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<?xml version ="1.0" encoding ="UTF-8" ?>
<p:predictionPolicy Type PredictionPolicyld ="mean_book_time"
xmins:p ="http://www.slaatsoi.org/prediction-policy"
xmins:xsi  ="http://www.w3.0rg/2001/XMLSchema-instance"
xsi:schemalLocation ="http://www.slaatsoi.org/prediction-policy
../..Imain/resources/model/prediction-policy.xsd"
>
<PredictionTarget >
<Variable  Slald ="98989893947" AgreementTermld ="Monitorable"
Guaranteedld ="MeanCompletionTimeState 2"
QoSId ="http://www.slaatsoi.org/commonTerms#completion_tim e" />
<ComparisonOperator ~ >less_than </ ComparisonOperator >
<Value >400</ Value >
</ PredictionTarget >
<Predictor >
<l-- The class name implementing the selected predi ctor. The class name
MUST be correct otherwise it won't be dynamically loaded -->

<Predictorld  >uk.ac.city.soi.everestplus.predictor.MTStarPredicto r </ Predictorld
<AuxiliaryVariables >
<Variable  Slald ="98989893947" AgreementTermld ="Monitorable"
Guaranteedld ="ldleTimeState" QoSId ="http://www.slaatsoi.org/extension#idle_time" />
</ AuxiliaryVariables >
</ Predictor >
<PredictionSettings >
<l-- Prediction horizon is expressed in millisecond s (1 minute) -->
<PredictionHorizon >60000 </ PredictionHorizon >
<HistorySize  >100</ HistorySize >
<NotificationThresholds >
<l-- A warning event is triggered when violation pr obability is
greater than 0.90 -->
<NotificationThreshold >
<Operator >greater_than </ Operator >
<Value >0.90 </ Value >
</ NotificationThreshold >
<l-- A 'warning event is triggered when violation pr obability is
less than 0.1 -->
<NotificationThreshold >
<Operator >less_than </ Operator >
<Value >0.1 </ Value >
</ NotificationThreshold >
</ NotificationThresholds >
</ PredictionSettings >
</ p:predictionPolicyType >
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sla {
agreedAt = Mon Dec 20 00:00:00 CET 2010
effectiveFrom = Sat Jan 01 00:00:00 CET 2011
effectiveUntil = Sat Dec 31 00:00:00 CET 2011
templateld = 98989893310
uuid = 98989893010
sla_model_version = sla_at_soi_sla_model_v1.0

/I The Citizen Service Center (CSC) offers heal
/I mobility services to the citizens

party {

id = CitizenServiceCenter

role = provider

/I The mobility provider offers, to the CSC, mo
/I services for the citizens

party {

id = MobilityProvider

role = third_party_provider

/l The healthcare structure offers, to the CSC,
/I h care services for the citizens
party {
id = HealthCareStructure
role = third_party_provider
}
/I The Governance acquire services on behalf of
party {
id = Governance
role = customer
/I Citizens consumes services provided by t
Governance
operative {

id = Citizen
}
}
[* ---- INTERFACE DECLARATIONS----------=-==--=----
__________ */
interface_declr {
id = Booking

provider_ref = provider

bility

healt

the citizens

he CSC to the




endpoint {
id = CitizenServiceCenterBooking
location = 033297956
protocol = telephone

interface_spec {
name = Booking
operation {
id = phoneCall
related {
name = returnValue
datatype = xsd:string

domain = ( member_of ["lost" xsd:string, "busy"
xsd:string, "accepted" xsd:string] )
auxiliary = false
}
related {
name = test

datatype = xsd:boolean
auxiliary = false
}
}

operation {
id = bookTreatment
output {
name = reservationld
datatype = xsd:long
auxiliary = false

output {
name = ReservationDate
datatype = xsd:dateTime
auxiliary = false

operation {
id = bookMobility
output {
name = reservationid
datatype = xsd:long
auxiliary = false

output {
name = pickupTime
datatype = xsd:dateTime
auxiliary = false

output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false

output {
name = coveredKm
datatype = xsd:float
auxiliary = false




interface_declr {
id = Citizenl
provider_ref = Governance/Citizen
interface_spec {
name = Citizenl
operation {
id = operatorAnswer

}
operation {
id = pickup
}
operation {
id = arrival
} .
operation {
id = treatment
}
operation {
id = treatmentCheckout
}
}
interface_declr {

id = CSCReporting
provider_ref = customer
endpoint {
id = REPORTING_ID
location = http://Governance/CSCReporti
protocol = SOAP

interface_spec {
name = CSCReporting
operation {
id = report
input {
name = LS
datatype = xsd:float
auxiliary = false

input {
name = NR
datatype = xsd:integer
auxiliary = false

input {
name = O
datatype = xsd:integer
auxiliary = false

input {
name = MEAN_MOB_OPTIONS
datatype = xsd:float
auxiliary = false

input {
name = MEAN_HEALTH_BOOK_TIME
datatype = xsd:float
auxiliary = false

ng




input {
name = MEAN_MOBIL_BOOK_TIME
datatype = xsd:float
auxiliary = false

input {
name = MAX_HEALTH_BOOK_TIME
datatype = xsd:float
auxiliary = false

input {
name = MAX_MOBIL_BOOK_TIME
datatype = xsd:float
auxiliary = false

input {
name = MEAN_BOOK_TIME
datatype = xsd:float
auxiliary = false

input {
name = MAX_BOOK_TIME
datatype = xsd:float
auxiliary = false

input {
name = PENALTY
datatype = xsd:float
auxiliary = false

input {
name = DAYS_OF_SERVICE
datatype = xsd:int
auxiliary = false

input {
name = NUMBER_OF_CALLS
datatype = xsd:int
auxiliary = false

input {
name = MEAN_OP_RESP_TIME
datatype = xsd:float
auxiliary = false

input {
name = PERC_MOB_BOOKING_SATISFI
datatype = xsd:float
auxiliary = false

input {
name = NUMB_TRANSPORTED_CITIZEN
datatype = xsd:float
auxiliary = false

input {
name = TOTAL_COVERED_DISTANCE
datatype = xsd:float
auxiliary = false

ED




input {
name = NUMB_LATE_PICKUP
datatype = xsd:int
auxiliary = false

input {
name = NUMB_LATE_ARRIVAL
datatype = xsd:int
auxiliary = false

input {
name = NUMB_PROV_TREATMENTS
datatype = xsd:int
auxiliary = false

input {
name = NUMB_TREATMENTS_WITH_LON G_WAITING
datatype = xsd:int
auxiliary = false

