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An Agent-Based Design for Real-Time Integration of

Customer Relationship Management Development Process

Student : Yeh, Wen-Hung Advisor : Hwang, Jing-Jang
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ABSTRACT

This thesis focuses on how to leverage the existing information systems to meet the
needs for customer relationship management. The author proposes a method for
integrating the existing business processes,.which are identified according to the needs
to satisfy the customer. The method utilizes a programming technique, known as
software agent, to meet the needs for-praviding the desired information in a real-time

manner.

The method includes three main tasks: (1) defining the services to satisfy the
customer, (2) identifying the business processes that can provide information to
support the service, and (3) defining the interfaces for integrating the information
systems associated with the identified processes. The interfaces are implemented with

the technique of software agent.

In one implementation at Chunghwa Telecommunication Co., six types of



software agent have been designed: (1) Service Requestor, (2) Service Provider, (3)
Information Subscriber, (4) Information Publisher, (5) Data Consolidator, and (6)
Process Controller. The input/output data of these six types of software agent are
defined according to the syntax of Extensible Markup Language (XML) such that the
integration of the identified information systems can be achieved with less costly effort.
In addition, an agent for information security is further included to prevent the

information from unauthorized access.

Like Chunghwa Telecommunication Co., most organizations have spent
tremendous amount of resources on.designing, developing and operating a variety of
information systems for their daily businesses. - It is a practical need to leverage the
legacy systems for customer: relationship-management. This thesis has devised a
method and framework for this purpose. The implementation described is exemplary;
applications of the method and framework are not restricted to Chunghwa

Telecommunication Co.

Keywords : Customer Relationship Management(CRM), Enterprise Applications

Integration(EALI), Software Agent, Real-time Integration, Extensible

Markup Language (XML)
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REREE PR RBRFE S RLAE D B Y o 7 (Hewlett-Packard: HP) »
S E S E IR kA MR P R T R S ER RS 50% 0 Flp L RA

2P @Gl AR LA PG SSRNEIRA R R A 4 Ak

IBI = @ & 5 f= degh gIIRSE %4 22 B 2 ¢ 1L o= 7 % &) (Massey,

Montoya-Weiss, and Holcom 2001)-e/IBM = # e T Inside IBMy % &) » 274 4 o

Lo

RN ISR TR Ak o R E L DT C RIS BfRAT S R AL
et o @IEAEFSE A ERFIESBRLAR 2 AT BHPMINEARE
FehaE R g o

FEFHORFIR S F o T B I K SRk

powifl g3 ehke - $FR° 38 > A7) o Case-Based Reasoning (Ketler 1993 ;

Watson and Marir 1994) o @ igfken™ % » & ¥ @ * A EHHE - ¢ 77 o

-

ju)

B4 Men? 2 > Chan ~ Chen fv Geng(2000) % & —“‘Ff 5%+ Case-Based
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Reasoning 2 A#H > #FE - Zpd it anig B 4> b2 =2 2 TPRA R

fRA-RRE > A A xﬁﬁfrif@“’l’p R 4 HERATIE A B e R o

A HFF i %‘,, & SLENRLEY > B PR A il é_ﬁ;;i_ﬁ:ﬂ,ggﬁﬁ@ﬁ_ﬂ )
gLpF oA s VUL EEINBRLPER HEEA T T Y ]
ARFBFL 5Nt s HE S a2 0 FAEAKRAEIEL BARRE A2 £ ¥

$E S R -

2.4. FH A G5 FHIEM P

FHRABSRMAGUR  BEMN B EM R FE > 7w~ 4 2 Of

- 2

R FRBEREIERITFEFIFESLARENFP S B R A

<)

(Multidimensional Modeling) e - & ¥]- 4 4 O&F * iz BMA 1 X P LAR(EK

PR 1998) o — @ T 0 TR A REEY KipkT & BIVE S A b r Ashd BEA S S

REERF S AERRE D RETREE > Bby FES LREFELTH &
H AR RS- KA PR T (a single version of the truth)

FRAEMSEY > 7 R E - @ DR ATRE > ¢ F 1 F B
(extracting) ~ #&# (transforming) ~ f=§* » (loading) * % B~éhfe /i L & £ |
AL L f8 7 I B OF 12 (heterogeneous) 3 K ik > 45 & & enFOREPAE ok > g

SHER A& AP PRI B RRIRE I R T R RS TR AT ER G
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B\ i 2w gl P TR (netadata) k4 i 0 @ g E AR & GE
7 ¥ F %k (cleaning) PR B o #gE il ~ 3 - ;’f’(ﬁﬂ?ﬁﬂ;"ﬂﬁ% A
PR B TR TRABTHEELY » R E DR o T
= % Jf T L Fr(refresh) el ¥ iv - R — X — k- - B2 - =
7 i #FHW § 3 B ATe0F 2 (Chaudhuri and Dayal 1997) o 344 4 &4 <72& R _Inmon
B ( 2002) :TFEMARE- BIEES - FEa - LPFTOFTHELE  Rikg
BEEFARDRA o 5 HY > B PFLRRALFFOTHRAENE LN 5L

PRI LBI R RRDT TR 4G P28 LG F LT b o ik

é_#ﬂ]t?‘r'ﬁ;{‘[""EIJJ‘E/?«U“_"A’\:"\'Efﬁ’—{ /F‘}ﬁl"ﬁ
(enterprisewide data wareheuse) » ¥ —# F 47 (data mart) o Filde® 2
Bk o AgP-d Toa bkt {eg (bottom-up strategy) 0 # 0P R EHF ¥

ENE

[1
TR
A

SRS SRR T LN L FEORL S S oy A E-

T TR g § A SR TR PR G IR LT

>
1%

e

=

K- &R0 Bl 2-2 Ko 0 T AR PR R AR5 HK 3 (Sen and Sinha

2005) -
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Enterprise Data Warehousing Architecture ‘ Data Mart Architecture ‘

)O Darta

Central Data Analysis
Warehouse +O

\‘ Dara Mart
ROBMS .

Source Central . )

Systerms Miiakits Analysis Source

Systems

O

Local Metadata

Financial Data Mart

——m

Human Resources
Data Mart

Local Metadata

Distributed Data Warshouse

Architecture
Data
9Analysls

Data | | Central

Enterprise Warehouse with Operational Data Store

Central /'O Data
Dara ) Analysls
Warehouse

\‘ Data Mart

‘ Hub-and-spoke Data Mart Architecture

Darta
OAH alysis

Mart DW
Eﬁﬁms RDBMS . E y
£ . SE
ource nalysls
Data
gourf_e Analysis Bs S Operational Ly O ?ﬂam Data
ystems ~ BT : Data Store OLTP art Analysls
I*Elhcigélawatla Local Meradata Lty \‘OToc-Is @/' H.Q
Source .

