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Agenda

The Back Office
Subscription Management = Fulfilment

The Delight of Billing
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ommunication
from the
Back - Office

"To overcome the
complexity of
network
technologies do we
require twice as
complex
management
systems?’

Unknown from
the floor of
Optimizing OSS
Seminar, October
2005
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What I1s Subscription?

A Wire and a Hole in a Switchboard ,‘"‘-____-, \ L
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What I1s Subscription?

A Wire and A Hole in a Switchboard
A Phone number
A SIM Card
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What I1s Subscription?

A Wire and A Hole in a Switchboard

General I

A Ph O n e n U m b er Yiou can get 1P zettings assigned autamatically if your network supports
thiz capability. Othernwize, you need to azk your nebwork administrator for
A SIM Card
—I{% |lze the fallowing P address:

the appropriate IP zettings.
An |P Add ress IP address: [132. 168, 1 201

Subhet mazk: | A5 .86 .86, 0

" Obtain an P address automaticaly

Default gatewan: |

= (Hbtaim I E semven addiess automstizall

—I% Lze the fallowing DMNS server addresses:

Freferred DMS zerver: I

Alternate DMS server I

Advanced... |
0K I Cancel |
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What I1s Subscription?

A wire and a hole in a switchboard
A Phone number

A SIM Card

An IP Address

An agreement with customer to provide a range of services
- not at all a technical issue.

A portfolio of communication products offered to the
customer
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200 '

Q
What \can a Stubcription contain”

rvice Core Capabilities Customer Time Frame Channels
ategory Services & Features Segments
Voice / Local / Long dist Call forward Region 1 Summer Stores
. International Caller ID Region 2 Winter Call Center
Voip Unified Follow me Self Service
messaging Virtual TN Olympics Retail
Conferencing Anniversary Virtual
. Push-to- Talk Teen Operators
Mobile Minutes Location Young adult  \Week- end
SMS IM/ Chat Famlly Specia|
MMS A number Traveller
WAP Balance
Streaming
GPRS
HSDSP _
Speed Postpaid
Data Internet acess SLA Prepaid
xDSL eMail Thousands of Products
Webspace _ :
Security _ _ Enterprise In Portfolio!
TV / Basic service SME
. IPTV Sport Home office
Video DigiTV package
VoD

Conferencing

Office s
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OSS and BSS

The IT (Information Technology) Infrastructure behind the
telecommunication services

OSS = Operations Support Systems
e Fulfilment automation
* Network management
» Service assurance

BSS = Business Support Systems
* Billing
e Customer care

Annually 30 —40 BE€ market
* Legacy replacement
« Automation to save operational costs
* Service quality
* Differentiation
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IT Back- office as Business Front-
end

Translate the technical systems to commercial products that
are sold to customers.

Back- office

0SS/ BSS
Systems

Manage Manage

Custome@ %Infrastructure

< |

Manage Delivery
Of Services Network Infrastructure
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Role of OSS

Emphasis during different
phases

Volume

Optimize

Automate

Define

O Comptel Corporation 2005

Why OSS automation

* Optimize operational costs

* Improve service delivery
speed

* Avoid faults

Time
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Telecom Clusters

et
[e] tional
CRM r Applications
Billing @
system
Problem
handling Interconnect
planning
Service .
assurance aid %
- Service
—
Service delivery
config Revenue TriplePlay
assurance

Performance SMS
monitor App gateway
N servers

Data
warehouse

Autodiscovery
Prepaid
Hement
mgmt Voice
messaging
Test &
measurement

Access Data
routing Network

technology

M Signalling
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Sales &
Marketing

Analytical
CRM

Operational

Revenue
assurance

Performance
monitor

Autodiscovery
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Applications

Service
delivery

TriplePay

SMS
App gateway
servers

messaging

Access
routing

Signalling
technology
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INTELLIGENT LINK ]

14




TeleManagement Forum and
eTOM Standard

Business
Management

Service Management

Network Management

Network Element Management

Network Element Layer

O Comptel Corporation 2005
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Customer Interface Management Processes

