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Abstract: This case details the development of Model Driven Architecture (MDA) at a start-up company. The growing 
market in on-demand software provides the company with tremendous opportunities to succeed. A new on-demand system is 
aimed at facilitating the automation of cross-department collaboration, which connects the company’s Web applications to 
other Application Service Providers (ASPs) and Enterprise Resource Planning (ERP) systems. However, it is challenging to 
dynamically integrate multiple autonomous software systems. To create an extensible solution, a project was initiated to 
design the on-demand system based on MDA. For this project Unified Modeling Language (UML) was used to model 
enterprise business processes and their departmental functions. The models are abstract views of complex enterprise systems; 
they allow good communication to push new services to subscribers. After the implementation of such models, the 
management team can further address many issues such as cost effectiveness, reliability and data security of software-
supported business processes. 
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1. Organization Background 
 
This case is regarding an Application Service Provider (ASP) of service lifecycle management (SLM) software for 

small and medium field service companies. Their clients include companies in the Heating, Ventilating and Air Conditioning 
(HVAC) industry, as well as in the, plumbing, pool and spa, pest control and other service businesses. The company, a 
privately-held startup based in Texas, provides a complete solution through Web-based software to the sole proprietor who 
wants to manage his growing business as well as the multi-location enterprises that need to manage large territories of 
customers. The clients can acquire the solution on monthly or yearly subscription basis. SLM deals with all phases of the 
customer’s interaction with a product/service and the company that sells it, from pre-sale evaluation through maintenance and 
eventually to the purchase of a new product/service. The clients that benefit from SLM are able to increase revenue, create 
higher margin, reduce costs and increase customer satisfaction.   

This company provides software solutions that include applications for the web and desktop personal computers  
running on Microsoft Windows. The web application developed by the company is a dispatching and Customer Relation 
Management (CRM) software solution; it has all the features and capabilities needed by the service business, field 
technicians and back office administrators. It provides capabilities of customer management, work orders and dispatching, 
sales force automation, and reporting. The desktop application is business management and accounting software and has 
modules for the management of account receivables, inventory management, payroll, transportation/fleet and others. 
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