Systems

Bl 2808 Al T % 1
(7 %3 = Senvand: Sinha 2005)

i ko gy AR A 172 (On-Line Analysis Processing > OLAP)

1 B ol et (Kimball and Ross 2002) » k&7 2 /7 b » hF F R - S8

I

SATHRAL > £ ET UL SR FES L T R LT R F 0T

7
¥
7
e
ﬁf
2
[

SR RIE R it BE 0 SRR LB A Al 49 R 5

¥
T
¥

.
&
o
¥
T
.a\
=
s
_“T
TS
=\
g
o~

WEFEREAD R
FHAH L ERRETL LAY BET S E A SARIKE(MREERF > Jill

Dyche ¥ - 2003) o @ ¥ ¢k — fhfe * * ;% » W H3F % FRIFE chpijiv o

FAUE £ - BIF AT TSR - ¥ RBIEER A L Bhing
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T (Berry & Linoff » 1997) - # & 3 7 4 £ TR EFER ~ £~ fopal v

et 10 FECUE AT R ] M2 B ST R AT T
WM EET AL RN G E o F ARG BRER 2T

HeFAl > TEILET HAER o F LT AF BT TR 2

W

g Pl (Forecasting/Predictive) - * fr& FA KRl ie nim 5 - B

3

dod o TERIFEA T UG E S LAY ek TRRINE 2 T - BAT

R
~miq
3
%
et
"
a4y
i
ey
:ﬁ
A
g
3
3
’F_k
W}
at

® = A 47 (Association Analysis) > * S W ARG G HRAEEE A4 0
K ARTRL B ol pRR P enpl gt > A VR R S ¢ A R - A
Gt P AR e 3 L EOR PR AL ol E dRd R R TR AR

B g ET P RS L S R AR

® E A0 4 47 (Sequential Pattern Analysis) @ * k$H5 i 2 B E i

2R - BN AR blde §ORARGAIRE B B R F &R

A

joRhE M AEE FRELL TR

¥

2 g ffe ke BETHBEE
2 ENA SRR @ A A A R S N BRE - BE S FRL T S (Shaw,

etal. 2001 ; Peppers and Rogers 1999) - B F AL 4 k2 FR4FH 1 B cnfles »

1f“b

EERAEL RNTHY - ANE - BE S F - 284 2) RE
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LA DS G ke F M Rk o SEH TSR« A4 TR T R

B PREOE R Je g ¥

)ﬂ.\
8
~
Hy
alad
7
:‘\\
et
)ﬂ.\
=
7
¥
(‘Fﬂ'
ﬂt
e
7
=
Y
w
e
=\

’fﬁ"\ E”J"‘l%j‘_gl: o

2.5. FHLERART P & HAL

:‘J%ﬁa?lﬁmi)iir ) %-‘gf?é—‘%ﬁ?;%,ﬁfugé‘, s —j 75 ?%/éﬁfi"—‘/‘;&; =g
mFRZZ’ g JJK IR ‘I;k:E ,;“ ‘fj‘.‘é/'? /z\ 7 TjT’J \i ﬁ’i‘ﬁflj%#\iﬁ %}qﬁ /;:5 I‘Vi‘f‘."ﬁ\'\r’%—\u? 1 /I‘E ‘{;%_‘ . ?{\_

LB Gk MR AT TR % S e B TR AT £ S e £ enfait % 0 e 1

rf’*?;} °7;'”B??”;"ﬁ?ﬂgfi‘i%%é%”‘%”“%w&%pﬁmxH%;%,@J
oo B Mook A B 5 - fERGE > £ 4 Ef?’]‘fﬁﬁ‘}irﬁ‘}i‘_%}’é{

ﬁf#‘éj\;?\r’ ’f’&%”ﬂ*\ﬁx;{%&imﬂiiﬁﬁ FIL ,&\F’]’U *{2%\ A)%Eﬁvﬁ]i:ﬁ/f E‘fj j’&’*}gﬂ]

‘i @ 'FEI :‘ .»u_E‘:r\T';é."\"%g,zﬁ l‘fu{%?g? _}«:Flﬁtjiijﬁ—g rﬁ%ﬁl’,\ ) ¥R ){a
AR AL > @ AR ATRAL > ¢ R 5 e B TRE A 8 LAY -



BMERE o & 2-1 A PE PG E RS DT AL F Y ’K$W#&T%¥—éﬂ
AR (et > L F R AE RS RJTAE ) Y B R EE P g foo

A CIOfes&ait A% % > » B 0 AR L& DE R o

CIO e384 2005 # 67 16 PRI T 8P 2R L FENATHAIMLE E]
RIBFEDL o hw i bdb i ok B¢ Hag E ik 4% ?5@‘ W 11% 0 %

ME % £ EE D KT 9% BEEEE N FAMIES o A

%

i

B

\\Xr

TR 2-30 B FTIINP A EIRG A ABRDEE o Ak P

7| & %iﬁwmﬁmm\’ CREFURNCE I St AR N R £

YOURTOP10 YOURTOP10
TECHNOLOGY MANAGEMENT
PRIORITIES PRIORITIES

1. Integrate/enhance systems 1. Align|Tand business goals
and processes 2. Business continuity/risk
2. Ensuredata security management
and integrity 3. Control IT costs
3. Enable business mtelhg;nce 4. |T-enabled process improvemnent
External customer service/ . |Improve internal user satisfaction
relationship management i
6. DevelopIT staff leadership/

5. Redesignor rationalize the

IT architecture business skills

6. Enableorenhancee-commerce £ Idrinsgirghfﬁeprmect A

7. Enable mobile/wireless 8. Ensure privacy of customer

8. DeployWebservices andemployee data

9. Automate oroptimize the 9. Enableorenhance knowledge
sUpply chain management and leverage

10. Scale|T globally intellectual assets

10. Ensure regulatory compliance

B] 2-3 ~TOP 10 Technology & Management Priorities
(F#% %k : State of the CI0 2006 - Research Reports)
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EN 3 - ~ llﬁi&gl“";ﬂ’ A “" %@Eﬁ%%gb
'flr'ﬂ?"a" "LL“er"