Customer Care Processes

Sales

Order Handling

Prablem Handling

Customer QoS
hda nagement

-

Invoicing and
Collections

Service Development and Operations Processes

Service Hanning
and Development

-

Service
Configuration

Service Froblem
Management

Service Quality
ha nagement

-

Rating and
Discounting

Network and Systems Management Processes

Metw ork Planning
and Development

*

Metwr ork
Provisioning

Metw ark Inv entory
Management

Metw ark
haintenance and
Re Sloration

Metw ork Data
hlanagement

[Element Management Processes}

Physical Network/ Information Technology

COMPTEL
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eTOM Level 1 Processes

Strategy. Infrastructure & Product Operations
Strategy & Infrastructure || Product Operations Fulfillment | Assurance| Billing
Commit Lifecycle Lifecycle Support &
Management || Management Readiness
Marketing & Offer Management Customer Relationship Management

Service Development & Management

Service Management & Operations

Resource Development & Management
(Application, Computing and Metwork)

Resource Management & Operations
{Application, Computing and Network)

Supply Chain Development & Management

Supplier/Partner Relationship Management

Financial & Asset
Management

Human Resources
Management

11 I
Enterprise Strategic & Brand Management, ||| Stakeholder & External Disaster Recovery,
Management | Enterprise Market Research & Relations Management Security & Fraud
Planning Advertising Management

Research &
Development,
Technology
Acquisition

Enterprise Quality
Management, Process & IT
Planning & Architecture

O Comptel Corporation 2005
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The FAB

0 Comptel Corpor.

Customer

Customer Interface Management Processes

Customer Care Processes

Sales Order Handling Proble m Handling Custarmer QoS Inv oicing and
lanagement Collections

L -

Fulfiliment

Service Development and Operations Processes

Service Fanning Service Service Problem Service Gluality Rating and

and Development Caonfiguration Ilangg ement hla n a gement Dizcounting
. . _Assurance .

Network and Systems Management Processes

Metw ark Fanning Metw ark Metw ark Inventary Tatwr ark Metwork Data
and Development Praovizgioning Management aintenance and Wan agement
Re Storat.ion

* L ] » L ]

[Element Management Processeé}

I

Physical Network/ Informration Technology
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Fulfillment -

speeding

order from
sales to revenue

Opening connections
and keeping them
tuned for optimal

operation.
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O Comptel Corporation 2005 NTELLIGENT LINK ] 1 8



Order fulfilment in eTOM

Customer

Fulfillment

.

Customer Interface Management Processes

Includes OSS elements:

Customer Care Processes

Sales

Order Handling

Proble m Handling

Custormer QoS
Mz nagermeant

Inv aicing and
Collections

L]

order management,

Service Development and Operations Processes

- inventory,

- prOViSioning1 Service Flanning
. . . and Developrment

- service activation -

Service
Configuration

Service Froblem
Management

Service Quality
ha nagement

Rating and
Discounting

*

BSS elements

Network and Systems Management Processes

- order entry,
- product planners

Metw ork Panning
and Development

Iedwy ark
Prowvisioning

Metw ork v entory
Managerment

Metw ork
Maintenance and
Re storation

-

Metwork Data
Management

L ]

Physical Network/! Information Technology
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[Element Management Processes}
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Order Fulfilment Process
/ @Bining

r

Customer E> Order

Care Manager

o 1

Workforce Network
Management |« | proyisioning System ‘—’ii “— Panning

I Network

Q ﬂ ﬂ Inventory

CPE
Customer Network / Service Infrastructure
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Provisioning layer — ADSL
Example

Resource
“Wh_,oi;llocayon o 1 Provisioning orders l
ich equipment? “ : . ”
“Which port?” Activate product: DSLfast

Customer Care API Self- Care API

Processing k==
Engines

Resource
Interface

CPE DSLAM Core NW AVAV-
interface interface Interface interface

Technical Technical
commands commands
“Set 512/512” “Ac_tlvate
email, VoD”

Network
Terminal

Ethernet

Broadband
Access Switch /

Customer DSL Regional Router
premises provider broadband
equipment network network Interne =
Public
CDMPT Services
0 Comptel Corporation 2005 INTELLIGE




Provisioning Layer - VolP Example

Customer / Order Hosted Service
Management Self- care

CRM API Self- care API Open API

Request processing

Access Network NEI IP Router NEI Soft Switch NEI Media Server NEI

| L] o

ﬁg‘fﬁﬁ_ N

Media Server Functions

IP Network Mobil

e
IP
Phones

COMPTEL
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Network Inventory

A repository for all network related resources
* Logical connections
 Transmission network
* Access network
e Switching equipment

Used for

* Network planning

 Allocating resources in fulfilment

e Optimizing network investments

* Finding root causes for ploblems

* Reporting, financial statements (SO
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"What Have
| Done
[0 Deserve This”

- Pet Shop Boys

3

=
T

1

Telephone billing
systems are the
; largest commercial
transaction

. processing systems
ik running currently
on earth?

