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ICP Overview
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Interactive Communications Portal 

> Nortel’s latest innovative self-service technology.

> Customer Experience 2.0 enriching Web 2.0 

> In a nutshell:
• Service Oriented Architecture (SOA) & Service Creation Environment (SCE)
• Soft IVR – for best cost to value ratios
• Pure native SIP – fits right into your network
• Open standards:  every component at every level
• CTI interfaces and Host Access via web services
• Multimedia and multimodal
• Simple installation and maintenance, management, to end users

OpenSimplicity EcosystemScalability Security Resiliency

Interactive Communications Portal 1.0
General Availability (GA) November 2008
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1. Which offers better customer satisfaction?

2. Which one would you prefer?

3. Are you prepared to pay more for this service?

OR

The View of a Customer…

¿ What is Self Service
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¿ What is Self Service

1. Which one is more cost efficient?

2. What is the impact on future revenue?

3. Is the technology suitable for Self Service?

OR

The View of a Business…

� Headcount � � Service � � Revenue 
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> Reduces costs
> Re-aligns staff to 

deploy more complex 
services

> Frees them from 
repetitive, tedious tasks

> Reduces the need to 
ask 
for information twice

> Provides more time for 
superior customer care.

> Provides 24/7 access 
to services

> Eliminates aggravation, 
wasted time and delays

> Reduces errors and 
delays in replies

> Adds more services 
the customer wants

>
Customers

Your

>BusinessYour

>
EmployeesYour

¿ What is Self Service
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Why Don’t You Just Tell Me?
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Risks & Constraints
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> Dependency on Common Components
• Media Server
• OA&M
• SCE

> R&D staffing

> Beta to GA interval may be extended beyond 3 months

> Software Contract Negotiation w/3rd party vendor

> Inter-organizational dependency on software from another group

> Trial site availability

Project Risks



12 Nortel Confidential Information

> Resourcing – no incremental headcount
• Partition resources into sustaining existing platform and new 

development
• New development team must transition existing activities to 

sustaining team

> Project must be declared GA in 2008 

> Stay within % guidelines for schedule and budget 
• Rolling scale for each phase
• Guidelines get smaller after each phase

> % of content must be set aside for Serviceability

Project Constraints
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"Whether you think you can or whether 
you think you can't, you're right. "

--Henry Ford
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Organizational & Process Assets
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Random motion – lots of energy, 
not much progress
No teamwork – individual effort
Frequent conflict
You never know where you’ll 
end up

Directed motion – every step 
brings you closer to the goal
Coordinated efforts
Cooperation
Predictable results

Unified Software Development
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New Product Introduction
Production 
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Lifecycle Management Process
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Core Designer
Processes

Management
Processes

Supporting
Processes

High Level Design(s)

Design Estimation

Detailed Design(s)

Coding

FRS(s)

Unit Testing

Int.+Int. Testing

Code Inspections

Product Defect Management  (PDM)

Document & Record Control (D+RC)

Software Configuration Management & Build (SCM+B)

Process Corrective Action (PCA)

Supplier Agreement Management & Integrated Supplier Management

Project Planning and Control

Review

Process & Work Product Assessment (PWPA)

Feature & System Verification

Root Cause Analysis (RCA)

System Architecture

Functional Description

FTS(s)

Feature Int. Testing

Risk Management

Decision Analysis Resolution

Customer 
Requirements 

Analysis

Design 
Phase 0

Design 
Phase 1

Design 
Phase 2

System Test 
Phase 3

Design 
Support

Design 
Mtce

Design 
Phase 3

System Test 
Phase 1

System 
Test Phase 

2
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Market
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Business
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End of 
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Strategic
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PLM Deliverable
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Process Tailoring
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> Feature Descriptions reviewed and approved prior to MR

> Approval timing (MR)
• Rationale:

• Ensure all stakeholders understood content going into MR
• Reduce churn as dates were extremely aggressive

• Sales Engineers, Verification, KS (training, documentation) provided 
great feedback on receiving these early.

> Impacts:
• Moved out MR date, yet overall project schedule was not impacted
• Earlier alignment of Program team (IPT)
• Likely to reduce project date by minimizing churn

> Merged several documentation deliverables 

> Worked iteratively inside a waterfall process

Design Activity
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> First release of the product required additional training for verification 
team
• Over 5000 new test cases to prepare and code
• Entire team required to be trained up on the new platform.

> Early feature description approval gave visibility into content
• Well written FDs were critical in the test case planning and preparation
• Early look assisted in planning and resource estimation process

> Content visibility and time to prepare allowed verification team to build 
an automated test suite
• Reduces product time in the verification cycles - Feature Verification & 

System Verification
• Recurring benefits as suite will be leveraged release over release and 

regression cycles

Verification Activity
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Team Organization & Tools
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Long Island, NY

Richardson, TX

Belleville, CA Russia

Vietnam
India

Telecommuters

Main R&D Locations
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1 Overall Project Manager
3 Design Project Managers
1 Overall Architect
1 Integration Prime
Feature Team < 5
Feature Team < 5
Feature Team < 5
Feature Team  8
Feature Team < 5
Feature Team < 5
Feature Team < 5
Feature Team < 5
Feature Team < 5
Feature Team < 5
Outsourcing

> As complexity of project increases, central 
control becomes more complex

> Teams structured in small groups that are 
loosely coupled

> Decision making is delegated to groups

> Groups can function independently with 
high level oversight from PM, Architect 
and IP

> Groups track schedule and deliverables to 
high level plan

ICP Team Structure
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> Given the size and importance of this project, we decided 
to push for early approval from all functional team 
members.  This reduced overall churn drastically and gave 
greater visibility to the downstream teams for product 
verification, documentation and trial purposes.

