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About this presentation

« Talks about a Strategic Project called ‘Univision’ - conceived, designed, built,
executed and operated by IBM at a Telecom Service Provider in India

» Goals of the Project

» Solution Details (Service Quality Management, NOC consolidation)
« Examples of Critical Business Services managed by this Project
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Manage by Service — instead of infrastructure

Managing “infrastructure”

Large amounts of uncorrelated infrastructure
data — characterized by high Volume, Variety,
Velocity

Customer care “chases” infrastructure NOCs

Insight about SLAs and customer experience
is “lost in averages”

Operational cost grows with infrastructure

High dependence on partner’s efficiency.
“Loss of control” on managing customer
experience

Pulse2012
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Managing “service”
Focused, analyzed data — deals with root

cause, Service Quality, Customer impact

Customer care is proactively informed about
Service and Customer Impact

“‘Manage by exception”

Operational cost becomes largely independent
of infrastructure size

Reduced dependence on partner efficiency,
improved partner governance, greater control
over managing customer experience
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Customer care, Account mgrs

Service Management Vision 8

A

Best-practice service
management
processes

% Service level SERVICE MANAGEMENT
R dashboards CENTER

Service-level, end-to-end SLAs

and reports

Service mgmt
organlzatlon

Disparate (potentially partner-managed) processes, tools, data sources and infrastructure
Silo’ed SLAs

Mobility NOC — Partner 1, Partner 2, ...

Optical / IP NOC
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Project: Univision: Goals

* Manage key services with a 360-degree view of service health, availability and customer KQIs

Enable proactive and reactive functions that will ensure key services provided to the Service Provider’s customers
are continuously available and conforming to SLA or QoS performance levels

* Scope spans all LoBs of the Service Provider, with 36 Services in scope over a period of 5 years

Enterprise Mobility Telemedia

Blackberry
GPRS

Roaming

Clearchannel
MPLS VPN
DSL

Pre-Paid Recharge
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Selfcare and Contact
center




Solution Aligned to eTOM Business Processes \

STRATEGY & LIFECYCLE MANAGEMENT

eTOM Business Processes
addressed by IBM Solutic

Strategy
& Commit

suppPLY RESOURC Ay

Infrastructure Product
Lifecycle Lifecycle
Management Management

Market & Offer Management

Supply Chain Development and Management

OPERATIONS

Operations
Support &
Readiness

|
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ENTERPRISE MANAGEMENT

Enterprise Effectiveness Mgmt. Knowledge & Research Mgmt. .

Strategic & Enterprise Planning

Enterprise Risk Management

Fquim Assurance Billing

Customer Relationship Management
L se———
Service Management & Operations

. . T

Resource Management & Operations

. I e D
Supplier / Partner Relationship Management

I Financial & Asset Management Stakeholder & External Relations Mgmt. Human Resource Management
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RESCE)URC SERVICE CUSTOMER
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eTOM Business Processes
Facilitated by IBM Solution

OPERATIONS

1.6
Customer

QoS / SLA
Management

CRM
Support & Readiness

Problem
Handling

1.3 Marketing
Fulfillment

Billing & Collections

Management
3.3 Resource 3.4 Resource

25
Service & Specific
Instance Rating
Trouble Mgt. Perform. Mgt.

Resource Data Collection & Processing

Order
Handling

Retention & Loxaltz

23 Service 24 Service
Problem Quality
Managemen Management

21
Service Mgmt. & Operations

Support & Readiness

3.1
Resource Mgmt. & Operations
Support & Readiness

S/PRM
Support & Readiness

2.2
Service Configuration

& Activation

Resource Provisioning

4.8/P Problem S/IP
Reporting&Mgt.§ Perform. Mgt.

Sueelier/ Partner Interface Management

4.2 4.5
S/P Requisition Management S/P Settlements & Billing Mgt.
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CUSTOMER

PARTNER

CRM
Support & Readiness
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IBM Solution Components to

Realize eTOM Business Processes

OPERATIONS

Viarketing
Fulfillment

Service
Quality

Service
Inventory
Mapping,

KPI Mediation

—;
| |
Partner PM
—IE_‘_
Mobility, Tx, IP MPLS, VAS, IT
i TOWETS e

Service Provider’s Existing Applications
to be Integrated

e

Management &

I I l Instance Rating I
l Partner FM l

ollection & Processing

S/P Settlements & Billing Mgt.
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Solution Architecture