LY

1

I

2% 3t
K7
£ F TG Tpeh ST Pk PR R R o 4 pRE
PR T A B EE EFRFE OIS  REHE A2 S E RS
T RAAN U FTAXERY G o8 AATH AL B LIV T
WHAED o pE - B o YRELG T R AED hd pEd o HHR R P
=E fREA TR E e A RAgEl R e T H N R i
A AR DT AL T EAT G~ TSRS p B R LAT S K RE TR
TERE AL CERE B R R K0 B BT L RE BT
EFEPFL A o Bif- To e BAE O R LT H ki Iypied
BAR A % SR s > SRR VER AP R W B P e R R Bdok |
3ﬁﬁfﬁﬁ?ﬁﬁﬁz%ﬁﬁ%i—ﬂmﬂ’ﬁﬂﬁﬁgqpmﬁgﬁﬁ =
GUEfIZ R S hill 0 @ R B AR Flt o BE g FiEA 2 o
TR F oML A S BRBEL A f L ETR
Resource Planning - ERP) -

(Enterprise
=S TR -
Integration > EAI) ~ 2 & ¥4kt

(Enterprise Application
(Business Process Integration » BPI)

RSN SHMAIRA g 2 B* ) 0 B

S B 0 kT L S

ENUEAR R R 1 AR Ay
HApfos iz o
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& ¥ 7 h#R 4] (Enterprise Resource Planning » ERP) e # i 5v 8 L 2

AR EEP MRS FER RS R vEY B N TR R (Ao @l 3-1)

FAEMIF S A TR CFECBPAE S BRAIAgRE 82§ R

TE N ke s oy R B IFEARR S bldeo 4 R %6 (Dell Computer Corp. ) »

Fer A iR S S L AT £ E TR E Y Sk

(Davenport 1998) -

e
=] J”:‘ J_\ e
,. * ‘_,-"I‘ «g j‘] ;3(— 2
%”i ]__ - -‘ ) ;-5':- il “"1 I'E ’%,ﬁ “&2
P | BPR 2l 7 A a *

5L TE

|_1 .f']]'

e T

_-h
=
e

~
Fl

Bl 3-1~ EFFRAIRY fehl @ TR EFH
(AF g #E@ > T kR ¢ Davenport 1998)
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1990 & ¢ & > & ¥ & * & & (Enterprise Application Integration °
EAD e A B4 7 23] o VA ABA I > ¥ ¢ 555 o k5 MR

Aol P kX A B L P o § o ATHIRB R AT BB £2 4

ol
=
"
7

—=\
o
a
il

—h

gt e m iy hen ko si(Lee, et al. 2003) o g E R FEE

RKF ERTRRLDET Syt - BT g bk, S T

(s
&
=
e
o
“3
#
W
'3\
i
We
>_L
1%
frt

By e g i AT E o G £ K& i
R R T OUFR T B R AR S N ek 31 4w R R

FEH R 0§ B RS K SR R R ikl

2 31 PR E R F IR A
(FH Kk : Lee, et al. 2003)

w3 I i
Hub Al KR GAFELERRE - Y gk
Bus G2 BHES > KR R ML L T R

Point-to-Point |&* & 5efkpt 7 i

Pipeline #* Ligk I (first in first out) e E 3 n
Network i EZER I E R folb S
EERT AR - ELPRE B0 R 2T T4 o
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F e kb EE O BEEF k- BRATehL 2 o [rani ~ Themistocleous ~ ¢
Love %8 4> b F B FEHTR 02 W ORFRFR - F* £ ¥
M BEL S AP AL I O RAERS T 0 TR AT I frE B T
SRFEEM VAT - BERFLERR AU L OB EFRRH 0 ATR

FRende d) > Tk senip B F AR % (Irani, et al. 2003) -

Kobayashi ~ Tamaki = Komoda % ¥ HoRlE 2 fEindz(workflow) e & £ *
Feaptgipg s o &7 & 00K £ (Business Process Integration » BPI)
fEAS koo B R R A RE I A > F P B R E gl

MR ARtk e AR e R AL D F o G e B

BL 544 SR R RS 0 & (Kobayashi, et al. 2003) -

FErdE W F OE e B E R F LS AT 0 kR

3.2, HrH AL A T

SRR A R R - ARG N R TR e e B
FOAEG LG R R R - A DR AL e LR B U
BRo o BEFAF ARG 2 AR ol Ui R4 T Ap Rl

& 1% > X I 2447 f2 R 4E (Papazoglou 2001 5 Jennings 2001) o F]¢t > #icdd &

-27-



R IV SRS R C I R I

® A p47@ (personal assistant) > ¥ — 8gR|E ¥ NI jp& v k- P

g §8 32 4 (Seung Baek, et al. » 1999)

E5 B A MIAPEH AR > T URB(RFF VIR Fearfafey it §

BL R A g A BT (Maes 1994) - S R =r) SRRV e
fop & AR R ORE Bk 0 22k (Maes, etal. 1999) o it
Hihgr b Hattori ¥ F f S EHRMERL A hie > R - Bl

(socialware) 3 E 3 & B¥ A 22 & b LR 4074 DI Rpe b e AR RV oo
Lk E ot et —dz(Hattori, et al. 1999) 5 Kautz * ¥ ¢ 364
Az - B TReferrallWeb g > $&B4 4 4 2 5% A it € i (social
networks) ™ 2 ¥F f @ AT F h IuEen® jendi B 7k (Kautz, Selman, and

Shah 1997) -

Jennings, N. R.(20001)#% 417 & * % B R 1@ X k3 Bagsecn~ A4
A AL A 0 BB R R il NI 4 DB 4 i 2 232 4 (Personal
Communication Agent > PCA) ~ PRA% 3 -4 3L A (Service Provider Agent » SPA) ~
e i X AI‘*’ 4 (Network Provider Agent > NPA) » RIP — B A RS Rt F 3%
bt § #E(Virtual Private Network - VPN)h@ & & * - 4 Glushko »

Tenenbaum 2 Meltzer (1999)#] 12 CommerceNet s7eCO % s 2 &) » 3n 5 * XML i®



S AL £ ik AP 7 s (encode) s E 0 KB SR AL L 0 BH
RIZ AT LR B B L R TR0 B B SRR H A R B

