
HPE Service Order Manager
Agility and automation accelerating service innovation

Digital transformation is forcing communications service providers (CSPs) to respond 
faster to evolving service demands. So, service environments are changing rapidly, and the 
rollout of 5G networks is adding new complexity to operations. At the same time, operating 
expenditures (OPEX) budgets are under pressure from high-infrastructure investment costs 
and shrinking operator margins straining profitability. Consequently, service providers are 
moving toward a service-led, agile, and highly automated business model to prevail in a 
competitive market.

Modern service catalog systems enable product managers to easily create and modify 
product structures and offerings. This, however, is not enough. IT flexibility is key to quickly 
introduce new offerings and modify existing ones. New offerings need to be mapped into 
services and resources provided by underlying network infrastructure quickly, without 
causing major delivery effort and enabling short time to market.

In parallel, pressure on costs implies the need for operational excellence. The efficiency of 
the service ordering process defines how fast a service can be made available to consumers, 
known as time to service. Its quality is critical for the operational costs—with low quality 
increasing the number of manual interventions and bad data.
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Accelerate service innovation 
with HPE Service Order Manager 
intent-based modeling

• Onboard new services in weeks

• Create dynamic service chains 
within hours

• Instantiate complex services in 
minutes

• Embrace configuration over 
customization
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Digital transformation is reshaping the communications, media, and entertainment 
landscapes. In a world where everything is a service, operators must be more dynamic and 
agile. Digital service providers encounter the following operational challenges:

• Operational support system (OSS) departments are struggling to provide digital services 
to end users. They must accelerate the enablement of new business models following Agile 
principles and CI/CD paradigms. But they are limited by legacy network activation systems, 
network topology dependencies, and internal processes that are complex to model and 
hard to evolve. In addition, increased scalability requirements in hybrid and virtualized 
environments require a new level of network automation and operations optimization.

• Business support systems (BSS) are often limited by disaggregated customer order 
management (COM) systems. They are fragmented by market segments and lack features 
that would enable flexibility in sales process and service offering.

• Time-to-revenue is typically implemented by cumbersome solutions built on top of legacy 
provisioning systems featuring hard-coded models and processes. This environment 
prevents fast adaptation to new business scenarios, raising time and cost when new 
services are introduced. Today’s needs are solutions designed for Agile and CI/CD with 
standard and enhanced BSS interaction.

• Service fulfillment is not fully automated, often requiring human intervention and exception 
handling that affect the overall efficiency and impact customer experiences.

HPE Service Order Manager addresses these challenges by building a bridge between the 
agility needs of the BSS departments and the complexity of the OSS legacy infrastructure 
and network solutions. It provides an adaptable end-to-end service decomposition and order 
orchestration manager that delivers zero-touch service management and deployment across 
any kind of service with intent-based provisioning, across heterogeneous physical network 
environments. The offering helps optimize the operational process across connectivity, 
compute, and application functions.

It’s time to break old-style solutions that do not provide the agility required in today’s 
landscape of the digital service market. Legacy solutions are struggling to keep up with the 
pace of the industry.

Managing service request lifecycle coming from the customer relationship management 
(CRM) layer, HPE Service Order Manager includes:

• Fast introduction of new services, thanks to a pre-integrated software stack and catalog-driven 
approach that avoids changes in back-office systems

• Declarative language (Dynamic Service Descriptors) used to define the relevant entities in 
the catalog related to order management and service fulfillment

• Single adaptive core models that enable by simple configuration reuse of the same 
implementation for multiple different orchestration scenarios through heterogeneous 
customer market segments

Make service provisioning simple 
through a catalog-driven process

• Replace static workflows with dynamic 
runbooks created at the implementation 
time applying business rules

• Apply a production system for runtime 
dynamic service composition across 
multiple service domains

• Configure one model for data and 
behaviors to drive agility

• Leverage your existing investments with 
a pre-integrated, extensible, incremental, 
and not rip/replace approach

Insights

HPE Service Order Manager: 

• Is a technology-agnostic solution

• Enables you to grow new business, 
enhances the customer experience, and 
improves costs

• Offers a proven way for navigating 
through your transformational journey
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• Management of provisioning exceptions that allow changing the processes of service 
deployment immediately in case of unexpected outcomes in manual or automated task 
dependencies

• Simple licensing model, supporting a pay-as-you-grow approach, as a natural consequence 
of a design strategy thought for agile implementation and rapid change management

• Openness in architecture, standardization of protocols and interfaces, and comprehensive 
set of application programming interface (API) availability to limit the need for huge 
spending in system integrations

• A powerful configurable policy engine that fills in the gaps in the use cases that are 
typically brought by CRM and COM systems

• Abstraction of the network legacy implementation that enables fulfillment processes 
to be agnostic and adaptive so that a change in the network equipment vendor or the 
provisioning system interface does not impact the way we model entities related to 
service decomposition

• Easy adaptation of the model to the customer’s internal organization to reflect the user 
needs and responsibilities into roles capabilities and data segregation