Tivoli Integrated Portal Smallworld

Unified Network, Service
& Incident View

Kenan
Billing System TNSQM - Serv.Quality.Management
SLA Manager

Service Model

GIS

Operational CRM

Service
Management

Framework

Discovery DB

A
4—

4 Reconciliation
Process

Metasolv M6

Network Inventory System Netcool Omnibus /

Impact

Correlations

Netcool Probes Infovista, Netact, OSSRC, MRTG, Various eMS, EDRs, CDRs
Performance Management Systems

Fault Management Systems

Auto Network
DiscL:)\c/)erye(v'vl'?(r, IP) Wireless, Wireline , IT, VAS, Contact Centre NMS/EMS/NE
||||||||

- IBM I?roposed Service Provider’s Existing - High Availability I
Solution Applications Architecture et

Components to be Integrated "'" "
| |
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Univision Integrations ~120 data sources as of today

. Fault management . CRM
—  HP TeMIP —  Oracle
- Nokia NetACT
—  Ericsson OSS/RC

—  HP NNM (Retired Now) - m ,
— IBM Tivoli —  HP ServiceDesk

- BES - Remedy
—  Native SNMP —  Maximo TSRM

Performance management and Service Quality Management . Billing
—  Infovista —  Kenan
—  Tekelec IAS
—  Nokia NetACT . GIS
—  Ericsson OSS/RC —  GE Smallworld
—  UTIBA ( Pre paid Recharge Application)
—  Comviva - SMSC
- BES
— Avaya
—  mWallet ( Infosys) — Latest one as of Q1 2012
—  Smart —Trust

Ay
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Positioning of Univision Service Management Center

Operations
Operations Support Fulfillment Assurance Billing

Customer Interface Marﬁaement

Customer Relationship
Management . e .
i o e Seliing Proactive notification of customer
iy | iy B impact to CRM
Fulfliment .
Sales & Response
Chamnel
| |
I .
Service Managen| Network and service
smeo Suppont g [ inventory for Service &
Process are . Specific !nslance
Management o correlation and Ry
enrichment
Resource Managemen peragons
RM&g r(f.“,curt &l Maﬁ:;:‘n':t - Resource vajsion'ngl :
Management Open?ﬁons o Se| . . . .
| _Readness |
Proactive notification of root causes and high [ ]
Supplier/Pariner Relationshi prlonty fixes to NOC
S/PRM Operations 5/F Relationshy S/P b burchase b Eioblem S/P SIP Setflements .
S ot | || 0oms | | e | | | i || g o ®
: Supplier/Partner Interface Management ||||ll||
x 1 [y

Meet the experts. Optimise your infrastructure.




Example 1: Pre Paid Recharge

. 130 Million Subscribers in total
85% Pre-paid

Top-up is done via Retailers

Ay

-

P 13
- Meet the experts. Optimise your infrastructure.




Pre-paid Delivery Architecture

Pre-paid Application Core

A IN servers
EC1 app server cluster Retailer account
database (7 servers for
23 circles)

Subscribers =
-

!

Easy recharge
requests

(short code 452

Retailer Selfcare application

Other requests
Bill pay, HT, RT,...

(short codes 450, 451) > E:
&
1y ||||
ARBOR database I|
EC2 app server cluster i [Ty
P — ||,|| ||
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Pre-paid Recharge flow
Customer Retailer [SMSC ] [UCP client] [Delirium core] [ IN client] [IN server ] [Database 1 ]

Recharge request

» SMS SC 452

Forward SMS Generate

Inputs: > tion ID Check:
Retailer MPIN ransaction Subscriber MSISDN

Customer MSISDN Retailer MSISDN
Recharge amount Retailer MPIN
Retailer balance
Fwd request | Retailer expiry

»
>

Fwd to IN client to

update subscriber >
state in IN server Update
IN server
< Update < >
P Update retailer state Replicate i,
N success / @’
< Update failure
success / “Il""
Update failure iy
success / "'" "
failure | [
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TNSQM Implementation of Prepaid Recharge - Monitored
Services...

 Recharge

« Balance Check

« Balance Transfer
« DTH Bill Pay

P 16
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TNSQM Performance Indicators

« The following measures are monitored for each service .

— ATTEMPTS

— SUCCESSES

— FAILURES - (Failure cause type, cause code)

— SUCCESS_RATE

— LATENCY

— USAGE (transactions per sec)

— % of all successful transactions complete within 6 seconds and 60 seconds.
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Pre-paid Service Model Views

Metrics are measured, viewed and controlled (Threshold Alerts) on
several dimensions

« Zone/Hub (North, East, South...)

« PLMN ( Circle A ,Circle B ...)