B A ARREFEVR - RS E s TS - e st MO

=

FiEogalnAzenp gt ooa @0 XML IF S L A AR e R BT T A L

—h
!
Fop

£473 o XML AL et ¢ - BATE IRE o 5 WIC R el

(http://www. w3.org/) » % EFAL 4> 21 > @ P 4F 5 1 8 SR F £

e

et ¥ > 4o IBM ~ Sun ~ Microsoft % % -

Flpt s AN E VT R SR NI A g A R s fERY AR S
o A2 XML R S0 R 2 R LA R e BT - & A S A
GERE R RN s Ly R L R R S

SRR E I ARA S~ g T £

4
*—’m}&

S BT AR T P

“ﬁiﬂt

LLf e @ 3V
Ak e jE 0 EU R 2 PRAR L P ,;ﬁ“d Lo IRFAE Rk SR o 2R X

R SR E S R S I C o

3.3. MEHAEA }Eim“ﬂvfﬁng Skt

BE o EAE- B had s CFAFEAP R HEEA T Do P E
AP AEEL AR HEER AL S B - AR T pEARGTE

AR IR R T ISR S LA TR+ 2 2 e
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FAIERBES < ALl BRRDHA T CEERTEFERY L

SISHI R Sl S R S L O SO B L FEE SRS E

=
s
|
)
Pk
E-D
>~
2
"N
3\
2%
St
-
4l
(s
o
|
Ty
p
Rl
=
*®
hn}
T
=
i3
g
Fr
&

jpn (g

FRAFEREEE S A0 R S R ATUL R S EALE R e g R

Bl g ENLE C A $ 5 £ F R B (5 44 2005) ¢

F]p oo AR i‘aﬂ;ﬂ;?? ' T 5 ﬁ.‘_‘#—_é_i’ﬁ_‘%ilqpfﬂ;-f_é‘g BEengd S ik o St
Bt EERLEERRG ATR AR K LR LT SR g b
FRRS S 2R S RAER P s R S BRI DR ARG B R f F

N EREAT Ik B E A g

(1) 2 AR S E A PR 2 R ES A > XS LKA

P

R J ¥ E ”'”ﬁ I% BPRFE o B ¥ & ﬁ;‘*:ﬁ%]‘\}f&; &

Ei'g‘kiﬁi &%;t)ﬂ j=2 '$ %I ?:dﬁqulﬂ4$ j&i@rﬁ Sk k’Bgi%,@éﬁﬁ'?

TR E R IRAE 0 S RBARIEDBELERE - EH kR E

4

(D) 4 BAH > ARA - BIRGE > B AT G R TR SRS 0 1]

BT AT REIE T PAROTR FREAECA S Nl

*—'E%

FAST RN FE A MU ARG - B R TR A LR

3
F = S W
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4

TRBT PN I dT AR B Tk ST ARl A K o

(3) #ILFRAMIRIAEAG > BAPM PT35 HA TR R EPT IR 2
B S RO AT  RE SR nA G IR 2R U

BRI A R g & il s T BE A A IR A S 3 T kA

-

PEERLRGF L FERE ALV ERET 0 - B2 R
POCREIGER  FR L A R R o TR A3 R iFET LR
7 BEP 2 Eb}@/f-ii’i}' GRERT A d= Rl WS T R A SR R
RV EF - FRET &0 XA E - G TPOTARN LT
+ #4¢ = (Techmique Neutral )i+ o sg ot 41 7k ehF 3 & SLPRFR
G B A% . fja{;;b T A E RN KRELE - R SR
#* o0 2 EFGERE - Frag o A o TR aPRIERY > &
FR 0 BT LR S I kR R I A R 0 B S R T

e

Wi

A ent 2 - A E 2R 5 o ifc 3] (Customer Service-Centric

%
‘\V'

Z;if_t B— ﬁ"f&%ﬁ;#iﬁ- il

e

Nodel) » 3 £~ g fo & % P #0505 F 3L 4 ]

m

- AATDIRIER R TF AP GBS T B REA 0 L E BT R TR
JATRFAREAAMT R SRR AEA KR AR AR 0 S
A e RO AIR A > kEPRIAF BN h FEHED FERY K

LL 1
£y
R

P2
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=L

/

9

i A EFREAIRIE G R § 0 FB AL o

4

i

&

b

i
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AR I RPFH IR AL GRS AFT RE I S FAF o HEF
Flﬂ»@mﬂ;’»z%’a F’r’f’-g'é'/?f?d’# EFLP r’ﬂ,; "u/?m ) %/P'g‘ﬂ ;‘L% E’f‘lﬁ‘&g%\‘g&

R EAPM G > TT R EATIRIS - R BMAT » BF 0 TR kSRS S

ST O TR FRAAT AR U FR R L AR AR
R BRIV E L i? Brense £ oo m{fﬂ‘:‘é—?_ﬂrw mx% B o #Bﬁ'&},\@ chir Al

B G £ RDP R SRS DG AR A LS

St
=4
]
5

f - BAT

% %e(lrani, et al 2003; Avison and Fitzgerald 1995) » & 2 i e 2 p) &

B FL S N R R AIRF TR, R T R R T R ] g

g2t o

KRR | A%

RS- TN RS

sy — o

i

Bl 32 0 E PRI S s S
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ARG K B I A R TR A S o TR S A

kg

- WAL B ORAHE ) | FHET A CARH TR EDT RS 2 S

R R B R T

f‘m

AE - BERCREBEAANTHIRE A5 0 % 2 R
WIRFEA G & F WA L SR S o AF - AT R R T URTER o
PR T AL ARG R v 5 (Request/Response Model) @ 11 % 3T
/058 (Subscriber/Publisher Model) o &gt » iz & 071 = 7% FHiE
R NI A > A B F PRI K IEREENS (Service-Provider Agent, SPA) » PRi%
i Jf‘f 12 & (Service-Request Agent, SRA) » F# & # 1= % (Information

Publish Agent, IPA) > F33 R~ A (Information Subscribe Agent, ISA) >

R

LA & 32 4 (Data ‘Consolidation Agent, DCA) - 14 % A7 47 4] &% 32 A

(Process Control Agent,>PCA) > B &5 da™ £ #17 o

% 3-2~ 7 F Mgl (R E L

L8 LA i@ st PrAg T A gp )