• A powerful UI thought for order management use cases and specialized for day-to-day 
operational needs

Business benefits

Get a competitive edge and stand out in today’s crowded marketplace with Hewlett Packard 
Enterprise. Our solution for service order management enables you to:

• Grow new business—Quickly launch new services through the integration of business 
logic and provisioning mechanism and off-the-shelf preconfiguration

• Enhance customer experience—Help ensure successful completion of every order and 
offer richer products and services while reducing delivery time

• Improve cost structure—Automate service provisioning process, supporting end-to-end 
integration and configuration
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Feature summary

Table 1. HPE Service Order Manager—main features

Order management

• Out-of-the-box extensible order management model

• Integrated full lifecycle management for orders, tasks, services

• Easy modeling of manual and automated long-running tasks

• Support for in-flight modification/cancelation

• TMF641 order management API—full compliance

• Fully integrated dynamic decision engine for runtime rule enforcement

• Preconfigured extensible set of rules for order validation, PM, task assignment, and error handling

• Complete entity model to support B2B and B2C scenarios with the same solution

• Support for easy integration with external user access management (UAM) and Identity Provider (IP) systems

Service provisioning

• Provides intent-based modeling of services, their components, relationships, and policies for dynamic 
provisioning of services taking the current network environment into account

• Has one common catalog model allowing unified operations across provisioning

• Supports both simple and composite or nested service instantiation

• Handles end-to-end service lifecycle orchestration

• Provides runtime service catalog

• Supports cross-domain orchestration

• Backs orchestration of shared services

• Provides log information in machine-readable format

• Offers a unified REST API for catalog management, service, and order management

Zero-touch provisioning

• Provides a declarative model engine that computes impacted service components across the complete model 
and creates the runbook at runtime for every service request

• Supports bulk operations on large number of services

• Aides transactional model (based on Multi-Technology Operations Systems Interface [MTOSI]), retries, and rollbacks

• Backs timed triggers

• Offers HPE Trueview—resource inventory pre-integration

User interface

• Browser-based user interface complying with accessibility standards (Web Content Accessibility Guidelines 
[WCAG] 2.1)

• Single pane of glass to manage complete order management lifecycle

• Model driven to automatically adapt forms, views, search criteria, and controls to defined catalog

• Tree view and tabular view to browse complete registry and service instance inventory

• Configurable entity inspector to provide cross-navigation through related instances and parent-child 
relationships

• Operational dashboard for orders and tasks with drill-down functionality

• Universal search query engine to retrieve, display, and navigate through data that are needed

• Supports single sign-on (SSO)-based on Security Assertion Markup Language (SAML)

• Helps with personalization and allows customer adaptations and extensions

• Preconfigured and extensible set of roles to support capability enforcement and data segregation

Safe, reliable, and resilient solution

• Microservices-based platform architecture

• Stateless components support container deployment using Docker, Kubernetes, and Helm Charts

• Safe interfaces and APIs—supports HTTPS with TLS 1.2

• Role-based access control for tenants and accounts on the UI level, as well as API level (machine-to-machine)

• API actions logged in the service order registry

• Supports load-balancing

• Handles self-monitoring and high availability

• Geo-redundancy architecture across multiple sites separated by large geographical distance

• Enqueuing and priority management to safeguard activation systems from request storms



Overview

HPE order management addresses the fulfillment lifecycle of service requests received from 
the CRM layer, implementing standard functions for service order management using a 
catalog model for structure and policies (Figure 1).
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Figure 1. Flexible service automation for service order management at digital service providers

Catalog-driven service provisioning is changing the service fulfillment equation. The single 
modeling approach covers any digital product or service and technology across relevant 
business processes, from ordering and provisioning to configuration. It is 100% intent-based 
and catalog-driven, with runbooks and rules built at runtime. Complete service fulfillment 
logic is captured in objects, relationships, and policies, and coding is not required. There is no 
need for customized, service-specific UIs, and APIs are generated on the fly.

HPE Service Order Manager is built to reduce complexity and increase automation in dynamic 
networks. Intent-based runbooks cope with network evolution without requiring recurrent 
recoding of fulfillment logic. Instead, logic is built by composition and supports versioning.
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Key features

Zero-touch provisioning

HPE Service Order Manager is built around an intelligent engine—the Dynamic Descriptor 
Engine (DDE). It orchestrates end-to-end services using intent-based service catalogs 
driven by incoming service lifecycle requests (create, modify, and tear down). The engine 
dynamically derives the impacted components and generates an infrastructure-specific 
runbook on the fly, considering the current service instances and network environment. 
Efficient runbook implementation makes required changes in the network to provide 
requested services in the desired manner.

Service order management

HPE Service Order Manager implements a complete service order management solution. It 
supports a complex lifecycle for orders and task entities and allows adding long transactions 
and manual tasks during the design phase. It enforces a separation between the service and 
resource layer through dependency and logic defined through declarative definitions and 
configurable policies.

