TELECOM LIFECYCLE MANAGEMENT

Reduce telecom costs
by limiting the waste

Introduction to TLM (Telecom Lifecycle Management), a methodology
which defines a serie of best practices to improve the management of
telecom services and invoices, thus avoiding the waste of time and money.
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vices and can modify his habits
if we provide him with ade-
quate tools;

e the manager, who must take
responsibility for the costs allo-
cated to his dept.;

e the telecom operator, who
wants to protect his margin
while still reducing the costs for
his client.

Telecom Lifecycle

The lifecycle includes all activities

from when a service is born until

it dies, meaning from contract

negotiation until termination.

E.g.:

e contract (negotiation, simula-
tion, evaluation);

e order (interaction with the op-
erator, activate services, termi-
nate);

e inventory (lines, contracts, us-
ers, equipment);

e invoice (verify, allocate, re-
funds);

e reporting (reports for end-users,
managers, analysis);

e optimization (technology
choices, most adequate op-
tions).

The problem is that, most often,
these activities are performed by
different people with inadequate
tools that don’t communicate.
TLM organizes all these activities
around a common tool, avoiding
duplicates, limiting errors, simpli-
fying the work and improving the
results.

Waste ?

In brief, we could define “waste”
the difference between what you
are invoiced and what is really
needed.

Let’s analyze the process from a
different angle: when you have a
need for a telecom service, you
establish a contract with the op-
erator, then you order and you
use. But how well do you know
your baseline to negotiate the
best contract ? And when the
invoice arrives, how do you en-
sure the negotiated conditions
are applied, you ordered the ap-
propriate options and the usage is

needed

adequate ?

Step by step, let’s do a check-up
and verify the symptoms often
observed, then see the remedies
proposed by TLM and the result-
ing benefits for the various actors.

What do | pay ?

Maybe I'm paying for services I
didn’t order, which I terminated,
or forgot to terminate, for an ex-
employee whom [ forgot to re-
claim the company mobile, for
services the operator forgot to
terminate ? The operator is ap-
plying the tariff and discounts as
agreed, on all invoices, always ?
Many services and complex of-
fers, split over multiple invoices
electronically unstructured, make
these controls so tedious that we
do it only occasionally. We dis-
cover only few errors, usually by
chance.

With TLM, all services and users
are managed in a central inven-
tory which maintains the relation
between services, users and
equipment. The inventory is in-
terfaced with the HR system and
is informed of any new arrival,
leave, changes and the cost-
center associated to the user.
Moreover, all invoices are im-
ported and structured with de-
tailed costs for each number. The
application compares the invoices
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with the inventory, signals
anomalies and generates detailed
reports per cost-center, per user,
per dept, etc.

Benefits for accounting
e Cost-allocation per cost-center
is easier, complete and precise.

e Less invoicing errors and ad-
ministrative work.

What do | negotiate ?

Do I know exactly what I need,
how many minutes, destinations,
roaming, data, intra-company
traffic, etc...? The conditions nego-
tiated one year ago are still com-
petitive ? How much time do I
need to do a benchmark ? The
information is available but hid-
den in piles of invoices, therefore
useless. Without data, we make
hypothesis and the resulting
evaluation is approximate. The
conditions we obtain are proba-
bly not optimum and a bench-
mark is too costly.

The TLM application contains all
invoices from all operators, with
detailed traffic and costs. Ad-
vanced reporting functionalities
enable the extraction of pertinent
information or the export for
further simulation.

Benefits for procurement

® Major negotiation power, with
global volumes for all locations
and countries.

o Shorter time from the offer until
the new conditions are applied.

e Possibility to estimate the gains
and verify them afterwards,
demonstrating then objectives
achievement.

What do | order ?

Do I make the best choices to
minimize the cost, for all users
and based on the effective usage
of each one ?

The options change so often, es-
pecially for mobile services, that
it is not simple to do and maintain
the best choices. That comes in
second priority, after the day-to-
day tasks for users requests, sub-
scriptions to order, equipment to
repair, etc.