PRFAH & ll“ BLUIES

LE S WY =
Pﬁizi- ﬁ lk yﬂ A

AR DT AIRTEN B
TOAHF ORI A

RS YRS
?’é{[‘g‘r%ﬁf&gk

FAAEE T F s
K e
/ﬁ E?ﬁf@ b ﬁifbﬁ: IA“IET_ A
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(1) PREBFBH RIA M E R ALY TR LT &R IRIER > 7
Rk eni P B ePPRART R FI k A Doy~ ATRE s e
T & RT3 7 T AR T S B R B
@E"%ﬂﬁiﬁﬁuﬁéﬁﬁﬁﬁ¢%ﬂﬁém%’é{#$bw
gunfer H v sl R E L P he JRIFFES N - e
B/l G frid R 0 JRIHE B RIRX ¢ RERB T L 0 it
U ATH BRI E bR s R AT F ,If'é\"‘gj—)lﬂ i
pEE ML s E R N ks XML 20 3 & EF L XML P e

C AL T BRI ERE - e o g i Ry EE

P L f e

(2) PRAZFFRF RBLA - FFA GRFERY

et

TRk ST IR PR IR
i+ o R I IR SR I R AR < IR 2
Aok R B RPRIR e IR A ] e TER g RfrRIRREE R
AEM > TR A R R DTE O A EDDER o FE L 0 RIBFR
H AL gD - B XML e i B PR B PRI A ARG
PRARFE I I A AT LN F 20 kg F IR RS

HAEERHEY XML 58 8w BPRFR ﬂAw&o
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P F AL > W - fEE BRI A S R B SRR

FEREGARAFGTFRERETREF - B B TG
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SERFRRH b S T RS - AATOT IR R EEH T AR o

— L ] WS 42 1k 4 4% 5 A
O %A AR T A

=

(6) imARAZHIRIL A > B3 Rk HR A F ok STk e AR RS 0 2R 15 %
S TR ARPRTS 8 BAT K @ M Pl IT R AR I PP ho iR
A4 I A ey SR - B OVARIRIA O R e BT
BAcEAL Bl GRS A BRI AR AT - B R
T AURARIRAS o T ANEE BIRARIRAEE (TR > T LK A MBS T
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<xs:element ref="DestSystemlID"/>
<xs:element ref=""ServiceName'/>
</Xs:sequence>
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<Address>XXXXXXXXXXXX</Address>
</Customer>
</TroubleTicket>
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<?xml version="1.0" encoding="UTF-8"7?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema"*
elementFormDefault=""qualified">
<xs:element name="Request''>
<xs:complexType>
<Xs:sequence>
<xs:element ref=""Head"/>
<xs:element ref="Body"'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head">
<xs:complexType>
<XS:sequence>
<xs:element-ref="SourceSystemID"/>
<xs:element ref="SourceMessagelD'/>
<xs:element ref=""DestSystemlID"/>
<xs:element ref=""ServiceName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlID" type="'xXs:NCName"/>
<xs:element name="SourceMessagelD" type="'xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName''/>
<xs:element name="ServiceName" type=""xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<Xs:sequence>
<xs:element ref=""ResourceNum'/>
<xs:element ref="ProblemCode'/>
<xs:element ref="ProblemNote"/>
</Xs:sequence>
</xs:complexType>
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</xs:element>

<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>

<xs:element name="ProblemCode" type="xs:NCName"/>

<xs:element name="ProblemNote" type="xs:NCName"/>
</xs:schema>

BN Y
<Request>
<Head>
<SourceSystemlD>SC</SourceSystemID>
<SourceMessage 1 D>SC1009876</SourceMessage ID>
<DestSystemlD>PH</DestSystemID>
<ServiceName>RegisterTrouble</ServiceName>
</Head>
<Body>
<ResourceNum>225p825123</ResourceNum>
<ProblemCode>NOP</ProblemCode>
<ProbIemNote>&ﬁ%ﬁﬁ$§</ProblemNote>
</Body>

</Request>
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<?xml version="1.0" encoding="UTF-8"7>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema"*
elementFormDefault=""qualified">
<xs:element name="Response''>
<xs:complexType>
<Xs:>sequence>
<xs:element ref=""Head"/>
<xs:element ref="Body"'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head'>




<xs:complexType>
<Xs:sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="DestSystemlD"/>
<xs:element ref="DestMessagelD'"/>
<xs:element ref=""ServiceName"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlD" type=""xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName'/>
<xs:element name="DestMessagelD" type="xs:NCName"/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<Xs:sequence>
<xs:element ref="Result"/>
<xs:element ref="ResultNote"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Result” type="xs:boolean"/>
<xs:element name="ResultNote" type="'xs:NCName'/>

</Xs:schema>

RS Y
<Response>
<Head>
<SourceSystemlD>PH</SourceSystemlD>
<DestSystemlD>SC</DestSystemID>
<DestMessagelD>SC1009876</DestMessage D>
<ServiceName>RegisterTrouble</ServiceName>
</Head>
<Body>
<Result>false</Result>
<ResuItNote>ﬁ§@ﬁ%ﬁ</ResuItNote>
</Body>

</Response>
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<?xml version="1.0" encoding="UTF-8"?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema**
elementFormDefault="qualified >
<xs:element name="Request''>
<xs:complexType>
<Xs:sequence>
<xs:element ref=""Head"/>
<xs:element ref="Body'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head'>
<xs:complexType>
<Xs:sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="SourceMessagelD"/>
<xs:element ref="DestSystemID"/>
<xs:element=ref=""ServiceName' />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlD" type=""xs:NCName'/>
<xs:element name="SourceMessagelD" type=''xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName'/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<XSs:sequence>
<xs:element ref="EnterpriselD"/>
<xs:element ref="EnterpriseName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="EnterpriselD" type=""xs:NCName'/>
<xs:element name="EnterpriseName"™ type=""xs:NCName'/>
</xs:schema>
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<Request>
<Head>

<SourceSystemlD>SC</SourceSystemID>
<SourceMessageD>SC1001234</SourceMessage I1D>
<DestSystemlD>PH</DestSystemID>
<ServiceName>TrackStatus</ServiceName>

</Head>
<Body>

<EnterpriselD>A987654321</EnterpriselD>
<EnterpriseName>HM§W§§?§L?</EnterpriseName>

</Body>

</Request>

o A- 4T AR R L IRIAY s N R

elementFormDefault=""qualified" >
<xs:element name="Response''>
<xs:complexType>
<Xs:sequence>
<xs:element ref="Head"/>
<xs:element ref="Body"'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head'>
<xs:complexType>
<Xs:sequence>

<?xml version="1.0" encoding='"UTF-8"?>
<xs:schema xmlns:xs="http://www.:w3.0rg/2001/XMLSchema""

