
Process Optimization Training
For

Efficient Mobile Network Operations

� Objectives � Content � Delivery
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Critical Success Factors for Mobile Operators

The Challenge: NGN
� Transition from network-centric operators to custom er-centric organizations

� Introduction of new architectures without impact on  current service delivery
� Introduction of competitive services in short cycle s

� Ongoing high competition in wireless voice and data  between operators

� Appropriate OPEX & CAPEX

The Consequence
� A need for stable platforms
� Efficient management of interconnected subsystems

� Optimum usage of resources

� Minimum downtimes 

� Optimized Management Processes

� Appropriate Tools
� Skilled O&M Staff

� Optimized Management Processes

� Appropriate Tools
� Skilled O&M Staff
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Our Offer – Your Benefits

Our Offer
� A modular 5-days workshop provides you with optimiz ation possibilities of

11 core mobile network management processes

•Based on real network experiences, non-academic approach

•Case Studies, Check Lists and Best Practice examples
•High relevance for your network

•Can be tailored according to your needs

Your Benefit: You will know how…
� Well-governed network management immediately benefi ts in operating cost 

reduction

� To increase customer satisfaction due to a higher n etwork availability

� To improve time-to-market with new service launches

� Increase competitive agility of your
company over the long-term

� Increase competitive agility of your
company over the long-term
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Your Benefits: Sample KPI Improvements (1)

• Have a better capacity management understanding
• Have a better incident management understanding

and minimize impact of problems
� Number of existing problems 
� Number of existing known errors
� Number of repeat incidents 
� Average time for problem diagnosis
� Average time for resolution of known errors 
� Number of open problems 
� Number of open known errors 
� Number of repeat problems 
� Number of major incident / problem reviews

• Retrieve customer satisfaction score / rating 
� Average time to implement Service Level Agreement r equests 
� Number of SLAs in renegotiation 
� Number of SLAs requiring changes (targets not attain able, etc.) 
� Number of SLA issues logged
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Your Benefits: Sample KPI Improvements (2)

• Clearer adherence to service levels
� Number of SLA targets missed 

� Number of SLA targets threatened

• Maintaining availability and reliability of network operation 
� Number of incidents caused by specific failure type  (hardware / maintenance / 

resilience security operational / application / lac k of support skills)

• Providing availability cost effectively
� Percentage of delivery cost per customer related to  availability activities 
� Percentage of delivery cost per customer related to  resiliency measures 

implemented 

• Proactively addressing availability improvements where needed
� Number of Service Improvement Initiatives (SIPs) in  place 

� Number of SIPs completed on time 
� Number of SIPs not yet staffed / started
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Training Scope

Capacity Management

Availability Management
Incident Management

Problem Management
Configuration Management

Trouble Ticketing
Release Management

Testing & Measurements
Change Management

Escalation Management
Service Level Management



V3.0, March 2009, Slide 7

Content (1)

Capacity Management
� Trigger processes / events for 

capacity management activities

� Interfaces
� Evaluation of capacity problems

� Network evolution

� Role of service performance 
support

� Necessity of planning 
adjustments

� Communication steps

� Documentation of process steps

� Documentation of results
� Staff responsibilities 

� Impact on other processes

Availability Management
� Trigger processes / events for 

availability management 
activities

� Interfaces

� Danger to the system - detection 
of threshold hazard 

� Information flow
� Communication steps

� Detection of cause

� Process after cause evaluation

� Impact to other processes
� Documentation of results

� Staff responsibilities
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Content (2)

Incident Management
� Trigger processes / events 

for incident management 
activities

� Interfaces

� Influences to trouble 
ticketing processes

� Priority handling

� Communication steps

� Documentation of process 
steps

� Documentation of results

� Staff responsibilities 
� Impact to configuration 

management
� Impact to escalation 

management

Problem Management
� Trigger processes / events 

for problem management 
activities

� Interfaces
� Role of competence center

� Role of test platform

� Solution development

� Communication steps
� Communication / interface 

to vendor
� Impact to release 

management
� Impact to change 

management

� Involved databases
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Content (3)

