Brand Program Documentation

Interoperability Program

The Open Group

Copyright© September 1998, The Open Group

Allrightsreserved.

Nopart ofthis publicationmay be reproduced, stored in a retrievalsystem, or transmitted, in any formor byany means, electronic, mechanical, photocopying,recording or otherwise,withoutthe priorpermission ofthe copyrightowners.

BrandProgramDocumentation

InteroperabilityProgram

ISBN:1-85912-285-X DocumentNumber:X983

Published inthe U.K.byThe Open Group, September 1998.

Anycomments relatingto the materialcontained in thisdocument may be submittedto:

Motif® , OSF/1® , UNIX® , and the ‘‘XDevice’’® are registered trademarks and IT DialTone^{TM} and The Open Group^{TM}are trademarks ofThe Open Group in the U.S. and other countries.

The Open Group ApexPlaza Forbury Road Reading BerkshireRG11AX

Or byemail to:

OGspecs@opengroup.org

ii Brand Program Documentation (1998)

____________________________________________________

Contents ____________________________________________________

Chapter 1 Introduction ............................................................................... 1

1.1 Program Objectives..................................................................... 2 1.2 Benefits ofthe Program............................................................... 2 1.3 Conciliation.................................................................................. 2 1.4 Mediation..................................................................................... 3

Chapter 2 Operation of the Program ..................................................... 5

2.1 Scope .......................................................................................... 5 2.2 Sequence of Steps ...................................................................... 5 2.3 ResponsibilitiesofParties ............................................................ 6 2.3.1 The Open Group....................................................................... 6 2.3.2 The Requester .......................................................................... 6 2.3.3 The Vendor............................................................................... 6 2.4 ThirdParties ................................................................................ 7 2.5 Stepping Throughthe Process ..................................................... 7 2.5.1 Priorto Invocation..................................................................... 7 2.5.2 Request forConciliation............................................................ 7 2.5.3 DeterminationofRequest forConciliation.................................. 7 2.5.4 Conciliation............................................................................... 8 2.5.5 End ofConciliation.................................................................... 9 2.5.6 Mediation.................................................................................. 9 2.5.7 Post-Resolution........................................................................ 10 2.6 Entryand ExitCriteria.................................................................. 10 2.6.1 Entry Criteria............................................................................ 10 2.6.2 ExitCriteria............................................................................... 11 2.7 LocationofServices and Language Requirement......................... 11

Appendix A Program Application Form ................................................... 13

Appendix B Third-Party Participation and Non-Disclosure Agreement ................................................................................. 15

List of Figures

2-1 Timeto Start the InteroperabilityProgram....................................... 8 2-2 Timeto End ofConciliation............................................................. 9 2-3 Timeto End ofMediation................................................................ 10

Contents

____________________________________________________

Preface ____________________________________________________

This document defines the InteroperabilityProgram offered by The Open Group as part of the Open Brandprogram.

This document does not providea detailed description of the Open Brand program (availablein the Practical Guide to the Open Brand^1), nor does itcover the interoperabilityaspects ofProduct Standards; these are described in general in each relevant Product Standard and in the specific detailsof the Conformance Statement that is providedforeach Registered Product.

Nothing in this Interoperability Program in any way reduces or affects the obligations or rights imposed by the Trademark License Agreement (TMLA)^2on a vendor of a Registered Product to ensure that said Registered Product conforms to the applicable Standards of Quality required by the TMLAand that it will continue to do so for as long as it remains a Registered Product.

It should be noted that it is entirelypossible that duringthe Conciliationor Mediationprocesses ofthis Programa non-complianceina Registered Product may be discovered. The resolution of such non-compliance willcontinue to be handled withinthe scope of the TMLA.TMLASubclauses 4.10 and 4.11 deal, among other matters, withthe obligationsof Licensees to ensure adherence to the Standards of Qualityand the procedures required for the resolution of any non-compliance,howeverdiscovered.

The InteroperabilityProgram is non-exclusive of other avenues which the parties (customers and vendors) may have to resolve their interoperabilityand conformance disputes. Nothingin the InteroperabilityProgram alters any contractual obligationbetween or among the parties.