<xs:element ref="SourceSystemlD"/>
<xs:element ref="DestSystemlID"/>
<xs:element ref="DestMessagelD" />
<xs:element ref=""ServiceName"/>




</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlID" type=""xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName'/>
<xs:element name="DestMessagelD" type="xs:NCName"/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<XSs:sequence>
<xs:element ref="TroublelList" />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TroubleList'>
<xs:complexType>
<XSs:sequence>
<xs:element minOccurs=""0" maxOccurs="‘unbounded"’
ref="TroubleTicket" />
</Xs:sequence>
<xs:attribute-name="NumOfTickets"™ use="required"
type=""Xs:integer'/>
</xs:complexType>
</xs:element>
<xs:element name="TroubleTicket'>
<xs:complexType>
<XSs:sequence>
<xs:element ref="TicketID"/>
<xs:element ref="TicketTime"/>
<xs:element ref=""ResourceNum'/>
<xs:element ref=""RootCauselD"/>
<xs:element ref=""RootCauseName'/>
<xs:element ref="Status"/>
<xs:element ref="StaffName'/>
<xs:element ref="StaffMobile'"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
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<xs:element name="TicketID" type="'xs:NCName'/>
<xs:element name="TicketTime" type="xs:string'/>
<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>
<xs:element name="RootCauselD" type="xs:NCName"/>
<xs:element name="RootCauseName" type="xs:NCName"/>
<xs:element name="Status" type="xs:NCName"/>
<xs:element name="StaffName" type="xs:NCName"/>
<xs:element name="StaffMobile" type='"xs:string"/>

</Xs:schema>

BN Y
<Response>
<Head>
<SourceSystemlD>PH</SourceSystemlD>
<DestSystemlD>SC</DestSystemID>
<DestMessagelD>SC1001234</DestMessage D>
<ServiceName>TraeckStatus</ServiceName>
</Head>
<Body>
<TroubleList NumOfFickets=!"2">
<TroubleTicket>
<TicketlbD>TP12345678</TicketlID>
<TicketTime>95-05-18 10:00</TicketTime>
<ResourceNum>02-23445678</ResourceNum>
<RootCauselD>DC</RootCauselD>
<RootCauseName>#¥ris</RootCauseName>
<Status>Ft I</Status>
<StaffName>3t ¥ 4’ </StaffName>
<StaffMobi 1e>0933123456</StaffMobile>
</TroubleTicket>
<TroubleTicket>
<TicketlD>TC23456789</TicketlID>
<TicketTime>95-05-18 12:10</TicketTime>
<ResourceNum>04-22445566</ResourceNum>
<RootCauselD>DCX</RootCauselD>
<RootCauseName>&ﬁ%ﬁﬁ%@</RootCauseName>
<Status>ﬁf%*‘Héﬁ%ﬁh</8tatus>
<StaffName>< 4. </StaffName>




<StaffMobi 1e>0933654321</StaffMobile>
</TroubleTicket>
</TroubleList>
</Body>

</Response>
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<?xml version="1.0" encoding="UTF-8"7>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema"*
elementFormDefault="qualified">
<xs:element name="Publish'>
<xs:complexType>
<Xs:>sequence>
<xs:element ref=""Head"/>
<xs:element ref="Body"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head''>
<xs:complexType>
<Xs:>sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="SourceMessagelD"/>
<xs:element ref="DestSystemID"/>
<xs:element ref=""ServiceName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlID" type="'Xs:NCName"/>
<xs:element name="SourceMessagelD" type="'xs:NCName'/>
<xs:element name="DestSystemlID" type="'Xxs:string'/>
<xs:element name="ServiceName" type=""xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<Xs:>sequence>




<xs:element ref=""ResourceNum'/>
<xs:element ref="Customer"/>
<xs:element ref="CustomerAddr'/>
<xs:element ref="ServiceState"/>
<xs:element ref="TimeOfStateChanged"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>
<xs:element name="Customer'>
<xs:complexType>
<xs:simpleContent>
<xs:extension base='"'xs:NCName''>
<xs:attribute name="id" use="required"
type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name=!'CustomerAddr’ type=""xs:NCName'/>
<xs:element name='ServiceState'>
<xs:complexType>
<xs:simpleContent>
<xs:extension base='"'xs:NCName''>
<xs:attribute name="code" use="required"
type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name="TimeOfStateChanged"” type='xs:string"/>

</Xs:schema>

RS Y
<Publish>
<Head>
<SourceSystemID>BILL</SourceSystemlD>
<SourceMessage 1 D>BL12345678</SourceMessage 1 D>




<DestSystemlD>*</DestSystemlD>
<ServiceName>ServiceStateChanged</ServiceName>
</Head>
<Body>
<ResourceNum>225D825123</ResourceNum>
<Customer id:"A987654321">HH§W§§?§L?</Customer>
<CustomerAddr>f}j:ﬁ“§§§%§100%E</CustomerAddr>
<ServiceState code:"suspend">ﬁ<?ﬂ¢%ﬁ</8erviceState>
<TimeOfStateChanged>95-05-19
10:10</TimeOfStateChanged>
</Body>

</Publish>
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<?xml version="1.0" .encoding="UTF-8"7?>
<xs:schema xmlns:xs="http://www.-w3.0rg/2001/XMLSchema"
elementFormDefault=""qual i fred">
<xs:element name="Pubkish>
<xs:complexType>
<Xs:>sequence>
<xs:element ref="Head"/>
<xs:element ref="Body"' />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head''>
<xs:complexType>
<Xs:>sequence>
<xs:element ref="SourceSystemID"/>
<xs:element ref="SourceMessagelD"/>
<xs:element ref="DestSystemlID"/>
<xs:element ref=""ServiceName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>




