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“Denme una palanca, un punto de apoyo y movere
el mundo"

Arquimedes de Siracusa (c. 287 a.C. - c. 212 a.C.)matematico, fisico, ingeniero, inventor y astronomo griego
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Content rights

Enabling _
technology services

Media rights owners
* Video

* Audio

* Books

* Gaming

* Adult content

+ Editorial content

'@mEWamED{ EMI )
( Heper (" Blizzard )

BBC )

User-generated
content

+ Text
* Images

* \foice
* \ideo

Communications
.\ Skypa )( Vonage

(" Hotmail )( Facabock )

General/vertical content
( Yahoo! )(Wklp&dlﬂ

Support technology

* Web-hosting
* Web-design/development
* Content management

( NTT/Verio ){ Rackspace)
{ Limalight ::,( Akamai :|

() et

Search

L Enugle)( Baidu

Billing and payments

* Online hilling and
payment system
providers

( PayPal }(Fim Data)
f:{giﬂmhgr?;c; GEgE ||:|-E|I.|t

Entertainment

L ‘l’nuTube) G{hu: Live

( Lastfm )( Tunes )

Transactions

(__ oBay )l(:Amaznn
(E}tpedla @nursnrama

)
)
)
)
)

Advertising
* Online ad agencies
* Online ad networks/
gxchanges
* Third party ad servers
* Ratings/analytics services

(" WP )( Razorfish )
( Dguble (" Nialsan )

Sowrce: A.T. Kearney analysis

AVIABLE FUTURE MODEL FOR THE INTERNET

Connectivity

Core network

(aa )( N )
|: British ::,( Franca :,

Interchange

G e

Retail Internet
access

(" ara1 )( Vodafona )

(fgance, ) Tiscali )
( Yeytzche )( Tgiegom )
( NTT)( Telofanica

Cadena de Valor de Internet

User interface

Applications
= Software
* Media players
* |nternet browsers
Heal-

( Mcafes )( pyReal, )
(‘symantec ) Firefox )

Devices
* PCs
* Smart phones
* Game consoles
* Other internet access
hardware
* Dperating systems

(" Dl )( Nintendo )
(Micrnsuﬂ)( Appla )

A.T. Kearney




a Orientaciones estrategicas

Orientaciones principales para el desarrollo de el
negocio:

* Retener y fidelizar a los clientes, haciendo foco en brindar
una adecuada calidad de la experiencia.

* Desarollar nuevos e innovadores servicios que hagan mas
rentables las inversiones en infraestructura para banda ancha
y en el caso de Antel particularmente de inclusion digital.

* Racionalizar inteligentemente los gastos. Optimizando los
procesos operativos, reutilizando capacidades y simplificando
los procesos.




La organizacion como un sistema
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Marcos de referencia




Marco de Procesos de Negocios eTOM Procesos de Nivel 1

Cliente
e N N
Estrategia, Infraestructura y Producto Operaciones
4 Gestion del Gestion del Puesta en Suministro Aseguramiento | Facturacion
Estrategla_ y Ciclo de Vida Ciclo de Vida Marchay
Compromiso de la del Producto Soporte de las
Infraestructura Operaciones
Marketing y Gestion de la Oferta Gestion de la Relacion Cliente

Gestion y Desarrollo del Servicio Gestion del Servicio y Operaciones

Gestion y Desarrollo de Recursos Gestion de Recursos y Operaciones
(Aplicacion, Informatica y Red) (Aplicacion, Informatica y Red)

| I I | 1 |

Gestion y Desarrollo de la Cadena de Gestion de la Relacién Proveedor/Asociado

Aprovisionamiento

N VRN /)
e . N
Gestion de la Empresa
Estrategiay Gestion de Riesgos de Gestion de la Eficacia Gestion del
Planificacion de la Empresa de la Empresa Conocimiento y de la
Empresa Investigacion
Gestién de Finanzas y Gestion de las Gestién de Recursos
de Activos Relaciones Externas y Humanos
de los Stakeholders
& J

