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Leverage a unified serviceability framework to improve the service qualification
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Broadband Service Qualification has Become Cumbersome and Time-consuming ‘

Leads to Customer Disqualification and Poor Serviceability

Most DSPs are
challenged with
ineffective service
qualification process

which impacts
Customer
Experience (CX)
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30-40%

New customers

IIIIHHHHHH experience unserviceability

20-30 Existing subscribers

face poor customer experience due

IIIHHHHHUU to reduced service offering (e.g.)

under-qualified bandwidth

5-10%

Unrealized

JOOOOERRD  service opportunities

Ineffective service qualification directly impacts DSPs day-to-day operations

Reduced Customer
Acquisition

Customer
Churn

Non-standardized
address and service repositories

Lack of support for multi-technologies
(e.g.) Copper, Fiber, IPTV, Cable, Fixed Wireless

Lack of agility to accommodate real-time
customer needs
static qualification & feasibility check

Contributing factors

Inaccurate measurement of loop length

9 DSPs need to

focus on improving service
qualification to provide the

better services for

Opportunity retaining and enlarging
Loss the customer base
Prodapt.



Recommended Approach to Achieve Improved Serviceability ‘
Using Unified Serviceability Framework

@ o

& marketing reach

Customer Portals Contact Center Sales & Marketing agents
¢ Scheduled jobs
periodically updates
API Layer (Middleware) SIS (e e 7 L
|mproved i using the backend process
Ry Service Repository Layer
engagements
and real-time | A B A B A L) S4B A L=l A T ) =4 i N Vo &
responses l e
for service > P N
valification inquiries 3 ’ : ualification
9 : g . K x Standardizing the Building Qualified / ' Optimizer
are achieved by using 25 . . / .
this framework 3 2 Address Catalog Service Repository , :
= 3 ! Tool to Enable
@©
—— o ] Q ) =} : On-demand manual override
% Irj:j!lgent Q Asdapfuve 4 @g i of the existing qualification
> a Ir.;ss Address Eerv.lce Qualified Service ! B—
ey Catalogue s Repository : Support sales promotion
i

_______________________________________________________________________

This insight elaborates on the unified serviceability framework and the key enablers for improving service qualification process
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Standardizing the Address Catalog using Intelligent Address Qualifier
Data Integration and Extraction ‘

Data Integration ’ Adding Data Intelligence ’ Local Loop ’ Standardized
& Extraction (Geographic & Geometric) Evaluation Address Catalogue

Workflow

' Non-standardized Address
terminals)
Data Integration RN Data Extraction y

1 I 1

' i Identifying and i

Static SUFVEy datain — Billingand Service _I I : ! staging' OSP system consist of shapefile !
the traditional ACEIEESI ] ap Geo-based P el format which includes facilities such i

: Active, Inactive Billing/CRM LeeEiien 0§ SEEIE as access-points, cross-connects, '

approach is Customers System Facilities |n:(he i @Sewice il terminals in the form of points, lines !

& Location and polygons |

rep|aced by % form of Shape Files i : :
Egi1 ! 0 Eg11 . ) 1

- 1 Shape Association of index 1

Geo based System — b Outsnde Plant i ' @ Files Address points with network '
OUtS|de Pla nt °~ Inventory (OSP) : ' Network resources !
IEiIE e M ' Location '

Inventory Number and — ' |

- Address Logical 0 '
in the new approach | 2 tory — IO | |
(consisting of the line e (Central Office L = |
g Exchange) and | ! - - !
equipment, Network Location i ! !
cross-connect, and (I @Eiiel) ! !
L |

[ lI
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Standardizing the Address Catalog using Intelligent Address Qualifier

Adding Data Intelligence (Geographic & Geometric)

Data Integration
& Extraction

Workflow

->

Adding Data Intelligence ’
(Geographic & Geometric)

Address Enrichment
Using Geo-data

Address Normalization
Using API Integration

Validate different address
formats from multiple
sources and map into one
standard universal format
(United States Postal Service)
using
APl integration

Adding data intelligence (Geographic, Geometric & linking network location) help in improving serviceability of customer address by 33%
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Discover the network sources for
specific customer location

Pin the specified Geographic &

Geometric location with eligible
resources

39.5989332°, 89.698227°
39.3789332°, 89.897227°
Q 67.5989332", 45.695427°

Q

Local Loop ’

Evaluation

Correlating Location
and Customer Address

Create Linkage
between the network location and
serviceable customer address

Build relationships such as

one-to-one, many-to-one addresses.