» Class of Applications (All Cores, All Ins, All SELFCARE apps...)

* Individual Sub-Component (e.g. Instance 7 of IN server in EAST Hub...)

All metrics (success rate, failure cause code, type) are available to the application
instance level.
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Mumbai Recharge SLA

= SLA Monitor - Service Quality Manager Client
File ¥iew Actions Add-Ins

window  Help

[ Exit Client &) Online Help " [Al Discover SLAs ° Report %@ EventLog & Find @5 Services

Monitaring |

Configuration

>

L e [ Model name Resource name | Individual | condition | Start time End time
=l [k Individual clauses [« -
s —I___
KO Ansliy V. RECHARGE ATTEMPTS [Irdia_airkel_Murbai, AlComponents, AlSubComponents] o emss =c 10, 11:45 15T Dec 10, 12:00 15T
i . RECHARGE SUCCESSES [India_airtel_Mumbai, AllComponents, AllSubComponents] D - 1 -2 Dec 10, 11:45 IST Dec 10, 12:00 IST
alarm Maonitar 4. RECHARGE FAILURES [Irdia_airtel_Murabai, allCamponents, allSubCormponents, AllF ailures] [ ] Dec 10, 11:45 IST Dec 10, 12:00 IST
. RECHARGE SUCCESS RATE [India_airtel_Mumbai, AllComponents, AllSubComponents] . s®s3z Dec 10, 11:45 IST Dec 10, 12:00 IST
T4 RECHARGE LATEMCY [India_airkel_Mumbai, AllCormpaonents, AllSubCamponents] . ooss Dec 10, 11:45 IST Dec 10, 12:00 IST
. RECHARGE USAGE [India_airtel_Mumbai, AllComponents, AllSubComponents] . 1oes Dec 10, 11:45 IST Dec 10, 12:00 IST
= Lk LAPL_PLMN_EZE_RECHARGE [ = 7
V. PLMM EZE RECHARGE ATTEMPTS [LAPU_WEST,India_sirtel_Mumbai] | =] Dec 10, 11:45 IST Dec 10, 12:00 IST

= |

SLA Provisioning

SN Provisioning

|&3 client (15T

Close

0 5LA Monitor 4 LAPU_RECHARG. ..

Auditing

&3 Client (1573 [ 7} bhartiol

— Pulse2012
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Mumbai Recharge Component Level Drill Down View

& SLA Monitor - Service Quality Manager Client
File ¥iew Actions Add-Ins

window  Help

[ Exit Client &) Online Help " [Al Discover SLAs ° Report %@ EventLog & Find @5 Services

Monitoring |

x *up -~ & =
SLa Monia configuration
Crrilldowen
| K& hierarchy Resource name 1 value il Start time End time

Kl Analizey | = P RECHARGE SUCCESS RATE [India_airtel_Murmbal, AllComponents, allsubComponents] 98.32 Dec 10, 11:45 IST Dec 10, 12:00 IST
® [l RECHARGE SUCCESS RATE [India_airtel_Mumbai, AllComponents, AllSUbComponents] 98.32 Dec 10, 11:45 IST Dec 10, 12:00 IST
Alarm Monitor (3 RECHARGE SUCCESS RATE [India_airtel_Mumbal, CORE, allSubCampenents] 97.39 Dec 10, 11:45 IST Dec 10, 12:00 IST
= k&l RECHARGE SUCCESS RATE [India_airtel_Mumbai, CORE, AllSubComponents] 97.39 Dec 10, 11:45 IST Dec 10, 12:00 IST

& RECHARGE [India_airtel_Pur
(g RECHARGE SUCCESS RATE [India_airtel_Mumbai, CORE, NORTH_CORE_3] 100 Dec 10, 11:45 IST Dec 10, 12:00 IST
(53 RECHARGE SUCCESS RATE [India_airtel_Mumbal, CORE, SOUTH_CORE_2] 100 Dec 10, 11:45 IST Dec 10, 12:00 IST
(g RECHARGE SUCCESS RATE [India_airtel_Mumbai, CORE, WEST_CGRE_1] 97.17 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE SUCCESS RATE [India_airtel_Mumbal, CORE, WEST_CORE_3] 98.12 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE SUCCESS RATE [India_airtel_Mumbai, IM, AllSubComponents] 97.55 Dec 10, 11:45 IST Dec 10, 12:00 IST
(3 RECHARGE SUCCESS RATE [India_airtel_tumbai, DB, AllsubCompanents] 100 Dec 10, 11:45 IST Dec 10, 12:00 IST

=)