Fuente: TM-Forum / ITU GB921Addendum G, Version 0.11



Procesos de Nivel 2

Iﬂps Support & Readiness|| Fulfillment Assurance
Customer Relationship Mahagement Customer Manage Manage || Analyzed |[ Mediate &
Interface Contact Request Report on | | Orchestrate
Customer | |Cus. Intract.
CRM Support & Management us. Intr
PR Selling Problem Handling
Qualify & : Isolate
Manage Support I!,"': :‘:% Educate HEEEDIE?E Customer P'?EGTE%
';:“5“1"*9' CIM Customer Problem
mrento
— Acquire Cross/Up Track & Close Create Cus.
Manage || Support Customer || “cojing Manage || propjem [| Problem
Campaign Selling Data Cus Problm Report
Manage Order Handling Customer QoS | SLA Management
Sales Determine || 5 iboroo Track & Assess Manage Report
Inventory Cus. Order || "2 0 Manage Cus. QoS || QoS/SLA || Cus. QoS
Feasibility redi Cus. Order Performnce| | Violation || Performnce
Product Off Issue Report Create Cus.|| Track &
Inventory C{S]:EI ;t ® ! customer || Cus. Order QoS Perf. Manage
Marketing
Fulfillment . Issue & Build Analyze &
—— Marllceilng Distribute Customer Manage
Support Support Fuffillment |Mktg. Collat Insight Cus/ Risk
Billing & Retention Response - -
Collections || & Loyalty Track Estab!ish & Retention Personalize Validate
Leads Terminate & Loyalty Customer Customer
Cus. Reln, oy Profile | |Satisfaction




MARKETING & OFF ER MANAGEMENT

RESOURCE DEVEL OPMENT & SERVICE DEVELOPMENT

SUPPLY CHAIN DEVELOPMENT

STRATEGY, INFRASTRUCTURE & PRODUCT

& MANAGEMENT

ENTERPRISE MANAGEMENT

STRATECIC & ENTERFRISE FLANNING

STRATECY & COMMIT INFRASTRUCTURE LIFECYCLE MANACEMENT PRODUCT LIFECYCLE MANACEMENT
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=
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-
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CUSTOMER RELATIONSHIP MANAGEMENT

& OPERATIONS

SERVICE MANAGEMENT

RESOURCE MANAGEMENT &

OPERATIONS tuppmsten, ompmtgnt 8 i

SUPPLIER/PARTNER

RELATIONSHIP MANAGEMENT

ENTERPRISE RISK MAHAGEMENT

OPERATIONS
OPERATIONS U PRORT & READINESS

EAMIUPRIET & ES UGS
+ Custarer [ntorface Maragement
= Suppart rcer Husdling
* Suppart Brahers Handing

e
* Suppart 1 iy Haring
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vortary
Suppart Custamer Qe F5LA
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= Ensiske Sorvicr Carfipuration & Actiuadion
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« Endisle Szrvier Qualiy
» Suppart Service & Spacific Intarce Axting
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Niveles de Descripcic’)n de Procesos

What Who (role)

Level 0 e
Business Enterprise ES Eg e < D—Q 3

Activities Activities Objectives Scorecard
Level 1 — =
Process Process Groupings Dwnersmp Serwces
Groupings

Level 2 e
] o OO
Core Processes Core Processes Delivery Units Products
Level 3 _ g
Business Process ;%7- D % ' e =y
Processes Delivery Teams Systems

Flows

?

) p
Level 5 / =

; & o
Detailed Process Detailed Processes Detmled Roles Transactmns

Flows

Level 4 % g
Operational & EJEGE H‘g %Q
Process Flows Sub Processes Roles System Functions

11

Fuente: TM-Forum / e-TOM



e-TOM para el modelado de procesos

Process Model eTOM Process Flows

eTOM “"Enhanced Telecoms Operations Map”

- Level 1
= = Corparts Mpmth Human Reiouress Arance & i
=z Edlln:l 1 E[:E;Tl 1] @ﬂt/' I_ Rlik .lﬂllwlj ' SIP . 11, Cperations
Y - e ——— ——— -
I
E Customer Domain E E FProduct & Serdce=s Dommin o ) |:|[:| |:| |:|
1 i i ]
= . ‘ s ! !
E = Custamer Centric Fracesses " =
Ex a i - I .
8 Level 3 I .. Enterprise Momt, ] !
ra " 1
. _-._: - (, {J .|l.|| ‘; 'F !