To ease the integration, HPE Service Order Manager offers a certified implementation of the 
TMF641 order management API to allow third-party applications such as CRM solutions 
to use TMF641 as the north-bound input to provide order requests following the standard 
order lifecycle (create, modify, and delete).

To support day-by-day operations by end-user operators, HPE Service Order Manager 
provides a powerful and reliable UI with storyboard views, running on a fully web-based 
environment.

Model driven

Instead of coding-specific flows and exception-handling procedures, HPE Service Order 
Manager is completely model driven, using an intent-based modeling notation called 
dynamic service descriptors (based on heat orchestration templates) to model the 
services, service components, its relationships, and the required policies to help ensure 
proper service decomposition. Making use of multiple inheritances, the model-driven 
approach of HPE Service Order Manager allows the composition of complex service 
models and out-of-service building blocks, tremendously reducing time to market by 
reusing proven and flexible service components.

Here’s Figure 2 showing how an intent-based model is defined using Dynamic Service 
Descriptors.

Cloud-native application

The HPE Service Order Manager 
architecture is based on stateless 
microservices allowing distributed 
deployment of its components 
and independent scalability. The 
application supports deployment 
in a container environment, for 
example, using Docker.

Figure 2. Intent-based models drive zero-touch operations
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To capture the intent of a service or an order instead of only defining its structure, 
incorporating policies and the relationship between entities into the same model is key for 
driving intelligent orchestration across dynamically changing network environments.

HPE Service Order Manager supports typical relationship-based policies such as reference 
policies and containment policies. It also supports more complex policies, where a certain 
function will be called during run-time to retrieve a parameter value or policy decision on the 
fly. In addition, the orchestrator also supports the definition of placement policies or business 
policies as dedicated service objects to be applied in the overall orchestration flow.

Agility is key for digital services transformation

HPE Service Order Manager has been developed as a true fail-fast system. The onboarding 
and modeling process supports concurrent delivery. Well-defined roles enable efficient 
collaboration in agile teams. Immediate feedback significantly shortens the release cycles. 
New network functions can be rolled out in weeks instead of months.

Intent-based modeling approach allows reusing components already modeled and stored in 
the order and service catalog by composition. In addition, it introduces multiple inheritances 
in the model to leverage proven service components. This leads to fewer errors while helping 
eliminate unnecessary workflows with less exception handling, significantly reducing overall 
complexity and leading to much faster time to market.

HPE Service Order Manager also has a proven track record of successful integration into 
customers’ CI/CD chains, driving increased agility on our customer’s side.

Software prerequisites

Table 2. HPE Service Order Manager—required software

Software Version

Operating system Red Hat® Enterprise Linux® 7.x, 8.x Or
CentOS 7.x, 8.x

Database EnterpriseDB PPAS 11.4 or later Or
PostgreSQL 11.5 or later 11.x Or
Oracle® 12c R2/18c Enterprise Edition/19c Enterprise Edition

Java OpenJDK 11.x or later, 64-bit

HPE Service Order Manager also uses the following open-source components.

Table 3. HPE Service Order Manager—additional open-source components

Software Version

Apache CouchDB 2.3.x

Node.js 12.x

Redis 5.x
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Today, the HPE Service Order Manager also contributes to service orchestration approaches 
for zero-touch service management solutions based on HPE Service Director.

Figure 3. HPE OSS Fulfillment portfolio synopsis

Optional software

The following software is not mandatory but recommended for the operational readiness of 
HPE Service Order Manager.

Table 4. HPE Service Order Manager—optional components

Software Version

Elasticsearch 7.0.1

Kubernetes 1.17.x/1.18.x

Prometheus 2.2.1

HPE OSS Fulfillment

HPE Service Order Manager is part of the HPE OSS Fulfillment portfolio, a set of software 
solutions and services that helps CSPs streamline and automate business processes and 
network operations. These multiservice, multivendor, and multi-technology solutions are 
built to meet carrier-grade requirements. The following diagram describes the HPE OSS 
Fulfillment portfolio.
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Communications Technology Group, 
Hewlett Packard Enterprise

Communications Technology Group is the business unit at HPE that provides vertical 
solutions to the communications and media industry. With over 30 years of experience in 
the industry, we have over 50 solutions and over 1,500 active contracts, with more than 
300 telco customers in 160 countries. We provide software and services capabilities to 
enable your digital transformation, automate your operations, and help you grow your 
business with innovative cloud-native network solutions and digital, 5G-ready services.

About HPE

HPE is the edge-to-cloud company that helps organizations accelerate outcomes by 
unlocking value from all of their data, everywhere. Built on decades of reimagining the 
future and innovating to advance the way people live and work, HPE delivers unique, open, 
and intelligent technology solutions, with a consistent experience across all clouds and 
edges, to help customers develop new business models, engage in new ways, and increase 
operational performance.

https://www.hpe.com/global/hpechat/index.html?jumpid=Collaterals_a50004254ENW
https://hpe.com/telco/automate