&&

Standardized
Address Catalogue

Adding Census
Block to Address

Mapping Census Block is the final
stage of the four-step process

Statistical Data comprises of plot
numbers, blocks, street range,
and boundaries.

/
/
3 /
= - /
/
/
/
%




Standardizing the Address Catalog using Intelligent Address Qualifier
Accurate Local Loop Evaluation

Data Integration ’ Adding Data Intelligence ’ Local Loop ’ Standardized
& Extraction (Geographic & Geometric) Evaluation Address Catalogue

Workflow

0 About [ Coment = Legend

: Local Loop Evaluation using +
Recommendations Intelligent Address Qualifier e Copper CSA Map
: . ) ®
Using the |nte|||gent Identify the nearest network ek Aerial
i inal . )
Address Qualifier to terminal to provide service -~ Underground
compute the local loo V' NetworkTerminal
b P P Select the shortest path to provide co Burld':,rvgs l
etW_een Customer the service to the customer i o
location & network o CO Building
. . NHLGAPOO04 0
terminal prowdes Find the available capacity (cable pair, = Fiber By I ¢
MDF and XConn) from the terminal - ihar acamean
accurate value. . — Aerial
1,000.00
== Buried

ENT2: mnermap, USGS, METUNASA, 72, USDA | Shewn C Sowers

Calculate the accurate local loop

*MDF - Main Distribution Frame, XConn —Cross connect Fig: Sample image of accurate local loop calculation using Intelligent Address Qualifier

After evaluating the loop length, the customer location gets qualified for providing the service. The standardized
address value get stored as a catalogue and referred in the service qualification

Prodapt.
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Building Qualified Service Repository using Adaptive Service Engine S ‘.
A

Select Your Speed

Enter your address to review products and Chose the services you want The following speeds are available at your location

pricing available in your area Promotional Offer Promotional Offer

Servi -
ava?lr:tzcl:ty { 77 Mcqueen St ] @ @ @ 100wmss 25Mbps

. N Internet Vol TV& Broadband Internet 100 Broadband Internet 2!

inquiry from oice \ 5
(?. ry : [ R M o ] [ 12503 ] — entrainment $ 67.00/month $ 47.00/month

online porta Get Started Promotional Price Promotional Price

After 12 months $70.00 After 12 months $50.00 J

1

API Layer (Middleware)

Service Repository Layer

1 Workflow of
1 Adaptive Service
! ) Engine is shown in
Standardized : Qualified Service = the next slide
= Address Catalogue 1 Repository =y
. Lt A .
1
1
1
1
Physical Inventory - Elements for Network Qualification Logical Inventory - Elements for Logical Qualification
*  Collecting the maximum attainable bit rate * Logical instances, Backhaul Bandwidth
*  Performance metrics from various nodes *  Product Catalogue and Rate Reach

Various limitations of static qualification using inventory data is greatly overcome by leveraging adaptive service
engine. It enables DSPs to improve customer experience and customer retention
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Building Qualified Service Repository using Adaptive Service Engine

Improved Service Qualification using Orchestrator and Qualification Controller %
Qualification Controller
Computing the Max Speed per Technology for Compare, Weights-based Ranking, Prioritization
Both Logical & Network Qualification and finalize the Improved Service Qualification

Calculate Rank DSLAMs
Theoretical & Shortest
Distance path
Orchestration
workflow
Network Rate
Locations & Reach per
Resources Technology

___________________________________________

Serviceability Improvement Process

Computing the Final Qualification

—_————
N
.