_. . i I [
o Network Do ma & I P L L
ARl A I S N St B S B
r_E_-/rl_p‘m:n_tj r_'_H'IEHrlI'I'IIHt _-| Exlrminl Ralniani Level 3

Support
Proce iRal




Organizational .|

Ejemplo de Nivel C modelado en Aris

eTOM Nivel 0

Nivel 1

Nivel 2 Nivel 3

Operaciones | CRM

Ventas

Calificar al cliente

Caontact Center

Manage Reguest (Including Self Service)

Cross/Up Selling

Qualify and Educate

Manage Reguest (Including Self Service)

=)
[Tt
[¥")
=
i Customer
= Prospect Create
5 Ol E wants to Customer
G proceead
o Contact F'rcln_pdnsef
= authorized to validate
@ Identify request Rrecnsk @ity CRM CRM
o Customer Determing and pricing Customer/ Capture
m contact =359 prospect does reason for End call
o authorization CRM not want ta sales failure
= ) proceed
= Contact is Guide G5 90306 G5.90297
= not autharized contact
= to regquest
[ty
=
=4
o
=
o
o
Provide availahle . )
—— Close Create action Update Create action Close
{autharization rules) interaction itermn (follaw up) interaction item (follow ug) interaction
SYS SYS SYS / SYS SYS SYs
G5 90313 G5.90318 G5.902589 G5.90255 G5.90308
Nivel 0 Nivel 1 Nivel 2 Nivel 3
= — — — — | Operations CRM Interface con Cliente Manejo del Requerimiento. f — — — — — — — — — — — —
Nivel A Nivel B Nivel C

Mapeo de procesos con eTom.

i offers, quick quates:
v and marketing text ¢

G5.94025
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Niveles de Modelado

NIVEL A

NEGOCI

NIVEL B

Residential Customer Orders Wireless Product via Call Center

e e
¥ e = = o .5 o
o EQ)
‘

| s
— =

End-to-End Procesos de
Negocio

j== =", Capa de Integracion,
= — flujos de actividades
NIVEL C -

—

P Procesos de Sistemas
‘._+.'+_. _* " '_..I-.a
L Create Residential Customer — ]
Screen Artifacts _
TECNICO  NIVEL { == . L o Somms ’
- e == Soréens Screen Design
Funcionalidades de Sistema _ T—
NIVEL E (Screens, Services, API, File format, XML rgessage)

= . 14
=Generated
= Document
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Estandar de Metricas de
Negocio

(BMS)
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Business Metrics

e Estandariza las meétricas para procesos
estandarizados (Business Process
Framework).

e Estandariza vocabulario - Benchmarking
— ldentificar problemas, focalizar mejoras

— Decisiones de inversiones
— Seguimiento de desempeno de los negocios
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Dominios (categorias de metricas)

REVENUE & MARGIN

CUSTOMER: OPERATIONAL
EXPERIENCGE EFFICIENCY




d 5 Areas de Procesos claves

1 Process focus representing measures relevant to the
overall line of business.

I

4 Process Foci from :
eTOM y Revenue & Margin I General
v
Customer
Management
Assurance

A Metric will be specific to a Domain, a Process Focus, and a Topic




Cumplimiento

Product E> Selling ; Order Handling 2
Development

#1 #2

Service 3 Resource 4 Service 5
Configuration . Provisioning ’ Activation — :ﬁ
#3 #4 #5 L
Meta Blocks Triggers
#1  Commercial 1 PO Received & Customer Orderlssued
#2  Technical 2 Service Order(s) issuedto satisfy Customer Qrder

#3  Develop RequiredService Configuration(ifnot 3  Work orderissued and resource provisioning
pre-configured) requested

#4  e.g:allocatingequipmentinrack,sendingout 4  Resources provisioned andtested to support Service

DSLmodem Orders)
#5 e.g. Turningon modem, start of billing cycle 5  IntegrateResources, Test Services endto end &
Activate

Priorto fulfillment process




#1
#2
#3

H#4

Aseguramiento

Customer-detected faults ‘FL

. Service Problem 3
? Management
*

#3

4 Customer

QoS/SLA Mgmt ‘ Retention/

Resource Data i Resource Trouble 2
Collection & . Detection/
Processing Handling
#1 #2
Network-detected
faults Customer
#4
Meta Blocks
From CSP’s managementsystems 1
First pass fault resolution 2
Problem passedto TT system 1*
If problem has animpacton service 3
4

Management

Triggers

Network / resource troublereported
Assess Services and Customer affected

Assess Resource root cause for customer/ service
problem

Assess customer QoS impact and any SLA violations

Close & report, follow-up with customer




.