L
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Billing Process in eTOM

Customer

Customer Interface Management Processes

Customer Care Processes

Sales Order Handling Proble m Handling Customer QoS Invoicing and
Ma nagement Collections
- [} [ ] - ]

Service Development and Operations Processes

Service Panning Service Service Problem Service Guality Rating and
and Development Coanfiguration Managerent Management Discounting
L L L 2 —

Network and Systems Management Processes

Metw ork Flanning
and Development

Metw ork
Provisioning

-

Metw ark Inventary
Wanagement

Metw ark
Maintenance and
Fe Storat.ion

Metw ork Data
Man agement

[Element Management Processee]

Il

Physical Network/ Information Technology
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Collection of CDRs

Billing and Support Systems

* No single collection point
 Heterogeneous infrastructure

.. * Inconsistent formats, access,
Mediation System and

semantics

* Rich usage information
* Records are short- lived

Packet datg/{volumeg, duration, ...

Application
QoS {throdghput, latency, Ipss, ...

data\{volume,

bytes}
Switches GPRS SMSC Application | Transport
Hosting

Volumes Volumes Volumes Web Hosting ~ ATM
Services Services Services Chat/ Instant  Frame relay
EMAIL IP VPN
File hosting
O Comptel Corporation 2005
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Mediation stages and clients

Billing | | Interconnect Billing I Roaming || Fraud CRM / Archive || Legal interception

Delivery Built-in or

addon

function o
Customer specific

configuration

Reporting
Conversion

Browsing

Enrichment

Aggregation

Oracle RDBMS

Validation

(b)
&)
©
Yo
S
(b)
+
c
—
O
%2
.

Conversion

Procgss Management & Mohitoring

Alarmin
= Collection
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The Billing Cycle

C2 €2 €3 €3 €3 €3 €3 €3

Rollup  Bulk/cross Recurrin Comput Other, Calculate Invoice Collection
charges discounts g e Adj, fees bill
charges tax /

e E e T

Products Agree- Monthly Tax CRM, Prir)t & ERP
Usage ments, fees Partners SLA Mail
Bundles Retail
COMPTEL
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Rating, Pricing, Billing, Charging

CDR

Rating

Product
data

0 Comptel Corporation 2005

Bill

Pricing

Customer
data

Billing Collection
Operator
account
: Customer
Charging account
COMPTEL

IIIIIIIIIIIIIII



The Challenges
Of OSS/ BSS
Now

For a hundred years
there was only one
service (voice), ten

years ago data
emerged.

Nobody knows how
many services need
now to be managed

and charged.
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What fundamental things have

happened in the telecom recently
?

Technology has evolved over a critical threshold in

* Processing power - Computing technology
* Transmission speed - Signal processing technology
* Memory size - Material technology

Open global markets
« Standardized networks - SP & Industry initiative
* Global operating groups - SP consolidation

REACHABILITY needs have been filled
ENTERTAINMENT is the new king
* I'm online —what have you to offer me!
* From reachability expertize to entertainment expertize
* New segmentation
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convergence

Convergence in Billing

* Replacement of dedicated Prepaid and
Postpaid systems with single real-time
transaction based converged system

* Cost / time of building same services
into both billing systems

* Consolidation in billing vendors has
started to be prepared for this

Convergence of Networks /
Services

» Every operator will be Triple Play (voice,
data, video/ TV)

e Cross product bundles
e Flexibility in business models

O Comptel Corporation 2005
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Complexity of Using New Services

How customers learn to use
new services

 Terminal configurations

* Multiaccess to services

* Network settings

Complex charging models

 "What does it cost if | download
this...”

* "Will my company pay for this 7’
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Living with Legacy

Systems made for incumbent
voice monopolies

e "Carved in Cobol...”

* Not documented

* "Huge database as battleground
of competing software
modules...

Cost of

* Maintaining, changing and
debugging

 Experts have retired

Huge business risks in
replacements

* "It directors do not usually
survive migration projects”
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Do you agree with me?
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