For more information,see The Open Group web site at http://www.opengroup.org.

__________________

1. Open GroupBrandProgram Documentation,January 1998, Practical Guideto the OpenBrand (ISBN:1-85912-265-5, X981). 2. Open GroupBrandProgram Documentation,January 1998, The Open BrandTrademark License Agreement, (ISBN:1-85912-275-2, X982).

Preface

____________________________________________________

Chapter 1

Introduction ____________________________________________________

In the day-to-day business of support, vendors may experience product defects reported by a customer. Support personnel are skilled and experienced at resolvingcustomer support issues as long as onlytheir ownproducts are involved.

However, when multipleproducts from different vendors are required to interoperate, the scale and complexityof identifyingthe cause of any issue that may occur and resolving it become significantly greater. In addition, issues tend to surface when the products are about to enter productionuse, whichputs much more time pressure on those attempting to resolve the issues.

For example, a situation may occur where a technology has not been sufficientlyspecified and two (or more) vendors have interpreted an ambiguous area differently, with the result that their products do not interoperate, causing an issue forthe customer’s application.Neither vendor is wrong,butthe customer has a set ofproducts that do not interoperate.

Technical difficulties may lead to operational difficulties, such as getting all relevant parties to participate in the resolution. One of the solutions (besides a strict single-vendor procurement policy)is to employ a general contractor for operation of the multi-vendorinstallation.While inducing additional cost, this only pushes the resolution to another owner. The general contractor stillfaces the same problem as the customer in tryingto resolve the interoperability issue. The strategy does not address the basic problem of how to properly involve all other parties inthe resolutionefforts.

Issues may surface not only on the buy-side, but vendors may experience incompatibilities before customers detect them. Vendors also need to work with other parties to resolve interoperabilityissues ina fairand consistent way,preferablyforalllocationsworldwide.In such circumstances the vendor may desire an independent forumto reach closure on the ambiguity orcontentionbetween multipleproducts.

The Open Group expects that the vast majority of multi-partyissues willbe resolved in the context of vendor support of the customer. However, in circumstances where this is unsuccessful, the independent forumprovidedby the InteroperabilityProgram may be desired or required.

The goal of the Interoperability Program is to assist customers and vendors in reaching consensus decisions in these circumstances. If the participants in the InteroperabilityProgram failto reach a consensus and all criteria have been satisfied to reach a conclusion, The Open Group willuse reasonable efforts to render a decision to resolve the particular issue for the particular circumstances, publishing an InteroperabilityRecommendation through The Open Group’s normal processes and communicating the InteroperabilityRecommendation to the appropriatestandards revisionprocesses.

Program Objectives Introduction

1.1 Program Objectives

The objectives of the Interoperability Program are to extend the Open Brand program by providing:

• Interoperabilitybetween multipleRegistered Products

• An independent forum for vendors who are attempting to resolve certain interoperability issues

• Mediationwhen consensus cannot be reached on resolvingan interoperabilityissue

• A rapid and deterministic process to resolve interoperabilityissues involvingRegistered Products

• An InteroperabilityRecommendation published on a global scale, thus helping to reduce divergenceand duplicationof effort

The InteroperabilityProgram is not intended for:

• Resolutionofindividualcustomer-vendor support issues inisolation

• Resolutionof interoperabilityissues or other problems relatingto functionalitythat is beyond the scope ofconformance as defined by the applicableProduct Standards

1.2 Benefits of the Program

Throughthe InteroperabilityProgram, both customers and vendors can benefit as follows:

• Customers may save time and money by pre-agreed cooperation of vendors on issue resolution, backed by a legal framework, both for internal and for inter-company interoperabilityissues.

• Vendors can relyon the participationof other vendors ofRegistered Products in an efficient, consistent, and fairresolutionofinteroperabilityissues.

• Vendors can gain increased added-value fortheir products by registering them to a Product Standard that includesthis InteroperabilityProgram.

• Customers can benefit by simply referring to the Interoperability Program in their procurement terms and conditions.