input {
name =T1
datatype = xsd:int
auxiliary = false

input {
name = T2
datatype = xsd:int
auxiliary = false

input {
name = T3
datatype = xsd:int
auxiliary = false

input {
name = T4
datatype = xsd:int
auxiliary = false

input {
name = T5
datatype = xsd:int
auxiliary = false

interface_declr {
id = Notifying
provider_ref = provider
endpoint {
id = CitizenServiceCenterNotification
location = http://CitizenCerviceCenter/ Noatification
protocol = SOAP

interface_spec {
name = Notifying
operation {




id = rescheduleTreatment
input {
name = treatmentReservationld
datatype = xsd:long
auxiliary = false

}
}
}
}

interface_declr {
id = Evaluation
provider_ref = Governance/Citizen
endpoint {
id = EVALUATION_ID
location = 94890898
protocol = SOAP

interface_spec {
name = Evaluation
operation {
id = getSatisfactionLevels
input {

name = TreatmentReservationld
datatype = xsd:long
auxiliary = false

output {
name = MedicalTreatmentQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false

output {
name = MobilityQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false

output {
name = CallCenterQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false

output {
name = OverallQuality
datatype = xsd:integer

domain = (>="1"and <="5")
auxiliary = false
}
}
}
}
interface_declr {
id = Mobility
provider_ref = MobilityProvider
endpoint {




id = MOBILITY_ID
location = 6436676
protocol = SOAP

interface_spec {
name = Mobility
operation {
id = getTripOptions
output {
name = tripOptions
datatype = ArrayOfTripOptionTyp
auxiliary = false
}
}

operation {
id = bookTripOption
input {
name = tripOption
datatype = xsd:dateTime
auxiliary = false

output {
name = reservationid
datatype = xsd:long
auxiliary = false

output {
name = pickupTime
datatype = xsd:dateTime
auxiliary = false

output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false

output {
name = coveredKm
datatype = xsd:float
auxiliary = false

interface_declr {
id = Treatment
provider_ref = HealthCareStructure
endpoint {
id = TREATMENT_ID
location = 6436677
protocol = SOAP

interface_spec {
name = Treatment
operation {
id = treatmentCheckin
input {
name = TreatmentReservationld
datatype = xsd:long

"1C #




auxiliary = false

}
}
}
}

Il Accountable = HealthCareStructure
mtq is
mean(series(Evaluation/getSatisfactionLevels/Medica
periodic['1" month]))

/I Accountable = MobilityProvider
mobq is
mean(series(Evaluation/getSatisfactionLevels/Mobili
periodic['1" month]))

Il Accountable = CitizenServiceCenter
ccq is
mean(series(Evaluation/getSatisfactionLevels/CallCe
periodic['1" month]))

Il Accountable = CitizenServiceCenter
overallq is
mean(series(Evaluation/getSatisfactionLevels/Overal
periodic['1" month]))

/I Accountable = CitizenServiceCenter

ar is value(arrival_rate(Booking/phoneCall), periodic["1

/I Accountable = CitizenServiceCenter

ITreatmentQuality,

tyQuiality,

nterQuality,

IQuality,

" month])

mean_satisfaction_level is +(+(+(*(overallg, "0.35"), *(ccq,

"0.15"), *(mobg, "0.15")), *(mtg, "0.35")

/I percent_lost_calls denotes the percentage of
/I calls during the last month
Il Accountable = CitizenServiceCenter
percent_lost_calls is
/(count(series(Booking/phoneCall/returnValue, perio
"lost" xsd:string), count(series(Booking/phoneCall/
month]), = false))

/I percent_busy_lines denotes the percentage o
/I's with busy line during the last month
Il Accountable = CitizenServiceCenter
percent_busy_lines is
/(count(series(Booking/phoneCall/returnValue, perio
"busy" xsd:string), count(series(Booking/phoneCall/
month]), = true))

/l mean_mob_options denotes the average number
/I p options offered to the citizens.

lost

dic['1" month]), =
test, periodic["1"

f call

dic['1" month]), =
t est, periodic["1"

of tri

" CO #




/I Accountable = MobilityProvider
mean_mob_options  is
mean(series(count(Mobility/getTripOptions/tripOptio
month]))

/l mean_mobil_book_time denotes the average com
// ion time of mobility booking during last mon
/I Accountable = CallCenter
mean_mobil_book_time is
mean(series(completion_time(Booking/bookMobility),
month]))

/l max_mobil_book_time denotes the average comp
// on time of mobility booking during last mont
/I Accountable = CallCenter
max_mobil_book_time is
max(series(completion_time(Booking/bookMobility), p
month]))

/ mean_health_book_time denotes the average co
/[ tion time of health treatment booking during
/I Accountable = HealthCareStructure
mean_health_book_time is
mean(series(completion_time(Booking/bookTreatment),
month]))

/l max_health_book_time denotes the average com
/l ion time of health treatment booking during
/I Accountable = HealthCareStructure
max_health_book_time is
max(series(completion_time(Booking/bookTreatment),
month]))

/I Accountable = CitizenServiceCenter
mean_book_time is
mean(series(completion_time(Citizenl/operatorAnswer
Booking/phoneCall), periodic["1" month]))