Facturacion

Meta Blocks Triggers

#1  Initiate billing / collection Customer Service / Product activated

#2  Resource data collectionand processing Data records received from network / resources
#3  Service ratingand discounting Mediated usage records generated

#4  Invoicing Call / Service Charge(s) for billing calculated

Vv B W ON e

#5  Collections management Chargesaccumulatedin bill

. lPart of the fulfillment process




Gestion de Clientes

e
Customer Request / Enquiries JL it

Customer Retention
Customer Interface Management E‘}
¢/ Management

£ ) )

ORDERS PROBLEMS QUERIES

v ' v

Note: Each of the FAB Meta-
Processes is triggered for customer

_ . interactions as shown here
Fulfillment Assurance Billing
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Temas (Topicos)

De Experiencia de Cliente

Acceso

e Tiempo transcurrido Cliente

e Usabilidad

* Precision

« Disponibilidad de Contacto

« Facilidad para hacer Negocios
» Flexibilidad Precios

e seguridad




TM FORUM BUSINESS METRICS ReLEASE 5

Revenue

Profitability

Mg, R Amras

Cost

OpEX, CpEx

Churn

Revenue & Margin &

tmforum amdocs
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TM FORUM BUSINESS METRICS ReLEASE 5 tmforum amdocs

Revenue & Margin @

Reverae 8= @S-
Prfabily 0= Qui= Qun. OEE QEE
Lm O Ou

_ Customer Experience €)

. — )= O=— D=t R =Ermm.

F-CE-2a:
Mean Duration To Fulfill Service Order

GE—_"‘ foom ﬁ'—-'—‘m-—-- [ Y B T ™) UE-"-- | O = = :
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Cada meétrica tiene
un proceso en el cual focaliza
un dominio
un topico o tema

Process Focus: Fulfilment
Domain: Customer Experience
yd

Mean time in elapsed days from order placement to
customer acce ptance

f

Topic: 2. Customer Time Spent
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Consideraciones finales

Necesidades del Negocio
Vision Sistéemica
Uso de Estandares




.
a n e |a empresa de comunicacion
de los uruguayos

Muchas Gracias
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a n e |a empresa de comunicacion
de los uruguayos

SLIDES COMPLEMENTARIAS




Enfogque de «PROCESO> desde la
perspectiva de CALIDAD

MISION | LIMILES,
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EGUIMIENTO
EDICION Y ANAL



Aprovisionamiento

« El aprovisionamiento consiste en seleccion, vinculacion
y configuracion de servicios, de modo de instanciarlos
para brindar un determinado producto a un cliente.

* Puede requerir acciones ldgicas o fisicas.

 Las acciones logicas son de configuracion, activacion,
asignacion.

e Las acciones fisicas son de conexion, instalacion,
entrega fisica en el caso del CPE.




d

Ciclo de Aprovisionamiento

colcts #.#- #-
B

Producto

Aprovisionamientos
requeridos

Cliente
usa el
producto
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Aseguramiento

d

 El aseguramiento tiene como proposito asegurar el
correcto funcionamiento de las funcionalidades del
producto.

e Son acciones de aseguramiento

— ElI mantenimiento de la calidad acordada con el
cliente (acuerdo de nivel de servicio si existe)

— La resolucion de fallas de funcionamiento ante
contingencias en la infraestructura y componentes
l6gicos que soportan el producto en los plazos del
reglamento de servicios o acuerdos especificos.




Ejemplo de descomposicion de procesos
Niveles 1y 2
Gestion y operacion de recursos.

, Gestion y NT
: operacion de ! Nivel 1
recursos (RM&Q) |

Soporte v Gestion de Gestion del Recopilacion y

- Aprovisionamientc . . !
| preparacion | de recurso anomalias de desempefio de procesamiento de || |
! CCUrsos 1
| parala RM&O los recursos los recursos datos de recursos
: C . . . .

: | | L | | 1
| M.3050-2_F03 :
1
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Antel: Funciones organizativas mapeadas con

eTOM

< Customer o
Strategy, Infrastructure & Product Operations
Strategy & Infrastructure ([ Product Operations Fulfilment Assurance Billing
Commit Lifecycle Lifecycle Support &
Management Manag t Readi
Ventas, Clientes

Costomer Relationship Management

Marketing & Offer Management

Estrategia, Marketing

| I = |
Servicios

Service Management & Operations

Service Develo & Manag

Servicios

Supplier/Partner Relationship Management

Supply Chain Development & Management

I IIJ

P
Enterprise Management

Knowledge & Research

Enterprise Risk Enterprise Effectiveness
Management

Strategic & Enterprise
Management Management

Planning

Human Resources

Financial & Asset Stakeholder & External
Management

Management Relations Management

Estructura organizacional centrada en el cliente subordinada a los
objetivos del negocio