> Change control is kept with online tools.  Due to the 
strategy listed above, only high impacting churn requests 
were considered.

Change Control Log
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> Risk Register is kept with 
online tools that are tracked 
weekly

Key Risks highlighted:

> R&D Staffing

> Software Contract 
Negotiation w/3rd party 
vendor

> Inter-organizational 
dependency on software 
from another group

> Trial site availability

Risk Register



26 Nortel Confidential Information

> General Collaboration Area

> FAQ’s

> Notes

> “How to guides”

> Debugging Guides

> Development and Setup Guides

Collaboration - Wiki
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Design Methodology
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VXML Features

<data> 

<mark> 

<grammar srcexpr>

<script srcexp>

…

CCXML Features

ECMA session variable 

gslid

transfer

conferencing

…

<data>

ECMA 

session 

variables

Local Test

Integration Test

Coding

Nightly Build

Incremental Design by Feature
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> Functional Descriptions were 
created and reviewed

> Merged HLD and DDs were 
created

> Coding started

> Integration Build created 
(using eBuild)

> Merged HLD and DDs were 
finalized and reviewed

> Ongoing coding and testing 
via the nightly builds and 
weekly sanity

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted

To Integration
Stream

Iterative Design Work
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> Software is built nightly

> Software is checked-in and designer tested after next build

> Integration issues are found very early in the development cycle

> Nightly builds and Integration Prime force loosely coupled teams to 
consider holistic view

> Immediate Feedback to design team!!!!

> Methodology forces quality

Build Build Build Build Build

Mon Tue Wed Thu Fri

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted

To Integration
Stream

Unit Test

Integration Test
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Code 
Inspection

Nightly 
Build
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Submitted

To Integration
Stream
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Nightly 
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To Integration
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Integration Test
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Nightly 
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Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
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Submitted

To Integration
Stream

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted

To Integration
Stream

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted

To Integration
Stream

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted
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Unit Test
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Coding

Code 
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Nightly 
Build

Code 
Submitted
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Stream

Unit Test

Integration Test

Coding

Code 
Inspection

Nightly 
Build

Code 
Submitted

To Integration
Stream

Sanity

Designer
Testing

Designer
Testing

Designer
Testing

Designer
Testing

Designer
Testing

Continuous Integration
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> Sanities are performed weekly by separate team

> Test cases have been defined for various 
features that are considered fundamental to the 
system’s operation

> Issues are tracked by sanity team and sent out to 
design team weekly after execution

> Ensures core features are still operational

Sanity Team
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> Early software loads from design critical for PV test 
preparation
• Allows validation of tests prior to PV cycle
• Communication with design leads assisted in test application coding

> Unlike code inspection where you “hope” you find bugs, 
real issues are uncovered via testing earlier in the 
development cycle using nightly builds and sanity

Nightly Builds and Sanity – Add’l Benefits
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> All content is not being delivered at the same time
• In a project this size, some deliverables will be earlier than others
• Scheduling changes due to unknown unknowns, late delivery, etc.

> Build and Installer availability allow for staging of content

> Various features scheduled to be delivered early to offset 
late delivery of other content

> Close working relationship between Design and PV

Content Staging for FV
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Quality Targets
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> XX% First Pass Rate in PV

> XX% Closure of all CRs

> No open high severity issues

Quality Targets
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Results
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> FTS Responses 
• 1800+ requirements
• 99% responded

> FD/Product Spec’s 
• 24 Feature Description’s/Product Spec’s created
• Over 1600 pages of feature documentation 

> iPOR Design Reviews 
• 38 Reviews Held
• 279 Defects/Questions
• Avg 7.3 per review

> High Level Design Documents
• 23 HLD’s created/reviewed

Process Work Completed
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MAS 598 Created, 506 Closed 

EM 835 Created, 791 Closed 

ICP 673 Created, 599 Closed 

Overall

2106 Created, 1906 Closed

CRs Created/Closed
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R&D
Budget

Variance

R&D 
Committed
Schedule

R&D 
Actual

Schedule

Project Contract – Budget/Schedule
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> Lessons Learned was performed in several phases of the project

> Major Findings:
• Feature documentation was not geared towards tech writers, internal docs 

need to be customer facing so they can easily be converted to external 
docs

• Documentation team needs to be co-located with key design teams
• More upfront research before introducing new design components (third 

party software/vendors)
• Sub-teams need to get complete system view, often testing was isolated to 

sub-components
• Unit Test cases were more effective than manual Code Inspection
• Early access to feature descriptions was a huge help for Documentation 

and PV

Lessons Learned
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> Trial sites, all commented on the overall quality of the 
product.

> PV team commented that was the highest quality IVR 
release to date.

> Technology Introduction, this was the easiest install and 
upgrade I have ever done.

> PMT, tremendous job by the team in meeting this 
milestone within a week and half of the target.

Feedback
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"Whether you think you can or whether 
you think you can't, you're right. "

--Henry Ford
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