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Why assurance is at the heart tmforum
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Customer
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Unhappy Reality

[WHERE DOES THE TECHNOLOGY
INDUSTRY STAND IN NPS?

& HEALTHCARE
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IDEA

Visualisation
Disparate data

Lightweight &

Name: Road Flooded
Latitude: 53.32345
Longitude: -6.21966
Address: Merrion Road

“, SN R SRS S
Kl . b0 8% 23 .
I n t u It Ive T a3 N Road partially impassable due to floods. Pleas use
B e I3 S

alternative routes

‘Actionable’ insight

Embrace complexity

Scale & speed
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Customer Centric Service Assurance — Phase I tmforum
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Use Cases
Network Service
Operations Director Management
Director
| NEED Identify if services are failing to Ensure high yield customers
: meet expectations . are happy and that high value

. services are flourishing

SO THAT | CAN Direct appropriate resources to Maximise revenues
. solve and improve :

TO DO THIS, | NEED TO.. Visualise and correlate live Visualise customer feedback
: Network and Customer : and understand whether its
. feedback . because of network woes

| KNOW | AM SUCCESSFUL When | see rise in satisfaction, When satisfaction and

WHEN : fall in churn, and complaints . revenues are rising




And there is more !
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Dynamic

Service
Relationship

Modelling

&
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DSRM? Use Case 1: Search by Customer to identify service status tmforum

CUSTOMER: John @ Galileo DSRM*

unavailable

unavailable unavailable

a ~
wbavailahl = T 2 il ~ P
/
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)

- "N
N available available \\ available | available I available | available I available
/

| i
Head Switch 2-> IF08 Head Switch 1-> IFO8

~ - -
avaflable

- ~ - ~

Spectris Primary 3 -> ETHO2 Spectris Secondary 3-> ETHO1

-

1
\.\ava'\lab\a ____________ —avaitabile available

~ 5 A ~ 3
S, available /l'vallable ~,  available

Secondary Gain Sec Fibre conn

Primary Gain Sec Fibre conn

Primary Gain Pri Fibre conn

| I |
| available I available | available
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o -7
| available _ =" available s available
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DSRM? Use Case 2: Reacting to a service is outage - who is impacted? tmforum

UNAVAILABLE: @ Galileo DSRMV*

FE'S Service Topology Portal (isRequiredBy) for TV Package A

Chiannel> SID: 6789012345 SID: 5678901234 | SID: 5678901234
Serviceld (5678901234
Channel 6
ynavailable 7 unavaila|Description|TV Service for John Doe
~ P
~ # Cust John D
SID: 5678901234 S il o

TV Package A

SID: 6789012345

TV Package A
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DSRM? Use Case 3: Pre-emptive Notifications - CEM /CRM integration forum

ATRISK: @ Galileo DSRM = & Admin ~

[h Service Topology Portal (requires) for SID: 6789012345

C1int. VPN (Windows)

C2int. VPN (Windows)

Channel 5

Channel 6

SID: 5678901234

SID: 6789012345

TV Package A

(] (1 (] (] [ Y 1

localhost:8080/#
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Use Cases — DSRM?

| NEED

Network

Operations Director

Identify if services are failing to
: meet expectations

Emergency Services
Management
Director

Identify the impact of a major

. event, understands the service
. impact and manage available
. resources

tmforum

SO THAT | CAN

Direct appropriate resources to
. solve BEFORE it’s a problem
: AND notify customers/agents

Direct appropriate resources to :
. assist casualties, protectand  :
: secure people and property

TO DO THIS, | NEED TO..

! Visualise live Network and
. Customer feedback and
. Monitor live Service impact

. Absorb large amounts of live

: data from disparate services
and understand the impact of
. each service on another

| KNOW | AM SUCCESSFUL
WHEN

: When | see rise in satisfaction,
. fall in churn, and complaints

When the emergency is over,
. looking back to find it could
: not have been handled better
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The myth of simplicity
7 |




Faster is more hazardous




