
LUS01  Customer Budgets for Licensing

2. Open Customer 
Portal

3. Sign-In

3. View Licensing 
PositionStart

1. Call 
Scotty

End
14. Accepts 

Quote?
10. Compare Quotes

11. Gets Budget 
Information

13. Review Quote

6. Sign-In 8. Tomás selected
9. View Tomás  

Licensing Position 
for Limited Time

5. Open Channel 
Partner Portal

12. Creates and 
Submits Quote7. Select Customer

4. Tomás 
Gives Scotty access to Full 

Licensing Position for a 
limited time

Yes

No

Tomás, 
Customer

Scotty,
Partner 



LUS02  Customer Renews Expiring Enrollment, Software Assurance and Subscriptions

4. Reviews 
Renewal Package

5. Submits 
Renewal Package 

for Approval

7. Submit approved 
Renewal Package to 

Microsoft

10. Receive Error 
Notification

Renewal Package 
Not Signed

11. Sign Renewal 
Package

Start

1. Receives 
Notification of 
Expiration of 

Microsoft Licenses

2. Creates 
Renewal Package

3. Submits 
Renewal Package 

to Tomás 

6. Approves 
Renewal Package

8. Validate 
Renewal Package

9. Missing 
Signature?

12. Renewal 
Package Processed

EndNo

Yes

Legal Team

Uses Mobile Device to 
Log into Partner Portal

Varsha,
MS Ops 

Tomás, 
Customer

Scotty,
Partner 



LUS03  Customer Manages Online Services

Start 2. Sign-In

3. Review OLS Usage

4. Review Offerings

5. Manage OLS
6. Create 

User Account
7. Add Chris

8. Receives notification 
for new account & online 

license provisioning

9. Opens Customer 
Portal

10. Sign-In
12. Create 50 User 

Accounts
11. Manage OLS End

1. Opens Customer 
Portal

Tomás, 
Customer

Chris - IT Engineer  

 

"My role is a mile wide and an inch deep." 

 

 

Chris is the junior IT admin reporting to Tim. He provides day-to-day 
management and troubleshooting of the network, servers, OS, applications, 
and enduser support. 

 

 This persona was developed by the Windows Server CUE team.  Below is what's of particular interest to MBS about Chris, it's not an exact 
match to the original writeup.   Here's the original Chris detailed write up from the  Server CUE team as a reference:  IT Engineer The spirit of 
Tim is exactly the same, but some of the details have been made appropriate to MBS and some MBS research will be integrated to help us 
understand MBS specific Tim issues and contexts over time. 

Chris,
Customer



LUS04  Customer Upgrades to Recommended Licenses

1. Opens Customer 
Portal

2. Sign-In

3. Licensing Position

4. Offerings

6. Submit Offer to 
Channel Partner

5. Select Offer

8. Log Opportunity7. Review Offer 10. Create Quote
12. Prepare Order

13. Submit Order to 
Microsoft

End

9. Provides 
Implementation 

Details

11. Approve Quote

Start

Tomás, 
Customer

Scotty,
Partner 

Paul, 
MS Field



LUS05  Customer Tries and Buys Software with Financing

1. Opens Customer 
Portal

2. Sign-In
3. Learn OLS 

Software + Services
5. Add Users

4. Sign Up for 
Office 365

7. Notification of Start 
Trial for Sabina

9. Calls Sabina
10. Changes 

Licensing Program
13. Submit Order to 

Microsoft

6. Start TrialStart
8. End Trial 
Notification

11. Create Quote 12. Create Order 14. Validate?

15. Fixes Order 16. Submits Order End

No

Yes 17. Verifies Order

Notification

Paul, 
MS Field

Eli,
Partner 

Sabina,
Customer



LUS06  Partner Orders a Mix of Online and On-Premise Services for a Commercial Customer

1. Opens Customer 
Portal

2. Sign-In
3. View Sales 

Activities
Start 4. Search Quote

5. Flag Tomás  
Account

6. Log Sales 
Opportunity

7. Notify Paul

8. Approve Sales 
Opportunity

9. Track Sales 
Opportunity

11. Notify Tomás of 
Budget Approval

12. Create Order 13. Submit Order

End

11. Implements IT 
Strategy

10. Views Scotty s 
Sales Activities and 

Target Goals

Tomás, 
Customer

Scotty,
Partner 

Gloria, 
Partner

Paul, 
MS Field



LUS07  Partners Order a Mix of Online and On-Premise Services for a Public Sector Customer

1. Opens Customer 
Portal

2. Sign-In
3. Establish 
Agreement

4. Adds Self as 
Channel Partner for 

Patty

7. Patty Issues New 
RFP

8. Notify Channel 
Partners

8. Prepares & 
Submits Quote

8. Prepares & 
Submits Quote

Start

10. Selects Eli s 
Quote

9. Compares Quotes

5. Creates Order 6. Submits Order

11. Eli Adds Self as 
Partner for Patty

12. Reviews Order 
History

13. Submits Order

End

Scotty,
Partner 

Patty,
Customer 

Eli,
Partner 



LUS08  Partner Orders for Customers via B2B System

1. Opens ERP System 2. Sign-In

Start

3. Adds 25 Orders
4. Reviews 105 

Orders
5. Requests Data 
From Microsoft

6. Submits 
Requested 

Data

7. Completes Order 8. Validates Order
9. Submit to 

Microsoft
End

Scotty,
Partner 

Varsha,
MS Ops 



LUS09  Support Helps Customer Manage License Assets

2. Sign-InStart
1. Opens Customer 

Portal

3. Manage OLS

4. Assign User 
Accounts

5. Unable to obtain 
keys for software 

licenses
6. Calls Scotty

7. Could not resolve 
problem

8. Refers Tomás to MSFT 
Customer Support

10. Signs into Tomás  
profile

9. Opens Customer 
Portal

11. Reviews Tomás  
company s account 

12. Shows Tomás the 
appropriate keys to 

use

13. Able to view and 
manage online and 

on-premise licenses in one 
place

End

Tomás, 
Customer

Scotty,
Partner 

Wanda,
MS Ops



LUS10  Config Creates a New License Offering

Start 3. Tracks progress End

2. Configures License 
Offering

1. Provides the 
required information 

to Connie to configure 
the License Offering 

including testing, pilot 
plans and timeframes

Reggie,
MS Config 

Connie,
MS Config 
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