a service order, it specifies contracted service(s) a customer agrees to accept or purchase from the service provider.  A service order includes only selected service options.  In this case, service is said to be in an ordered or configured but not-provisioned state.

3. As a service instance, it is what a service provider provisioned in order to fulfill its contract with a customer.  In this case, service is said to be in a delivered or provisioned state.

Business processes transform service states as follows:

1. A service offering is transformed into a service order by the configuration and order entry process. 

2. A service order is transformed into a service instance by the provisioning process.  

Here’s a simple diagram illustrating these sequential service state transformations:
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