Calculate
Max Speed

uonesylienp
[ea1bo7

Data

Controller i

Adaptive
Service
Engine

Get Get
Terminal & Network
R DSLAM
Orchestration

—_————

6
eg
g
-

zZz
ez
58§

2

n
[e]
3
o
g
m
Y
z
g
=
=3
o
e e

uonesyljend

workflow
Galcoiate Storing in Data
Calculate Maspecd warehouse enables . . o "]
Group of S P AP layer for faster Quallﬁed.Serwce =
Existing Speed data retrieval Repository T
Customers P I

___________________________________________
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Sample screenshots — ‘
Traditional vs. Improved Service Qualification Using Adaptive Service Engine % ‘

Street# Pre Dir Street Name StType City/Community State ZIP
o [3682 [ (clear) I NiAGARA DR [ | LexinGTON [ Kentucky Al 40517 |
Traditional
service Internet Speed Qualifications

qualiﬁ Cation DSL Qual | Qual up to 25Mb Range | Speed down
—— Cable Qual | | Speed up

Street Address Apt/Unit City Zip

3682 NIAGARA DR - LEXINGTON 40517 l Search | . Clear |

Address Id : 3000000000000024566763

Improved CoJack : N
. New Construction : N
SerVIce Geo Precision :
g | | serviceabiy Ul |
. ; Serviceability Ul
Copper, Fiber, Fixed i
W| reless and IPTV Max Qual QUAL UP TO 1 GIG RANGE
Wlth respect|ve MaX QUAL UP TO 50 MB RANGE 1 ;EE’IU;E_I c‘ 47 ;l_;;;l\a;B N N -
S peed S QUAL UP TO 1 GIG RANGE 1000 MB 1000 MB Y
Fi wai QUAL UP TO 25 MB 2048 MB 28.8 MB N
——
QUAL UP TO 15 MB IPTV 1.5 MB 15.2 MB N N
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Qualification Optimizer Tool
P

On-demand manual service qualification override for sales promotions and data corrections — ‘ l

Build a Qualification optimizer Sales & marketing team to enhance
module to be integrated with service qualifications for target segment,

Unified Serviceability Framework to for promotions, mass upgrades and
enable: achieve higher customer retention.

Functional Workflow

Engineering team to resolve

configuration issues and
perform data corrections.

Post Optimization

Enhanced Service

Qualification
Helps in enhancing
customer retention by
offering optimized services
(e.g.) higher bandwidth,

Sales team effectively uses the tool
Sales & to improve the speed offering or
Marketing remove the location qualification
Support upselling based on the market need

o
=

O o0 ¢« AQualification

and cross sellin . ) :
9 Identify the potential locations

for qualification improvement

Qualified
Service
Repository

Select Location or Address
for Optimization

Analyze & Determine the
Optimal Qualification

P
e

-

-

Optlmlzer Choose the eligible service from technology upgrades
. . the product catalogue _
Engineering Engineering team uses the tool to
team correct data integrities such as the .
. . . . Screenshots for each step in the
Perform data wrong wire center, incorrect loop Apply changes in real-time . ;
) i . workflow are shown in the next slide
corrections length from logical inventories

Benefits of Support on-demand Enable sales promotions and Retain customers through Eliminates service requests
Qualification product and service retiring campaign reach mass upgrades for data correction

Optimizer

Confidential & Restricted 10 PI’Odapt‘



Sample Screenshots from Qualification Optimizer
Generic Workflow for Enhanced Service Qualification

Results in enhanced service qualification

L Identify the customer address L
1 Pre—Optlmlzer for qualification improvement Post-Opt|m|zer for the selected customer address
Street Name StType City/Community State ZIP Street Name StType _City/Community State ZIP
Max. Speed Up Max. Speed Down New / Existing Max. Speed Up Max. Speed Down New / Existing
DSL Qual | Qual Up to 50Mb | | 11.928 Mb | | 48.007 Mb | | E | DSL Qual | Qual Up to 100Mb Range | | 128 Mb | | 128 Mb | | E