/I Accountable = CitizenServiceCenter
max_book_time is
max(series(completion_time(Citizenl/operatorAnswer,
Booking/phoneCall), periodic["1" month]))

// t1 denotes the number of phone call with ope
time less than 30 sec
/I Accountable = CitizenServiceCenter

t1 is count(series(completion_time(Booking/phonecCall,

Citizenl/operatorAnswer), periodic['1" month]), <"

// 12 denotes the number of phone call with ope
time between 30 and 45 sec
/I Accountable = CitizenServiceCenter

t2 is count(series(completion_time(Booking/phonecCall,

Citizenl/operatorAnswer), periodic["1" month]), (>=

s))

// t3 denotes the number of phone call with ope
time between 45 and 90 sec
/I Accountable = CitizenServiceCenter

ns), periodic["1"

pletit
th

periodic["1"

letiti
h

eriodic["1"

mpleti
last month

periodic["1"

pletit
last month

periodic["1"

rator response

30" s)

rator response

"30" s and < "45"

rator response




t3 is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic["1" month]), (>= "45" s and < "90"

s))

I t4 denotes the number of phone call with ope rator response t
Il ime between 90 and 120 sec
Il Accountable = CitizenServiceCenter

t4 is count(series(completion_time(Booking/phonecCall,

Citizenl/operatorAnswer), periodic["1" month]), (>= "90" s and <
"120" s))
/I t5 denotes the number of phone call with ope rator response

time less than 120 sec
Il Accountable = CitizenServiceCenter
t5 is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic['1" month]), >= "120" s)

/I Accountable = CitizenServiceCenter
pcc is +(+(+(+(*(t1, "1.3"), t2), *(t3, "0.9"), *(t4, "0 7)),
*(t5, "0.5"))

/I Accountable = CitizenServiceCenter
numb_violations is violation_count()

/I Accountable = CitizenServiceCenter
penalty is *(pcc, *(numb_violations, "0.10" EUR))

/I Accountable = CitizenServiceCenter
days_of service is -(current_time(), effectiveFrom)

Il Accountable = CitizenServiceCenter
mean_op_resp_time s
mean(series(completion_time(Booking/phoneCall,
Citizenl/operatorAnswer), periodic["'1" month]))

/I Accountable = CitizenServiceCenter

perc_mob_booking_satisfied is
/(count(series(Mobility/bookTripOption/reservation| d, periodic["'1"
month])), count(series(Booking/bookMobility/reserva tionld,

periodic['1" month])))

/I Accountable = MobilityProvider
numb_transported_citizens is count(series(Citizenl/pickup,
periodic['1" month]))

/I Accountable = MobilityProvider
total_covered_distance is
sum(series(Mobility/bookTripOption/coveredKm, perio dic['1" month]))

/I Accountable = MobilityProvider
numb_late_pickup is
count(series(subtract(Citizenl/pickup/request_time,




Mobility/bookTripOption/pickupTime), periodic["1" m

/I Accountable = MobilityProvider
numb_late_arrival is
count(series(subtract(Citizenl/arrival/request_time

Mobility/bookTripOption/arrivalTime), periodic["1"
min)
/I Accountable = HealthCareStructure
numb_prov_treatments is count(series(Citizenl/treatment,
periodic['1" month]))
/I Accountable = HealthCareStructure
numb_treatments_with_long_waiting is
count(series(completion_time(Treatment/treatmentChe
Citizenl/treatment), periodic["1" month]), > "1" hr

/% ---- AGREEMENT TERMS----rnormemmemmemeememmenes

agreement_term {

id = GuarStates
precondition  { ar <"300" calls_per_day
guaranteed_state {

id=0G1
mean_satisfaction_level >="3"
}
guaranteed_state {
id=G2
percent_lost_calls < "11" percentage
}
guaranteed_state {
id=G3
mean_op_resp_time <"90" s
}
guaranteed_state {
id=G4
percent_busy_lines < "3" percentage
}
guaranteed_state {
id =G5
mean_health_book_time <="250" s
}
guaranteed_state {
id = G6
mean_mobil_book_time <="150" s
}
guaranteed_state {
id=G7
mean_book_time <="400" s
}

agreement_term {
id = GuarActions
guaranteed_action {
id = kpiReporting
actor = provider
policy = mandatory

onth]), > "5" min)

’rnonth]), >"5"

ckin,

s)




trigger = periodic['1" month]

invocation  {
endpoint = CSCReporting/REPORTING _|
operation = CSCReporting/report
paranmy{
name = MEAN_OP_RESP_TIME
value = "mean_op_resp_time"
}
paramy{
name = NUMB_LATE_ARRIVAL
value = "numb_late_arrival"
}
paranmy{
name = MEAN_HEALTH_BOOK_TIME
value = "mean_health_book_time"
}
paramy{
name = NUMB_PROV_TREATMENTS
value = "numb_prov_treatments"
}
paranmy{
name = O
value = "percent_busy_lines"
}
paranmy{
name = NR
value = "percent_lost_calls"
}
paramy{
name = MAX_BOOK_TIME
value = "max_book_time"
}
paramy{
name = LS
value = "mean_satisfaction_leve
}
paramy{
name = DAYS_OF_SERVICE
value = "days_of_service"
}
paramy{
name = T4
value = "t4"
}
paranmy{
name =T5
value = "t5"
}
paramy{
name = MAX_MOBIL_BOOK_TIME
value = "max_mobil_book_time"
}
paranmy{
name = MEAN_MOB_OPTIONS
value = "mean_mob_options"
}
paramy{
name = NUMBER_OF_CALLS
value = "ar"