Since the application has all the
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details about usage for each ser-
vice, line, user, we can easily and
automatically extract exception
reports. The application already
includes features to simplify and
automate common tasks such as
ordering or terminating services,
search users who consume a
given service, generate reports.

Benefits

e Telecom administrator:: reduce
the workload , more time for
activities with added value.

e Telecom manager: clear and
standardized processes, less
duplicates and risks of errors,
traceability. Resources more
available for projects or activi-
ties with added value.

What do | consume ?

Did I really consume what I am
invoiced or are there errors from
the operator ? The users consume
as agreed in the usage policy or
are there abuses ? Only the end-
user can tell if what is invoiced
really corresponds to what he
consumed. And who else than his

manager can tell if the end-user
consumes reasonably based on
his role ? These controls usually
don’t take place due to missing
information. TLM provides visi-
bility and transparency through
specific reports, to identify values
outside predefined limits.

Benefits

e Telecom administrator: Ease of
defining standard reports and
sending them automatically to
all users and managers. Ability
to provide more transparency
and to satisfy occasional re-
quests.

e Finance controlling: possibility
to define usage policy and to
verify they are respected. Pre-
cise knowledge of who gener-
ates costs, which dept, end-user,
service.

e End-user: active and responsi-
ble role to contribute in reduc-
ing the operational costs.

e Manager: more awareness of
the costs generated by his team.

Autodesk controls the costs
of company mobiles

Autodesk markets its products in 106
countries and, with over 9 million users
worldwide, is the leader of the CAD sec-
tor with 85% market share. It has over
7000 employees in 60 countries and the
company is constantly growing thanks to
numerous acquisitions (10 in 2008). In
such a dynamic environment, the com-
munication is essential and over 50% of
the employees have a business mobile.
In EMEA, the proportion is even higher
and currently we have around 800 mo-
biles in 22 countries. For the EMEA, the
management and administration of te-
lephony contracts, as well as the ac-
counting, are centralized in Switzerland
in the city of Neuchatel.

Considering the current economic situa-
tion and the necessity to limit the costs
and to better control them, the EMEA
team decided to implement a TEM solu-
tion as already done in USA. The choice
of the service Anatole Fleet Manager
was motivated by the functionalities of
the product, its competitive cost, the
speed at which it could be deployed
thanks to a support already available for
most of the European countries & opera-

tors, and to a local and competent con-
tact, Tmanco SA.

The implementation of Fleet Manager, in
August 2008, and the automation it
brought for the data processing, off-
loaded the staff in Neuchatel from costly
and manual administration activities,
enabling them to focus on optimizing the
choices of subscriptions and options,
and on improving the contractual condi-
tions with suppliers.

The automatic data processing had posi-
tive impact especially on the reporting, it
increased the visibility over the costs for
the users and their managers, making
them more responsible and leading to
cost reductions of 20/30%.

Considering the success of this initiative,
which costed 2% of the total invoices for
wireless services, Autodesk is consider-
ing to use TEM also for fix telephony
and data lines.

TELECOM LIFECYCLE MANAGEMENT

What do | need ?

Each telecom service is justified
for a usage that brings value to
the business ? Really ? Still now ?
I am using the most adequate
technologies according to the
cost/benefit ratio ?

Many services were ordered
without central coordination,
some are probably superfluous,
they were forgotten and not used
anymore.

With TLM, Business Intelligence
functions make it possible to
make advanced analysis and
cross-checks to know who has
what, if it's being used or not,
from whom, basically to under-
stand what is happening and
what may not be justified.

Benefits

e Telecom manager: precise data
and details to evaluate the im-
pact of new technologies. Better
use of the assets and services
already available.

e [T manager: better forecasting
of the budgets and probability
to meet them through a global
vision of the costs and the
trend.

Conclusion

TLM brings innovation in the
management of telecom services,
reducing the costs at various lev-
els and improving the processes,
making the business more agile
and competitive.

Tmanco SA (www.tmanco.it)

Provides consulting for the man-
agement of telecom services and
the optimization of the TLM proc-
esses. Distributes the solution
Anatole Fleet Manager.
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