Configuration Management
� Trigger processes / events for configuration manage ment activities

� Interfaces to other processes
� Event planning process

� Event optimization process

� Event incident 
� Usage of different data sources

� Task, function and usage of
configuration management database

� Planning parameters vs. current network parameters

� Configuration process realization from the theoreti cal process point of view

� Configuration process realization from the practica l point of view
� Time planning

� Staff responsibilities 

� Different roles in the configuration management pro cess

� Tool chain
� Advantages and disadvantages of tool chain usage of  different vendors
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Content (4)

Trouble Ticketing
� Trigger processes / events for 

trouble ticketing management 
activities

� Trouble Ticket System
database

� Interfaces
� Priorities of

failure reports 
� Usage of TTS

� Necessary contents

� Status of failure report

� Documentation of failure report
� Communication steps

� Interface activities to vendor

� Escalation management
� Observation of TTS

Release Management
� Trigger processes / events for release 

management activities

� Interfaces

� Time planning
� Release management steps

� Interaction to other processes

� Testing process for software release 
purposes

� Planning of resources

� Involved databases
� Communication steps

� Steps of release management status

� Documentation
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Content (5)

Testing & Measurements
� Trigger processes / events for 

testing management activities
� Interfaces 
� Involved management staff
� Technical staff
� Testing steps
� Technical release testing
� Operational acceptance test
� Purchase order for testing
� Preparation of testing
� Involved databases
� Time planning
� Planning of resources
� Consideration of involved 

processes
� Documentation of test result
� Information flow

Change Management
� Trigger processes / events for 

change management activities

� Interfaces
� Role of service management

� Activities of competence center

� Usage of trouble ticketing 
system

� Communication steps
� Involved databases

� Documentation of results

� Staff responsibilities 

� Impact on other processes
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Content (6)

Escalation Management
� Trigger processes / events for 

escalation management activities

� Interfaces 

� Escalation of process problems 
� Escalation and its consequences

� Escalation hierarchy

� De-escalation possibilities

� Escalation prevention possibilities
� Documentation of escalation 

process

Service Level Management
� Trigger processes / events for 

service level management 
activities

� Service level threshholds
� Counters and key performance 

indicators

� Definition of service level 
agreements

� Monitoring process of service 
level 

� Documentation of service level
� Interfaces of communication

� Service level optimization
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Delivery

Delivery Details
� Trainer with long-term multi-vendor 2G / 3G network  management experience
� Course content can be adopted (2…5 days)
� On-site delivery to minimize costs
� Add-on process coaching

•To implement process improvements
� Preceding technical training

•Process-relevant parameters,
procedures & tools

Individual Coaching
by Alcatel Lucent Network Services

Process Optimization Training 
by Alcatel Lucent Network Services

Generic Technical Training by TOP Business
(Optimization Parameters, Protocol Analysis,….)
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2 Strong Partners team up

Alcatel Lucent
� Managing over 55 networks 

supporting 80+ million subscribers 
around the world

� Multi-technology, multi-vendor 
industry experts averaging over 20 
years experience

� Proven methodologies, tools, and 
processes, including best-in-class 
platforms & management systems

� Operational processes established 
through hundreds of multi-vendor 
customer engagements

� 10 world-class GNOCs & more than
15 data centers providing 24X7 
support across all continents  

� Maintenance experience spanning 
1600+ products from more than 290 
vendors

TOP Business
� Training outsourcing partner for 10+ 

mobile and enterprise network 
suppliers

� Generic training focussed on network 
operation & maintenance

� Non-technical training
& process coaching

� Certified training

� Global training experience

� Global training center presence 
through partners
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Contact Details

More infos are available at TOP Business AG
� info@topbusinessag.com
� +49 911 95 117 317
� Headquarter: Klingenhofstrasse 58, 90411 Nuremberg /  Germany

References (click on the logos below)