Qualification Optimizer

Retrieve the address from specific market area / exchange / Update an effective
A R A 3 Product Details v
network location for qualification improvement Location Details o date for the new
New | copeen . qualification
QUAL UP TO 100 MB RANG Override Details
QUAL UP TO 1 MB VACATION BB -
CNVLIA QUAL UP TO 1.5 MB-BEST EFFORT
Address ID o Address L2 City State Postal Wire center Terminal QUALUPTO 1.5 MB -
........... 5 R s e QUAL UP TO 1.5 MB-EXTENDED REACH _
QUAL UPTO 3MB OTHER v
0117430 20105 15TH ST CENTERVILLE 1A CHVLIAXO 000006 CNVLIACS QUALUPTO 4 MB
00103239216 8 22408 490TH ST CENTERVILLE 1A 52544 CNVLIAXO 000001 gﬁ:t ﬁﬁ Ig ?oMniB
2024 GOLFVIEW CIR CENTERVILLE 1A 52544 CHVLIAXO 000004 f QUALUPTO 12 M8
1112 N HAYNES AVE CENTERVILLE 14 52544 CNVLIAXO 000004 Con g U E gﬁit i:: Ig ;g ms 2020-05-19 End Date~
519 W MADISON ST CENTERVILLE 1A 52544 CNVLIAXO 000008 different wire gﬁf\t 5: ig ;Z US RANGE
: " QUAL UPTO 50 MB -
?:1 W WALL ST CENTERVILLE 1A sjs.s: c:\ uzz ::::ro\s centerto AL LB TO S0 e ee
anes colann cie CENTERVIIE 1A 5254 cnvLl 04 . . QUALUPTO 75 MB
| h ific add f = e = prowde h'gher QUAL UP TO 100 M8 <
5254 o o 'QUAL UP TO 100 MB RANGE S B
Select the specinc address from N 53544 CHVLIAXD 0002A. bandwidth QUAL UP TO 200 ME RANGE | Update the reqUIred prOdUCt
. . . QUAL UP TO 300 MB RANGE .
the identified location s T | details from the catalog

Qualification Optimizer enables upselling and cross-selling in real-time with improved qualification and enhanced customer experience
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Benefits Achieved by a Leading DSP In North America After Implementing Unified ‘

Serviceability Framework

A leading DSP in North America faced major challenges in the service qualification process,
which lead to poor CX (Customer Experience) and missed opportunities.

Implementing the recommended approach as discussed in this insight,
resulted in the following benefits.

41% 27.5% 5,59

improved Delightful Enhanced
Qualification Customer Qualification
Coverage Experience using Overriding

with Standardized due to higher Mechanism

Address Catalogue bandwidth
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Get in touch

USA

Prodapt North America, Inc.
Tualatin: 7565 SW Mohawk St.,
Phone: +1 503 636 3737

Dallas: 1333, Corporate Dr., Suite 101, Irving
Phone: +1 972 201 9009

New York: 1 Bridge Street, Irvington
Phone: +1 646 403 8161

CANADA

Prodapt Canada, Inc.
Vancouver: 777, Hornby Street,
Suite 600, BC V6Z 154

Phone: +1 503 210 0107

PANAMA
Prodapt Panama, Inc.

Panama Pacifico: Suite No 206, Building 3815
Phone: +1 503 636 3737

insights@prodapt.com | www.prodapt.com

UK

Prodapt (UK) Limited
Reading: Davidson House,
The Forbury, RG1 3EU
Phone: +44 (0) 11 8900 1068

IRELAND

Prodapt Ireland Limited
Dublin: 31-36 Ormond Quay Upper
Phone: +44 (0) 11 8900 1068

EUROPE

Prodapt Solutions Europe &
Prodapt Consulting B.V.
Rijswijk: De Bruyn Kopsstraat 14
Phone: +31 (0) 70 4140722

Prodapt Germany GmbH
Munich: Brienner Strafl3e, 80333
Phone: +31 (0) 70 4140722

Prodapt Switzerland GmbH
Zirich: MUhlebachstrasse 54,
8008 Zurich

Prodapt Austria GmbH

Vienna: Cityport 11, Simmeringer
Hauptstraf3e 24, 1110

Phone: +31 (0) 70 4140722

SOUTH AFRICA

Prodapt SA (Pty) Ltd.
Johannesburg: No. 3,

3 Avenue, Rivonia

Phone: +27 (0) 11 259 4000

INDIA

Prodapt Solutions Pvt. Ltd.
Chennai: Prince Infocity Il, OMR
Phone: +91 44 4903 3000

“Chennai One” SEZ, Thoraipakkam
Phone: +91 44 4230 2300

IIT Madras Research Park I,
3 floor, Kanagam Road, Taramani
Phone: +91 44 4903 3020

Bangalore: “"CareerNet Campus”
2" floor, No. 53, Devarabisana Halli,
Phone: +91 80 4655 7008

THANK YOU!

Prodapt-

powering
gobal telecom
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