© Drill down complete

SLA Provisioning

SQM Provisioning

|2 diierk =Ty |

Cloze

Auditing ~ SLA Monitor ~ LAPU_RECHARG. .. | had Drilldown: RECH...

|€® client (15T) [ 7 bhartion [T
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ndovw  Help

File View Actions Add-Ins
[ Exit Client &) Online Help [#] Discover SLAs ° Report %8 EventLog & Find 85 Services

Monitaring

N (==

oo MoRTa configuration
,’.ﬁ] Drilldown

o KQI hierarchy Resource name | Value | Start time | End time |.#]
KQl Analyzey | = 1M RECHARGE FAILURES [India_airkel_Mumbai, AllCamponents, AlSubCamponents, AlIFailur es] 161 Dec 10, 11:45 IST Dec 10, 12:00 IST -]

G’h = i@l RECHARGE FAILURES [India_airtel_Mumbai, AllComponents, AlSubComponents, Al ailures] 161 Dec 10, 11:45 IST Dec 10, 12:00 IST

alarrm Monikor = (% RECHARGE FAILURES [India_airtel_Mumbai, CORE, AllSUbComponents, AllF ailures] 84 Dec 10, 11:45 15T Dec 10, 12:00 1ST

= @l RECHARGE FAILURES [India_irtel_Mumbai, CORE, AllSUbComponents, AllFailures] 84 Dec 10, 11:45 IST Dec 10, 12:00 IST

= (%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1, AllFailures] 33 Dec 10, 11:45 IST Dec 10, 12:00 15T

= @l RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1, AllFailures] 33 Dec 10, 11:45 IST Dec 10, 12:00 IST

= (% RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1,CATEGORY: UserInputError] 33 Dec 10, 11:45 IST Dec 10, 12:00 IST

= @l RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1,CATEGORY: UserInputError] 33 Dec 10, 11:45 IST Dec 10, 12:00 IST

(53 RECHARGE FAILURES [India_sirtel_Mumbai, CORE, WEST_CORE_1, AuthBadPassword] a Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1, InsufficientFunds] ° Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_sirtel_Mumbai, CORE, WEST_CORE_1,MsisdnMotInftange] 12 Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_1,MotAgent] 3 Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_3, AllFailures] 22 Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, WEST_CORE_Z, allFailures] 29 Dec 10, 11:45 IST Dec 10, 12:00 IST

(%3 RECHARGE FAILURES [India_airtel_Mumbai, IM, &llSubComponents, AlFailures] 77 Dec 10, 11:45 IST Dec 10, 12:00 IST

@ Drill dowwn complete @2 client (IST)

ErE—

SQM Provisioning
Auditing ' 5LA Menitar 4 LAPU_RECHARG... | kg Drilldown: RECH. ..

&2 Client (I5T) [ ) bharting S5
mr

— Pulse2012 -
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File View Actions Add-Ins

ndove  Help
[ Exit Client &) Online Help [#] Discover SLAs . ° Report %8 EventLog & Find 85 Services

Monitaring

’ 4 up -
oo MoRTa configuration
Drilldown
o KQI hierarchy Resource name Yalue Start time End time
KQl Analyzey = P RECHARGE FAILURES [India_airkel_Mumbai, AllCamponents, AlSubCamponents, AlIFailur es] 161 Dec 10, 11:45 IST Dec 10, 12:00 IST
C\a = i@l RECHARGE FAILURES [India_airtel_Mumbai, AllComponents, AlSubComponents, Al ailures] 161 Dec 10, 11:45 IST Dec 10, 12:00 IST
alarrm Monikor (%3 RECHARGE FAILURES [India_airtel_Mumbai, CORE, AllSUbComponents, AllF ailures] 84 Dec 10, 11:45 15T Dec 10, 12:00 1ST
= (% RECHARGE FAILURES [India_airtel_Mumbai, IN, &llSubComponents, Al ailures] 77 Dec 10, 11:45 IST Dec 10, 12:00 IST
= [# RECHARGE FAILURES [India_airtel_Mumbai, TN, AllSubComponents, AlF ailures] 77 Dec 10, 11:45 IST Dec 10, 12:00 15T
(%3 RECHARGE FAILURES [India_airtel_Mumbai, IN, WEST_IN_9, AllFailures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airtel_Mumbai, TN, WEST_IN_S, AllFailures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airkel_Mumbai, IN, WEST_IN_6, AllFailures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(53 RECHARGE FAILURES [India_airtel_Mumbai,IM,WEST_IN_10, alFailures] 3 Dec 10, 11:45 IST Dec 10, 12:00 IST
= (%A RECHARGE FAILURES [India_airtel_Mumbai,IN, WEST_IN_4, AllFailures] 53 Dec 10, 11:45 IST Dec 10, 12:00 IST
= &l RECHARGE FAILURES [India_airtel_Mumbai, TN, WEST_IN_4, AllFailures] 53 Dec 10, 11:45 IST Dec 10, 12:00 IST
= (% RECHARGE FAILURES [India_airtel_Mumbai, IN, WEST_IN_4, CATEGORY: OtherError] 53 Dec 10, 11:45 IST Dec 10, 12:00 IST
= . RECHARGE FAILURES [India_airtel_Mumbai, IM, WEST_IM_4, CATEGORY:OtherError] 53 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airtel_Mumbai, 1N, WEST_IN_#,OtherErrar] 53 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airtel_Mumbai, TN, WEST_IM_1,AllFailures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [Indis_airtel_Murnbal, IN,MORTH_IN_4,AllFsilures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airtel_Mumbai,IM,WEST_IN_11,alFailures] 13 Dec 10, 11:45 IST Dec 10, 12:00 IST
(53 RECHARGE FAILURES [India_airkel_rumnbai, IN, WEST_IN_7, AllFailures] 1 Dec 10, 11:45 IST Dec 10, 12:00 IST
(%3 RECHARGE FAILURES [India_airtel_Mumbai, IN, SOUTH_IM_, Al ailures] 2 Dec 10, 11:45 IST Dec 10, 12:00 IST