1.3 Conciliation

Conciliationconsists of a thirdparty (in this case The Open Group) gathering informationwith two (or more) parties in resolving a dispute, disagreement, or issue between them. The parties include product vendors, customers purchasing those products, and related third-partyproduct and/or service vendors. The thirdparty’s role is to facilitatean honest and open discussion that willresult inbalanced and informeddecisions.

Those who are aware of the issue— customer or vendor— should endeavor to involveall of the relevant vendors who have Registered Products. It wouldbe inappropriate, forexample, where there are Registered Products fromfour vendors involvedwiththe specific issue foronly two to participateinthe issue assessment and Conciliation.Allfourmust be involvedin the process.

The goal of the Conciliationprocess is to reach an understanding of the issue and to achieve a consensus solution to it. If the parties fail to reach consensus, Mediationis a means to a resolutionwiththe decision process being managed byan independent party.

2 Brand Program Documentation (1998)

Introduction Mediation

1.4 Mediation

Inthe event ofthe parties failingto reach agreement in the Conciliationprocess, the avenue of last resort forresolutionis forThe Open Group to render a recommended solutionusing any and all reasonable means at its disposal. The Mediation process does not require the active participationof the customer or vendor(s), but is conducted via internal processes. However, duringthis process the representative of The Open Group may require further input from the participants.

Introduction

____________________________________________________

Chapter 2

Operation of the Program ____________________________________________________

Before invokingthe InteroperabilityProgram, steps need to be taken to address issues using existingsupport mechanisms.

The Open Group does not seek to provide specific guidance or place requirements on how customers and vendors conduct their business prior to reaching the point of requesting the assistance of The Open Group, as the process and level of support varies from company to company and location to location. Nonetheless, both customers and vendors are required to attempt to address the issue byusing theirexistingmechanisms.

The service offered bythe InteroperabilityProgramis the exception process, to be invokedwhen support processes fail to produce a resolution. Therefore, the Conciliationand Mediation processes are a means of last resort, and should be requested only when allother avenues of resolution,short oflitigationor other legal processes, have been explored and exhausted.

Ifa vendor ofa Registered Product is required to participate in the InteroperabilityProgram but failsto complywith the obligations set forth in this document, the vendor willbe considered to have failedto meet the conformance requirements forthat Registered Product and the relevant provisionsof the TMLAwillapplyas normal.

2.1 Scope

The scope of interoperability is defined by the particular Product Standards for which participation in the InteroperabilityProgram is a conformance requirement for a Registered Product.

Each Product Standard that mandates participationin the InteroperabilityProgram willdo so by specific reference.

2.2 Sequence of Steps

The InteroperabilityProgram consists ofthe followingsequence ofsteps:

• Attemptedresolutionofthe issue bynormal support procedures

• Invocationof the process by a Requester

• DecisionbyThe Open Group to start the process

• Conciliationfacilitatedby The Open Group

• Ifnecessary, MediationbyThe Open Group

• InteroperabilityRecommendationmade publiclyavailableby The Open Groupwithidentifying informationremoved

• Vendor’s intended handling of the issue and the InteroperabilityRecommendation made availableto the Requester and The Open Group

Sequence of Steps Operation of the Program

• Fix,where appropriate, deliveredto the Requester forthe specific issue

2.3 Responsibilities of Parties

2.3.1 The Open Group

The Open Group is a thirdparty in the Conciliationand Mediationprocesses. The processes providethe frameworkto assist the vendor in providingconformance and interoperability,and The Open Group operates the process to conduct Conciliationand, if necessary, Mediationof issues. An appointed representative of The Open Group provides facilitationof the Conciliation and Mediationprocesses and manages the involvementof any required technical experts to achieve a decision viaMediation.

Allefforts are ultimatelydirected at remedying the customer’s issue. However, despite the fact that the customer may instigate Conciliation,the vendors participatingneed to be able to freely argue their case withoutthe potential falloutfrom the customer’s perception of their argument. Therefore, unless the customer is a vendor, the customer is not a direct participant in the Conciliationand/or the Mediationprocesses. The vendor(s) do not participate in the Mediation process. The Open Group’s representative willrepresent the customer and willendeavor to keep the customer informedas to progress and timeframes.