<xs:element name="SourceSystemlD" type=""xs:NCName'/>
<xs:element name="SourceMessagelD" type="'xs:NCName'/>
<xs:element name="DestSystemlID" type="Xs:string'/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<Xs:sequence>
<xs:element ref="StartTime"/>
<xs:element ref="EstimateFinishTime"/>
<xs:element ref="ClosedTime"/>
<xs:element ref="ResourceState"/>
<xs:element ref="EffectedResources"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="StartTime" type='xs:string"/>
<xs:element name="EstimateEinishTime" type='Xxs:string"/>
<xs:element name="ClosedIlime'". type=""xs:string'/>
<xs:element name='"'"ResourceState' >
<xs:complexType>
<xs:simpleContent>
<xs:extension base=""xsiNCName'>
<xs:attribute name="code" use="required"
type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name="EffectedResources'>
<xs:complexType>
<Xs:sequence>
<xs:element maxOccurs="unbounded”™ ref="ResourceNum'/>
</Xs:sequence>
<xs:attribute name="'size" use="required"
type=""Xs:integer'/>
</xs:complexType>
</xs:element>
<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>
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</Xs:schema>
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<Publish>
<Head>
<SourceSystemlD>RM</SourceSystemID>
<SourceMessage I1D>RM12345678</SourceMessage 1 D>
<DestSystemlD>*</DestSystemlD>
<ServiceName>ResourceStateChanged</ServiceName>
</Head>
<Body>
<StartTime>95-05-19 10:00</StartTime>
<EstimateFinishTime>95-05-19
18:00</EstimateFinishTime>
<ClosedTime></ClosedTime>
<ResourceState code:"cablechanged">%ﬁ§ﬂ§§
</ResourceState>
<EffectedResources: size="'3">
<ResourceNum>225D825123</ResourceNum>
<ResourceNum=>225D825124</ResourceNum>
<ResourceNum>225D825125</ResourceNum>
</EffectedResources>
</Body>

</Publish>
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<?xml version="1.0" encoding="UTF-8"7?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema"*
elementFormDefault=""qualified">
<xs:element name="Request''>
<xs:complexType>
<Xs:>sequence>
<xs:element ref="Head"/>
<xs:element ref="Body"'/>




</Xs:sequence>
</xs:complexType>

</xs:element>

<xs:element name="'"Head''>
<xs:complexType>

<Xs:sequence>
<xs:element
<xs:element
<xs:element
<xs:element

ref=""SourceSystemID"/>
ref=""SourceMessagelD"/>
ref="DestSystemID"/>
ref=""ServiceName"/>

</Xs:sequence>
</xs:complexType>

</xs:element>

<xs:element name="SourceSystemlD" type=""xs:NCName'/>
<xs:element name="SourceMessagelD" type=''xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName'/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>

<xs:complexType>

<Xs:Isequence=>

<I-- 1 for Test, 2 for Repair -->

<xs:element
<xs:element

ref=""TicketType"/>
ref="Turf"/>

</Xs:sequence>
</xs:complexType>

</xs:element>

<xs:element name="TicketType" type="'xs:integer'/>
<xs:element name="Turf" type="'xs:string'/>

</Xs:schema>
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<Request>
<Head>

<SourceSystemlID>FORCE</SourceSystemlD>
<SourceMessage 1 D>F012345678</SourceMessage 1 D>
<DestSystemlD>PH</DestSystemID>
<ServiceName>ListTickets</ServiceName>

</Head>




<Body>
<I-- 1 for Test, 2 for Repair -->
<TicketType>2</TicketType>
<Turf>*</Turf>
</Body>
</Request>
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<?xml version="1.0" encoding="UTF-8"?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema**
elementFormDefault="qualified >
<xs:element name="Response'>
<xs:complexType>
<XSs:sequence>
<xs:element ref="Head"'/>
<xs:element ref=""Body'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head''>
<xs:complexType>
<XSs:sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="DestSystemlID"/>
<xs:element ref="DestMessagelD"/>
<xs:element ref=""ServiceName"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name=""SourceSystemID" type="xs:NCName"/>
<xs:element name="DestSystemID" type="xs:NCName"/>
<xs:element name="DestMessagelD" type=""xs:NCName'/>
<xs:element name="ServiceName'™ type=""xs:NCName'/>
<xs:element name="Body''>
<xs:complexType>
<XSs:sequence>




<xs:element ref="TroubleList"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TroubleList'>
<xs:complexType>
<XSs:sequence>
<xs:element minOccurs=""0" maxOccurs="‘unbounded"’
ref="TroubleTicket"/>
</Xs:sequence>
<xs:attribute name="NumOfTickets" use="required"”
type=""Xs:integer'/>
</xs:complexType>
</xs:element>
<xs:element name="TroubleTicket'>
<xs:complexType>
<XSs:sequence>
<xs:element ref="TicketlD"/>
<xs:element -ref="TicketTime"/>
<xs:element; ref=""ResourceNum'/>
<xs:element “ref="RootCauselD"/>
<xs:element ref=""RootCauseName'/>
<xs:element ref="StaffName'/>
<xs:element ref="StaffMobile'"/>
<xs:element ref="Customer/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TicketID" type="'xs:NCName'/>
<xs:element name="TicketTime" type="xs:string'/>
<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>
<xs:element name="RootCauselD" type="xs:NCName"/>
<xs:element name=""RootCauseName" type="xs:NCName"/>
<xs:element name="'StaffName">
<xs:complexType>
<xs:simpleContent>
<xs:extension base='"'xs:NCName''>

<xs:attribute name="id" use="required"
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type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name="StaffMobile" type='"xs:string"/>
<xs:element name="Customer">
<xs:complexType>
<Xs:sequence>
<xs:element ref="EnterpriselD"/>
<xs:element ref="EnterpriseName'"/>
<xs:element ref="Contact'/>
<xs:element ref="Phone'"/>
<xs:element ref="Address"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="EntecrpriselD”" type=""xs:NCName'/>
<xs:element name="EnterpriseName”™ type=""xs:NCName'/>
<xs:element name=!'Contact™ type="'xs:string'/>
<xs:element name='Phone' type="xs:NMTOKEN"/>
<xs:element name="Address" type=""xs:NCName'/>
</xs:schema>
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<Response>
<Head>
<SourceSystemlD>PH</SourceSystemlD>
<DestSystemlD>FORCE</DestSystemlD>
<DestMessage I D>F012345678</DestMessage I D>
<ServiceName>ListTickets</ServiceName>
</Head>
<Body>
<TroubleList NumOfTickets="2">
<TroubleTicket>
<TicketlD>TP12345678</TicketlID>
<TicketTime>95-05-18 10:00</TicketTime>
<ResourceNum>225D825123</ResourceNum>