}

parany{

"C> #




}

}

name = TOTAL_COVERED_DISTANCE
value = "total_covered_distance
}
paranmy{
name = PERC_MOB_BOOKING_SATISFI
value = "perc_mob_booking_satis
}
paranmy{
name = NUMB_LATE_PICKUP
value = "numb_late_pickup"”
}
paramy{
name=T1
value = "t1"
}
paranmy{
name = MEAN_BOOK_TIME
value = "mean_book_time"
}
paramy{
name =T3
value = "t3"
}
paranmy{
name =T2
value = "t2"
}
paramy{
name = MEAN_MOBIL_BOOK_TIME
value = "mean_mobil_book_time"
}
paramy{
name = PENALTY
value = "penalty”
}
paramy{
name = MAX_HEALTH_BOOK_TIME
value = "max_health_book_time"
}
paranmy{
name = NUMB_TREATMENTS_WITH_LON
value = "numb_treatments_with_|
}
paranmy{
name = NUMB_TRANSPORTED_CITIZEN
value = "numb_transported_citiz

}

guaranteed_action {
id = penaltyAction
actor = provider
policy = mandatory
trigger = periodic["1" month]
penalty {
price = "penalty"

}

ED
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ong_waiting"

ens"




% I 6 )

sla_template  {
uuid = 98989893310
sla_model_version = sla_at_soi_sla_model_v1.0

/I The Citizen Service Center (CSC) offers heal
/I mobility services to the citizens

party {
id = CitizenServiceCenter
role = provider

/I The mobility provider offers, to the CSC, mo
/I services for the citizens

party {
id = MobilityProvider
role = third_party_provider

}
/I The healthcare structure offers, to the CSC,
/I h care services for the citizens

party {
id = HealthCareStructure
role = third_party_provider
/I The Governance acquire services on behalf of
party {
id = Governance
role = customer

/I Citizens consumes services provided by t
Governance
operative {

bility

healt

the citizens

he CSC to the

id= Citizen
}
[* -—-- INTERFACE DECLARATIONS-------mmmmmmmmmeme
__________ */
interface_declr {
id = Booking
provider_ref = provider
endpoint {
id = CitizenServiceCenterBooking
location = 033297956
protocol = telephone
}
interface_spec {
name = Booking
operation {
id = phoneCall
related {
name = returnValue
datatype = xsd:string
domain = ( member_of ["lost" xsd:string, "busy"”
xsd:string, "accepted” xsd:string] )




auxiliary = false
}
related {
name = test
datatype = xsd:boolean
auxiliary = false
}
}
operation {
id = bookTreatment
output {
name = reservationld
datatype = xsd:long
auxiliary = false
}
output {
name = ReservationDate
datatype = xsd:dateTime
auxiliary = false
}
}
operation {
id = bookMobility
output {
name = reservationld
datatype = xsd:long
auxiliary = false
}
output {
name = pickupTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = coveredKm
datatype = xsd:float
auxiliary = false
}
}

interface_declr

id = Citizenl

provider_ref =
interface_spec

{

Governance/Citizen

{

name = Citizenl
operation {
id = operatorAnswer
}
operation {
id = pickup
}
operation {
id = arrival




operation {
id = treatment
}
operation {
id = treatmentCheckout
}
}
interface_declr {
id = CSCReporting
provider_ref = customer
endpoint {
id = REPORTING_ID
location = http://Governance/CSCReporting
protocol = SOAP
}
interface_spec {
name = CSCReporting
operation {
id = report
input {
name = LS
datatype = xsd:float
auxiliary = false
}
input {
name = NR
datatype = xsd:integer
auxiliary = false
}
input {
name = (0]
datatype = xsd:integer
auxiliary = false
}
input {
name = MEAN_MOB_OPTIONS
datatype = xsd:float
auxiliary = false
}
input {
name = MEAN_HEALTH_BOOK_TIME
datatype = xsd:float
auxiliary = false
}
input {
name = MEAN_MOBIL_BOOK_TIME
datatype = xsd:float
auxiliary = false
}
input {
name = MAX_HEALTH_BOOK_TIME
datatype = xsd:float
auxiliary = false
}
input {
name = MAX_MOBIL_BOOK_TIME
datatype = xsd:float

"Cl#




}

}

}

}

}

}

}

}

}

}

}

}

auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

input {
name =
datatype =
auxiliary =

false

MEAN_BOOK_TIME
xsd:float
false

MAX_BOOK_TIME
xsd:float
false

PENALTY
xsd:float
false

DAYS_OF_SERVICE
xsd:int
false

NUMBER_OF_CALLS
xsd:int
false

MEAN_OP_RESP_TIME
xsd:float
false

PERC_MOB_BOOKING_SATISFIED
xsd:float
false

NUMB_TRANSPORTED_CITIZENS
xsd:float
false

TOTAL_COVERED_DISTANCE
xsd:float
false

NUMB_LATE_PICKUP
xsd:int
false

NUMB_LATE_ARRIVAL
xsd:int
false

NUMB_PROV_TREATMENTS
xsd:int
false




}

input
name = NUMB_TREATMENTS_WITH_LONG_WAITING
datatype = xsd:int
auxiliary = false
} .
input
name = T1
datatype = xsd:int
auxiliary = false
} .
input
name = T2
datatype = xsd:int
auxiliary = false
} .
input
name = T3
datatype = xsd:int
auxiliary = false
} .
input
name = T4
datatype = xsd:int
auxiliary = false
} .
input
name = T5
datatype = xsd:int
auxiliary = false
}
}
}
interface_declr {
id = Notifying
provider_ref = provider
endpoint {
id = CitizenServiceCenterNotification
location = http://CitizenCerviceCenter/Notification
protocol = SOAP
}
interface_spec
name = Notifying
operation
id = rescheduleTreatment
input {
name = treatmentReservationld
datatype = xsd:long
auxiliary = false
}
}
}
interface_declr {
id = Evaluation

provider_ref =

Governance/Citizen

! " 00 #




endpoint {

id= EVALUATION_ID
location = 94890898
protocol = SOAP
}
interface_spec {
name = Evaluation
operation {
id = getSatisfactionLevels
input {
name = TreatmentReservationld
datatype = xsd:long
auxiliary = false
}
output {
name = MedicalTreatmentQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = MobilityQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = CallCenterQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = OverallQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
}
}
}
interface_declr {
id= Mobility
provider_ref = MobilityProvider
endpoint {
id= MOBILITY_ID
location = 6436676
protocol = SOAP
}
interface_spec {
name = Mobility
operation {
id = getTripOptions
output {
name = tripOptions
datatype = ArrayOfTripOptionType
auxiliary = false