2.3.2 The Requester

Customers and vendors with Registered Products in the InteroperabilityProgram are able to invokethe process (the Requester).

The obligationplaced upon the Requester is to use the process appropriately— the process is notdesigned to remedy single customer-vendor conflicts or general support problems.

Vendors can invoke the process if there is evidence of an interoperabilityissue affecting Registered Products.

Beforeinvokingthe Conciliationprocess, the Requester is required:

• When the Requester is a customer, to have in place some form of support arrangements (such as maintenance contracts) with the vendor(s) involved;withoutinvokingthe available support covering the specific product(s), Requesters willnot meet the entry criteria of the InteroperabilityProgram

• To supply evidence that all normal avenues of recourse withinvolvedsupport organizations have been exhausted (short oflitigationor other legal processes)

• To provide to The Open Group, if required, access to the affected systems, or to alternate systems that clearlydemonstrate the interoperabilityissue

2.3.3 The Vendor

Upon applicationto register a product to a Product Standard that requires the Interoperability Program, a vendor must confirm its acceptance of the procedures of the Interoperability Program. The completion of registration binds the vendor to participate in all aspects of the InteroperabilityProgramforas long as the vendor’s productremains a Registered Product.

The vendoris required:

• To participate in the Conciliationprocess and cooperate with The Open Group in Mediation when the Requester has identified one or more interoperabilityissues with the vendor’s

6 Brand Program Documentation (1998)

Operation of the Program Responsibilities of Parties

Registered Products

• To provide to the Requester and The Open Group, within30 days of the publicationof the InteroperabilityRecommendationby The Open Group, its intended handlingofthe issue and the InteroperabilityRecommendation

2.4 Third Parties

When a third-partyproduct is believed to be materiallyaffecting the interoperabilityissue, The Open Group willdetermine whether the specific issue is appropriateforConciliationand whether the third party should be brought into the process. If contact can be made (that is, an appropriaterepresentative forthe product is located), The Open Group willissue an invitationto the thirdparty to participate and willsupply a standard non-disclosure agreement forexecution bythe thirdparty(see AppendixB).

Ifthe representative of the third-partyvendor executes the non-disclosure agreement with The Open Group and thereby agrees to take part in the Conciliationand/or Mediationprocess, the third-partyvendor becomes part of the specific issue resolution process, and is included in the definitionof vendors used herein.

2.5 Stepping Through the Process

Thissection details the process in a time-ordered sequence. The times givenin this section are the objectives ofThe Open Group in facilitatingan invocationof the process. The times may be modified by The Open Groupafter consultationwiththe parties involved.

2.5.1 Prior to Invocation

Allparties are expected to have completed the actions deriving from their responsibilities as defined in the previoussections.

2.5.2 Request for Conciliation

After all normal avenues for issue resolution have been explored, a Requester who is experiencing an interoperabilityissue between Registered Products may submit a Request for Conciliationto The Open Group.

2.5.3 Determination of Request for Conciliation

Upon formalnotification of a Request forConciliationvia email, facsimile, or courier, The Open Group willdetermine whether the InteroperabilityProgram is appropriate, and willcheck that the Entry Criteria(see Section 2.6.1 on page 10) have been satisfied. For this purpose, The Open Group willassign a representative who willdetermine acceptance of the request withinthree business days.

Stepping Through the Process Operation of the Program

Decision on whether to

Proceed with

Conciliation Request for

Conciliation MediationConcludes

Extended

Conciliation

Concludes Conciliation

Concludes

5 Days

3 Days 10 Day Extensions

(if agreed) 3 Days

Decision on whether to

Proceed with

Conciliation Request for

Conciliation MediationConcludes

Extended

Conciliation

Concludes Conciliation

Concludes

5 Days

3 Days 10 Day Extensions

(if agreed) 3 Days

Decision on whether to

Proceed with

Conciliation Request for

Conciliation MediationConcludes

Extended

Conciliation

Concludes Conciliation

Concludes

5 Days

3 Days 10 Day Extensions

(if agreed) 3 Days

f f

____________________________________________________

____________________________________________________ f

____________________________________________________

____________________________________________________

f^{__________________} f^{__________________} f f