<RootCauselD>DC</RootCauselD>
<RootCauseName>#¥ris</RootCauseName>
<StaffName i1d=""A02857">3 ¥ 4 </StaffName>
<StaffMobi 1e>0933123456</StaffMobile>
<Customer>
<EnterpriselD>A987654321</EnterpriselD>
<EnterpriseName>HH§W§§?§L?
</EnterpriseName>
<Contact>Mr. YEH</Contact>
<Phone>02-22113456</Phone>
<Address>f}jbﬁﬂﬁiy%mqﬁglooﬁﬁ</Address>
</Customer>
</TroubleTicket>
<TroubleTicket>
<TicketlD>TP55667788</TicketlID>
<TicketTime>95-05-18 10:00</TicketTime>
<ResourceNum>225D825321</ResourceNum>
<RootCauselD>DC</RootCauselD>
<RootCauseName>#i</RootCauseName>
<StaffName 1d="A02899"">V 4 '</StaffName>
<StaffMobile>0933123478</StaffMobile>
<Customer>
<EnterpriselD>A987654321</EnterpriselD>
<EnterpriseName>HH§W§§?§L?
</EnterpriseName>
<Contact>Mr. CHEN</Contact>
<Phone>02-22112344</Phone>
<Address>f}jﬁﬂﬁﬁﬂﬂ&ﬁ%lO?ﬁ</Address>
</Customer>
</TroubleTicket>
</TroubleList>
</Body>
</Response>
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<?xml version="1.0" encoding="UTF-8"?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema**
elementFormDefault="qualified >
<xs:element name="Request''>
<xs:complexType>
<Xs:sequence>
<xs:element ref=""Head"/>
<xs:element ref="Body'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head'>
<xs:complexType>
<Xs:sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="SourceMessagelD"/>
<xs:element ref="DestSystemID"/>
<xs:element=ref=""ServiceName' />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="SourceSystemlD" type=""xs:NCName'/>
<xs:element name="SourceMessagelD" type=''xs:NCName'/>
<xs:element name="DestSystemlID" type=""xs:NCName'/>
<xs:element name="ServiceName" type="xs:NCName"/>
<xs:element name="Body''>
<xs:complexType>
<XSs:sequence>
<xs:element ref="TroubleTicket"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TroubleTicket'>
<xs:complexType>
<Xs:sequence>
<xs:element ref="TicketlID"/>
<xs:element ref="ResourceNum'/>

-86-



<xs:element ref="RootCause'/>
<xs:element ref="StaffName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TicketID" type="'xs:NCName'/>
<xs:element name="ResourceNum" type="Xxs:NMTOKEN"/>
<xs:element name="RootCause''>
<xs:complexType>
<xs:simpleContent>
<xs:extension base='"'xs:NCName''>
<xs:attribute name="id" use="required"
type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
<xs:element name='StaffName">
<xs:complexType>
<xs:simpleContent>
<xs:extension base="xs:NCName'>
<xs:attribute name="1d" use="‘required”
type=""xs:NCName"''/>
</xs:extension>
</xs:simpleContent>
</xs:complexType>
</xs:element>
</xs:schema>
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<Request>
<Head>
<SourceSystemlID>FORCE</SourceSystemlD>
<SourceMessage 1 D>F012345678</SourceMessage 1 D>
<DestSystemlD>PH</DestSystemID>
<ServiceName>UpdateTicket</ServiceName>
</Head>
<Body>




<TroubleTicket>
<TicketlD>TP12345678</TicketlID>
<ResourceNum>225D825123</ResourceNum>
<RootCause id:"CPE">§§Fﬁﬁgﬁ%ﬁ&ﬁ?&5§</RootCause>
<StaffName i1d="A02857">3 ¥ 4 </StaffName>
</TroubleTicket>
</Body>
</Request>

o
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<?xml version="1.0" encoding="UTF-8"?>
<xs:schema xmlns:xs="http://www.w3.0rg/2001/XMLSchema**
elementFormDefault="qualified >
<xs:element name="Publish">
<xs:complexType>
<XSs:sequence>
<xs:element-ref=""Head''/>
<xs:element:ref=""Body' />
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="Head'>
<xs:complexType>
<Xs:sequence>
<xs:element ref="SourceSystemlD"/>
<xs:element ref="SourceMessagelD"/>
<xs:element ref="DestSystemlID"/>
<xs:element ref="ServiceName'/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name=""SourceSystemID" type="xs:NCName"/>
<xs:element name=""SourceMessagelD" type=""xs:NCName'/>
<xs:element name="DestSystemID" type="Xs:string"/>
<xs:element name="ServiceName'™ type=""xs:NCName'/>
<xs:element name="Body''>




<xs:complexType>
<Xs:sequence>
<xs:element ref="TroubleState'/>
<xs:element ref="ResourceNum'/>
<xs:element ref="StartTime"/>
<xs:element ref="ClosedTime"/>
<xs:element ref="Customer/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="TroubleState"™ type=""xs:NCName'/>
<xs:element name="ResourceNum"” type="Xxs:NMTOKEN"/>
<xs:element name="StartTime" type='xs:string"/>
<xs:element name="ClosedTime" type="xs:string'/>
<xs:element name="Customer">
<xs:complexType>
<Xs:sequence>
<xs:element ref="EnterpriselD"/>
<xs:element - -ref="EnterpriseName'/>
<xs:element;ref="Contact' />
<xs:element “ref="Phone"/>
<xs:element ref="Address"/>
</Xs:sequence>
</xs:complexType>
</xs:element>
<xs:element name="EnterpriselD" type=""xs:NCName'/>
<xs:element name="EnterpriseName"™ type=""xs:NCName'/>
<xs:element name="Contact™ type="xs:string'/>
<xs:element name="Phone" type=""Xs:NMTOKEN"/>
<xs:element name="Address"™ type=""xs:NCName'/>
</xs:schema>
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<Publish>
<Head>
<SourceSystemlD>PH</SourceSystemID>
<SourceMessage 1D>PH02040909</SourceMessage 1 D>
<DestSystemlD>*</DestSystemlD>




<I--Notify message when trouble open or closed-->
<ServiceName>TroubleNotify</ServiceName>
</Head>
<Body>
<I-- state=open/closed -->
<TroubleState>closed</TroubleState>
<ResourceNum>225D825123</ResourceNum>
<StartTime>95-05-19 10:00</StartTime>
<ClosedTime>95-05-19 17:30</ClosedTime>
<Customer>
<EnterpriselD>A987654321</EnterpriselD>

Ja

<EnterpriseName>Hl@uﬁggﬁL?</EnterpriseName>
<Contact>Mr. YEH</Contact>
<Phone>02-22113456</Phone>
<Address>f}jbﬁﬂﬁiy%mqﬁglooﬁﬁ</Address>
</Customer>
</Body>

</Publish>
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