}
}




operation {

id = bookTripOption
input {
name = tripOption
datatype = xsd:dateTime
auxiliary = false
}
output {
name = reservationld
datatype = xsd:long
auxiliary = false
}
output {
name = pickupTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = coveredKm
datatype = xsd:float
auxiliary = false
}
}
}
}
interface_declr {
id = Treatment
provider_ref = HealthCareStructure
endpoint {
id = TREATMENT_ID
location = 6436677
protocol = SOAP
}
interface_spec {
name = Treatment
operation {
id = treatmentCheckin
input {
name = TreatmentReservationld
datatype = xsd:long
auxiliary = false
}
}
}
}

/'CUSTOM_max_arrival_rate' denotes the max av
/I arrival rate assumed in the preconsidtion of
/I nteed states. It is a customisable value.

erage
guara

CUSTOM_max_arrival_rate is (>="500" calls_per_day and <="10000"




calls_per_day) <<"500" calls_per_day>>

//'CUSTOM_min_average_satisfaction_level' deno
/I e guaranteed minumum average satisfaction le
/I the citizens. It is a customisable value.
CUSTOM_min_average_satisfaction_level
<<"1">>

/I'CUSTOM_max_percent_lost_calls' denotes the
// teed max average percentage of last call. It
value.

CUSTOM_max_percent_lost_calls is (>="1"

percentage) <<"11" percentage>>

/['CUSTOM_max_mean_op_resp_time' denotes the g
/I eed max average percentage of last call. It
value.

CUSTOM_max_mean_op_resp_time is (>="10"

<<"300" s>>

//'CUSTOM_max_percent_busy_lines' denotes the
/l teed minumum average percentage of busy line
/I d by the tester. It is a customisable value.

CUSTOM_max_percent_busy_lines is (>="1"

percentage) <<"20" percentage>>

tes th
vel of

is (>="1"and <="5")

guaran

is a customisable
percentage and <= "99"

uarant

is a customisable
s and <="300" s)

guaran

s foun

percentage and <= "99"

CUSTOM_phone_call_cost is (>="0"EUR and <="2" EUR) <<"1" EUR>>

/I Accountable = HealthCareStructure
mtq is
mean(series(Evaluation/getSatisfactionLevels/Medica
periodic['1" month]))

/I Accountable = MobilityProvider
mobq is
mean(series(Evaluation/getSatisfactionLevels/Mobili
periodic['1" month]))

/I Accountable = CitizenServiceCenter
ccq is
mean(series(Evaluation/getSatisfactionLevels/CallCe
periodic['1" month]))

/I Accountable = CitizenServiceCenter
overallg is
mean(series(Evaluation/getSatisfactionLevels/Overal
periodic['1" month]))

/I Accountable = CitizenServiceCenter

ITreatmentQuality,

tyQuiality,

nterQuality,

IQuality,

ar is value(arrival_rate(Booking/phoneCall), periodic["1" month])

/I Accountable = CitizenServiceCenter

mean_satisfaction_level is  +(+(+(*(overallg, "0.35"), *(ccq,

"0.15"), *(mobg, "0.15")), *(mtg, "0.35")




/I percent_lost_calls denotes the percentage of
/[ calls during the last month
/I Accountable = CitizenServiceCenter
percent_lost_calls is
/(count(series(Booking/phoneCall/returnValue, perio
"lost" xsd:string), count(series(Booking/phoneCall/
month]), = false))

/I percent_busy_lines denotes the percentage o
/I's with busy line during the last month
/I Accountable = CitizenServiceCenter
percent_busy_lines is
/(count(series(Booking/phoneCall/returnValue, perio
"busy" xsd:s  tring), count(series(Booking/phoneCall/test, period
month]), = true))

/l mean_mob_options denotes the average number
/I p options offered to the citizens.
/I Accountable = MobilityProvider
mean_mob_options is
mean(series(count(Mobility/getTripOptions/tripOptio
month]))

/l mean_mobil_book_time denotes the average com
// ion time of mobility booking during last mon
/I Accountable = CallCenter
mean_mobil_book_time is
mean(series(completion_time(Booking/bookMobility),
month]))

/l max_mobil_book_time denotes the average comp
// on time of mobility booking during last mont
/I Accountable = CallCenter
max_mobil_book_time is
max(series(completion_time(Booking/bookMobility), p
month]))

/l mean_health_book_time denotes the average co
/[ tion time of health treatment booking during
/I Accountable = HealthCareStructure
mean_health_book_time is
mean(series(completion_time(Booking/bookTreatment),
month]))

/I max_health_book_time denotes the average com
/l ion time of health treatment booking during
/I Accountable = HealthCareStructure
max_health_book_time is
max(series(completion_time(Booking/bookTreatment),
month]))

/I Accountable = CitizenServiceCenter
mean_book_time is
mean(series(completion_time(Citizenl/operatorAnswer
Booking/phoneCall), periodic["1" month]))

/I Accountable = CitizenServiceCenter
max_book_time is
max(series(completion_time(Citizenl/operatorAnswer,

lost

dic["1" month]), =
test, periodic["1"

f call

dic["1" month]), =
ic["1"

of tri

ns), periodic["1"

pletit
th
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Booking/phoneCall), periodic["1" month]))

// t1 denotes the number of phone call with ope rator response
time less than 30 sec
/I Accountable = CitizenServiceCenter
tl is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic["'1" month]), <" 30"s)

