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Business Scenario

Today's telco market is more com-
petitive than ever before. Excellent
customer service, flexibility to adapt
to a fast changing market and a
maximum availability of network
components and services rank
among the critical factors for a
successful telco operator.

Every organization uses physical
assets (regardless of whether these
are network elements, software, IT
assets or non-IT assets) and logical
assets to deliver services powering
the business.

By concentrating on service delivery
and taking a service management
perspective on asset management,
organizations can increase their
operational efficiency and ensure
they derive the maximum value
from their investment.

Enterprise Asset and Service
Management is a strategy and a
solution which helps telecom-
munication companies to transform
to a “lean, agile and business
aligned operator”.

Operator’s requirements

A solution which helps the operator
to become excellent in service
delivery and service support should
comply with the following
requirements:

Business requirements:

o Powerful and flexible
configuration management for
assets and services

e Tracking of failures, i.e. trouble
ticketing

e Support of Problem and Change
Management

e Knowledge Base for efficient fault
resolution

¢ Monitor activities based on
Service Level Agreements

¢ Enhanced information exchange
between
o internal departments
o external service providers
o suppliers
o other operators
o valuable customers

e Work order tracking and resource
planning capabilities

Summary

The Challenge
- Increase operational efficiency
- Maximize ROI on assets

The Solution
- Enterprise Asset and Service
Management

The Advantages

- Robust and scalable solution

- Incorporates industry best practices
- Customizable to business needs

- Enhanced Customer Experience

e Convenient access for all staff
members whether internal, field
service (mobile access) or
external

o Powerful reporting capabilities to
support quality assurance and
continuous improvement

Architectural requirements:

e One solution platform for all
branches

e Support of any type of
organizational structures

¢ Multi-language support within the
same system for international use

e Supports easy changes of
business processes

¢ Follows Asset and Service
Management industry best
practices, like ITIL and eTOM

e Supports the complete workflow
from contact center to service
technician

e Has a flexible and powerful
integration framework

e Has standard adapters to
common ERP systems

¢ |s a modern SOA-architected
solution
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