& Drill down complete
SLA Provisioning
SN Provisioning

=1

W3 Client (IST)

Close

Auditing SLA Maonitor LAPU_RECHARG... | hag Drilldown: RECH. ..

2 Client (I5T) [ ) bharting S5
i
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Benefits

« Reducing time to diagnose problems significantly. Able to pin point the problem
domain area (E.g. SMSC, LAPU or IN server)
— More accurate end-to-end view of the service quality needed to improve the customer
experience
— To perform root cause analysis (RCA) through guided drill-down by creating
Combined KQI (Latency, accessibility and etc) from different data sources.
 Revenue leakage

— Handling exceptional cases where multiple recharge is sent as a result of SMS
delivery failure

« Able to generate violation at Subscriber/Retailer level by taking the CDR transactional
records from SMSC

— Wrong Password reset

— Balance low notifications ﬁ‘i
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Thank you, | hope this was time well spent

« Q&A
 Feedback
» Let’s catch up offline too!
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Trademarks and disclaimers

© Copyright IBM Australia Limited 2012 ABN 79 000 024 733 © Copyright IBM Corporation 2012 All Rights Reserved. TRADEMARKS:
IBM, the IBM logos, ibm.com, Smarter Planet and the planet icon are trademarks of IBM Corp registered in many jurisdictions worldwide.
Other company, product and services marks may be trademarks or services marks of others. A current list of IBM trademarks is available
on the Web at "Copyright and trademark information" at www.ibm.com/legal/copytrade.shtml

The customer examples described are presented as illustrations of how those customers have used IBM products and the results they may
have achieved. Actual environmental costs and performance characteristics may vary by customer.

Information concerning non-IBM products was obtained from a supplier of these products, published announcement material, or other

publicly available sources and does not constitute an endorsement of such products by IBM. Sources for non-IBM list prices and

performance numbers are taken from publicly available information, including vendor announcements and vendor worldwide homepages.

IBM has not tested these products and cannot confirm the accuracy of performance, capability, or any other claims related to non-IBM

products. Questions on the capability of non-IBM products should be addressed to the supplier of those products.

All statements regarding IBM future direction and intent are subject to change or withdrawal without notice, and represent goals and

objectives only.

Some information addresses anticipated future capabilities. Such information is not intended as a definitive statement of a commitment to

specific levels of performance, function or delivery schedules with respect to any future products. Such commitments are only made in IBM

product announcements. The information is presented here to communicate IBM's current investment and development activities as a good

faith effort to help with our customers' future planning.

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual

throughput or performance that any user will experience will vary depending upon considerations such as the amount of multiprogramming

in the user's job stream, the I/O configuration, the storage configuration, and the workload processed. Therefore, no assurance can be given

that an individual user will achieve throughput or performance improvements equivalent to the ratios stated here.

Prices are suggested U.S. list prices and are subject to change without notice. Starting price may not include a hard drive, operating system ~@'

or other features. Contact your IBM representative or Business Partner for the most current pricing in your geography.

Photographs shown may be engineering prototypes. Changes may be incorporated in production models. ||||ull
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