// 12 denotes the number of phone call with ope rator response
time between 30 and 45 sec
/I Accountable = CitizenServiceCenter
t2 is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic["1" month]), (>= "30" s and < "45"

s))

// t3 denotes the number of phone call with ope rator response
time between 45 and 90 sec
/I Accountable = CitizenServiceCenter
t3 is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic["1" month]), (>= "45" s and < "90"

s))

/Il t4 denotes the number of phone call with ope rator response t
/I ime between 90 and 120 sec
/I Accountable = CitizenServiceCenter

t4 is count(series(completion_time(Booking/phonecCall,

Citizenl/operatorAnswer), periodic["1" month]), (>= "90" s and <
"120" s))
/I t5 denotes the number of phone call with ope rator response

time less than 120 sec
/I Accountable = CitizenServiceCenter
t5 is count(series(completion_time(Booking/phonecCall,
Citizenl/operatorAnswer), periodic['1" month]), >= "120" s)

/I Accountable = CitizenServiceCenter
pcc is  H(+(+H(+(*(t1, "1.3"), t2), *(t3, "0.9"), *(t4, "0. ™),
*(t5, "0.5"))

/I Accountable = CitizenServiceCenter
numb_violations is violation_count()

/I Accountable = CitizenServiceCenter
penalty is *(pcc, *(numb_violations, CUSTOM_phone_call_cost))

/I Accountable = CitizenServiceCenter
days_of_service is -(current_time(), effectiveFrom)

/I Accountable = CitizenServiceCenter
mean_op_resp_time  is
mean(series(completion_time(Booking/phoneCall,
Citizenl/operatorAnswer), periodic["1" month]))

/I Accountable = CitizenServiceCenter
perc_mob_booking_satisfied is




/(count(series(Mobility/bookTripOption/reservation| d, periodic["'1"
monthy])), count(series(Booking/bookMobility/reserva tionld,
periodic['1" month])))

/I Accountable = MobilityProvider
numb_transported_citizens is count(series(Citizenl/pickup,
periodic['1" month]))

/I Accountable = MobilityProvider
total_covered_distance is
sum(series(Mobility/bookTripOption/coveredKm, perio dic['1" month]))

/I Accountable = MobilityProvider
numb_late_pickup is
count(series(subtract(Citizenl/pickup/request_time,
Mobility/bookTripOption/pickupTime), periodic["1" m onth]), > "5" min)

/I Accountable = MobilityProvider
numb_late_arrival is
count(series(subtract(Citizenl/arrival/request_time ,
Mobility/bookTripOption/arrivalTime), periodic["1" month]), > "5"
min)

/I Accountable = HealthCareStructure
numb_prov_treatments is count(series(Citizenl/treatment,
periodic['1" month]))

/I Accountable = HealthCareStructure

numb_treatments_with_long_waiting is
count(series(completion_time(Treatment/treatmentChe ckin,
Citizenl/treatment), periodic["1" month]), > "1" hr s)

[ --- AGREEMENT TERMS--cmrmmemmemmmmcmcmmmces e

%/
agreement_term {
id = GuarStates
precondition { ar < CUSTOM_max_arrival_rate }
guaranteed_state {
id= G1

mean_satisfaction_level >=
CUSTOM_min_average_satisfaction_level

}
guaranteed_state {
id= G2
percent_lost_calls < CUSTOM_max_percent_lost_calls

guaranteed_state {
id= G3
mean_op_resp_time < CUSTOM_max_mean_op_resp_time

guaranteed_state {
id= G4
percent_busy_lines < CUSTOM_max_percent_busy_lines




guaranteed_state {
id= G5
mean_health_book_time <="250" s

guaranteed_state {
id= G6
mean_mobil_book_time <="150" s

guaranteed_state {
id= G7
mean_book_time <="400" s

}
agreement_term {
id = GuarActions
guaranteed_action {
id = kpiReporting
actor = provider
policy = mandatory
trigger = periodic['1" month]
invocation  {
endpoint = CSCReporting/REPORTING_ID
operation = CSCReporting/report
paranmy{
name = MEAN_OP_RESP_TIME
value =" mean_op_resp_time
}
paranmy{
name = NUMB_LATE_ARRIVAL
value =" numb_late_arrival
}
paranmy{
name = MEAN_HEALTH_BOOK_TIME
value =" mean_health_book_time
}
paranmy{
name = NUMB_PROV_TREATMENTS
value =" numb_prov_treatments
}
paranmy{
name = (0]
value =" percent_busy_lines
}
paranmy{
name = NR
value =" percent_lost_calls
}
paranmy{
name = MAX_BOOK_TIME
value =" max_book_time "
}
paranmy{
name = LS
value =" mean_satisfaction_level
}
paranmy{
name = DAYS_OF_SERVICE
value =" days_of_service
}

parany{




name = T4
value =" t4 "

paranmy{
name = T5
value =" t5 "

paranmy{
name = MAX_MOBIL_BOOK_TIME
value =" max_mobil_book_time

paramy{
name = MEAN_MOB_OPTIONS
value =" mean_mob_options

paranmy{
name = NUMBER_OF_CALLS
value =" ar"

paramy{
name = TOTAL_COVERED_DISTANCE
value =" total_covered_distance

paranmy{
name = PERC_MOB_BOOKING_SATISFIED
value =" perc_mob_booking_satisfied

param{
name = NUMB_LATE_PICKUP
value =" numb_late_pickup

paranmy{
name = T1
value =" t1"

paramy{
name = MEAN_BOOK_TIME
value =" mean_book_time "

paranmy{
name = T3
value =" t3 "

paranmy{
name = T2
value =" t2"

paranmy{
name = MEAN_MOBIL_BOOK_TIME
value =" mean_mobil_book_time

paranmy{
name = PENALTY
value =" penalty

paranmy{
name = MAX_HEALTH_BOOK_TIME
value =" max_health_book_time

paranmy{
name = NUMB_TREATMENTS_WITH_LONG_WAITING




value =" numb_treatments_with_long_waiting
}
paranmy{
name = NUMB_TRANSPORTED_CITIZENS
value =" numb_transported_citizens '
}
}
} .
guaranteed_action {
id = penaltyAction
actor = provider
policy = mandatory
trigger = periodic['1" month]
penalty {
price = "penalty”
}
}
}
}
o7 & 11 & 4 $
|
sla_template  {
uuid = 55557773311

sla_model_version =

sla_at_soi_sla_model_v1.0

party {
id = CitizenServiceCenter
role = customer
operative {
id=Citizen
}
}
party {
id = MobilityProvider
role = provider
}
interface_declr {
id = CabTransporting

provider_ref =

endpoint {

id=
location =
protocol =

}

provider
CabTransporting_ID

HUMAN

interface_spec {




name = CabTransporting

}
interface_declr {
id = Citizenl
provider_ref = CitizenServiceCenter/Citizen
interface_spec {
name = Citizenl
operation {
id = operatorAnswer
}
operation {
id = pickup
}
operation {
id = arrival
}
operation {
id = treatment
}
operation {
id = treatmentCheckout
}
}
interface_declr {
id = Mobility
provider_ref = MobilityProvider
endpoint {
id = MOBILITY_ID
location = 6436676
protocol = SOAP
}
interface_spec {
name = Mobility
operation {
id = getTripOptions
output {
name = tripOptions
datatype = ArrayOfTripOptionType
auxiliary = false
}
}
operation {
id = bookTripOption
input {
name = tripOption
datatype = xsd:dateTime
auxiliary = false
}
output {
name = reservationld
datatype = xsd:long
auxiliary = false
}
output {

"0 #




name = pickupTime

datatype = xsd:dateTime
auxiliary = false
}
output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = coveredKm
datatype = xsd:float
auxiliary = false
}

}
}
}

__________ */
//'CUSTOM_min_average_satisfaction_level' deno tes th
/I e guaranteed minumum average satisfaction le vel of
/I the citizens. It is a customisable value.
CUSTOM_min_average_satisfaction_level is (>="1"and <="5")
<<"1">>
/I '"CUSTOM_price' denotes the guaranteed minumu m aver
/I age satisfaction level of the citizens. It i s a customisable
value.
CUSTOM_price is <="20" credits <<"20" credits>>

/I Accountable = MobilityProvider
numb_transported_citizens is count(series(Citizenl/pickup,
periodic['1" month]))

/I Accountable = MobilityProvider
total_covered_distance is
sum(series(Mobility/bookTripOption/coveredKm, perio dic['1" month]))

/I Accountable = MobilityProvider
numb_late pickup is
count(series(subtract(Citizenl/pickup/request_time,
Mobility/bookTripOption/pickupTime), periodic["1" m onth]), > "5"
min)

/I Accountable = MobilityProvider
numb_late_arrival is
count(series(subtract(Citizenl/arrival/request_time ,
Mobility/bookTripOption/arrivalTime), periodic["1" month]), > "5"
min)




/I Accountable = MobilityProvider
percent_late_pickup is
/(count(series(subtract(Citizenl/pickup/request_tim
Mobility/bookTripOption/pickupTime), periodic["1" m
min), count(series(Citizenl/pickup, periodic['1" mo

/I Accountable = MobilityProvider

percent_late_arrival is
/(count(series(subtract(Citizenl/arrival/request_ti
Mobility/bookTripOption/arrivalTime), periodic["1"
min), count(series(Citizenl/arrival, periodic["1" m

/I Accountable = MobilityProvider
sl is
mean(series(Evaluation/getSatisfactionLevels/Mobili
periodic['1" month]))

/% ---- AGREEMENT TERMS----rnormemmemmemeememmenes
*
S

agreement_term {

€,
onth]), > "5"
nth])))

me,
month]), > "5"
onthy)))

tyQuality,

id = GuarActions
guaranteed_action {
id = kpiReporting
actor = provider
policy = mandatory
trigger = periodic['1" month]
invocation  {
endpoint = MobReporting/REPORTING_ID
operation = MobReporting/report
paramy{
name = NUMB_LATE_ARRIVAL
value =" numb_late_arrival
}
paramy{
name = TOTAL_COVERED_DISTANCE
value =" total_covered_distance
}
paranmy{
name = NUMB_LATE_PICKUP
value =" numb_late_pickup
}
paranmy{
name = NUMB_TRANSPORTED_CITIZENS
value =" numb_transported_citizens '
}
paranmy{
name = LS
value =" sl
}
paranmy{
name = PERC_LATE_PICKUP
value =" percent_late_pickup
}
paranmy{
name = PERC_LATE_ARRIVAL
value =" percent_late_arrival

}




guaranteed_action {

id = offerPrice
actor = provider
policy = mandatory
trigger = periodic['1" month]
productOfferingPrice {
id = offerPriceld
name = offerPriceDefn
validFrom = Sat Jan 01 00:00:00 CET 2011
validuntil = Sat Dec 31 00:00:00 CET 2011
billingFrequency = per_month
component_product_offering_price {
componentProductPricelD
priceType = tariff_usage
price = "CUSTOM_price"
quantity = "1




©* &)W % " 14 $
]

sla {
agreedAt = Tue Dec 20 00:00:00 CET 2011
effectiveFrom = Sun Jan 01 00:00:00 CET 2012
effectiveUntil = Mon Dec 31 00:00:00 CET 2012
templateld = 98987773311
uuid = 98989333661
sla_model_version = sla_at_soi_sla_model_v1.0

/I The Citizen Service Center (CSC) offers heal th and
/I mobility services to the citizens

party {

id = CitizenServiceCenter

role = customer

operative {
id= Citizen
}

}
/I The mobility provider offers, to the CSC, mo bility
I services for the citizens

party {

id = MobilityProvider

role = provider

}

interface_declr {
id = CabTransporting
provider_ref = provider
endpoint {
id = CabTransporting_ID
location = CabProviderl/CabProviderl
protocol = HUMAN

interface_spec {
name = CabTransporting

interface_declr {
id = Citizenl
provider_ref = CitizenServiceCenter/Citizen
interface_spec {
name = Citizenl
operation {
id = operatorAnswer

operation {
id = pickup

operation {
id = arrival




operation {
id = treatment
}
operation {
id = treatmentCheckout
}
}
interface_declr {
id = MobReporting
provider_ref = customer
endpoint {
id = REPORTING_ID
location = http://CSC/MobReporting
protocol = SOAP
}
interface_spec {
name = MobReporting
operation {
id = report
input {
name = LS
datatype = xsd:integer
auxiliary = false
}
input {
name = NUMB_TRANSPORTED_CITIZENS
datatype = xsd:float
auxiliary = false
}
input {
name = TOTAL_COVERED_DISTANCE
datatype = xsd:float
auxiliary = false
}
input {
name = NUMB_LATE_PICKUP
datatype = xsd:int
auxiliary = false
}
input {
name = PERC_LATE_PICKUP
datatype = xsd:int
auxiliary = false
}
input {
name = NUMB_LATE_ARRIVAL
datatype = xsd:int
auxiliary = false
}
input {
name = PERC_LATE_ARRIVAL
datatype = xsd:int
auxiliary = false
}
input {
name = STARTING_TIME_OF_TRANSPORT
datatype = ArrayOfDateTime




auxiliary = false
}
input {
name = ENDING_TIME_OF_TRANSPORT
datatype = ArrayOfDateTime
auxiliary = false
}
}
}
interface_declr {
id= Mobility
provider_ref = MobilityProvider
endpoint {
id= MOBILITY_ID
location = 6436676
protocol = SOAP

}

interface_spec {
name =
operation {

Mobility

id = getTripOptions
output {
name = tripOptions
datatype = ArrayOfTripOptionType
auxiliary = false
}
}
operation {
id = bookTripOption
input {
name = tripOption
datatype = xsd:dateTime
auxiliary = false
}
output {
name = reservationld
datatype = xsd:long
auxiliary = false
}
output {
name = pickupTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = arrivalTime
datatype = xsd:dateTime
auxiliary = false
}
output {
name = coveredKm
datatype = xsd:float
auxiliary = false
}
}




interface_declr {

id = Evaluation
provider_ref = CitizenServiceCenter/Citizen
endpoint {
id= EVALUATION_ID
location = 94890777
protocol = SOAP
}
interface_spec {
name = Evaluation
operation {
id = getSatisfactionLevels
input {
name = TreatmentReservationld
datatype = xsd:long
auxiliary = false
}
output {
name = MedicalTreatmentQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = MobilityQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = CallCenterQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
output {
name = OverallQuality
datatype = xsd:integer
domain = (>="1"and <="5")
auxiliary = false
}
}
}

/I Accountable = MobilityProvider
numb_transported_citizens

periodic['1" month]))

/I Accountable = MobilityProvider

total_covered_distance

sum(series(Mobility/bookTripOption/coveredKm, perio

is count(series(Citizenl/pickup,

is

dic['1" month]))




/I Accountable = MobilityProvider
numb_late_pickup is
count(series(subtract(Citizenl/pickup/request_time,
min)

/I Accountable = MobilityProvider
numb_late_arrival is

min)

/I Accountable = MobilityProvider
percent_late_pickup is

/I Accountable = MobilityProvider
percent_late_arrival is
/(count(series(subtract(Citizenl/arrival/request_ti

min), count(series(Citizenl/arrival, periodic["1" m

/I Accountable = MobilityProvider
sl is

Mobility/bookTripOption/pickupTime), periodic["1" m onth]), > "5"
count(series(subtract(Citizenl/arrival/request_time ,
Mobility/bookTripOption/arrivalTime), periodic["1" month]), > "5"
/(count(series(subtract(Citizenl/pickup/request_tim e,
Mobility/bookTripOption/pickupTime), periodic["1" m onth]), > "5"
min), count(series(Citizenl/pickup, periodic['1" mo nth])))

me,
Mobility/bookTripOption/arrivalTime), periodic["1" month]), > "5"

onth))))
mean(series(Evaluation/getSatisfactionLevels/Mobili tyQuality,

periodic['1" month]))

[y N =11 =1V [V e = =V [ —
*
e ¥

agreement_term {

id = GuarStates
guaranteed_state {
id= G1
sl >="3"
}
}
agreement_term {
id = GuarActions
guaranteed_action {
id = kpiReporting
actor = provider
policy = mandatory
trigger = periodic['1" month]
invocation  {
endpoint = MobReporting/REPORTING_ID
operation = MobReporting/report
paranmy{
name = NUMB_LATE_ARRIVAL
value =" numb_late_arrival
}
param{
name = TOTAL_COVERED_DISTANCE
value =" total_covered_distance




paranmy{
name = NUMB_LATE_PICKUP
value =" numb_late_pickup
}
paranmy{
name = NUMB_TRANSPORTED_CITIZENS
value =" numb_transported_citizens '
}
paramy{
name = LS
value =" sl ™
}
paranmy{
name = PERC_LATE_PICKUP
value =" percent_late_pickup
}
paranmy{
name = PERC_LATE_ARRIVAL
value =" percent_late_arrival
}
}
guaranteed_action {
id = offerPrice
actor = provider
policy = mandatory
trigger = periodic['1" month]
productOfferingPrice {
id = offerPriceld
name = offerPriceDefn
validFrom = Sun Jan 01 00:00:00 CET 2012
validuntil = Mon Dec 31 00:00:00 CET 2012
billingFrequency = per_month
component_product_offering_price {
componentProductPricelD
priceType = tariff_usage
price = "15" credits
quantity = "1
}
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