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Pa6oTa c NOANBHOCTLIO U yAepXKaHUEM KIIMEHTOB ABAETCA OQHOM U3 MepBOCTeNeHHbIX 3aaad
B paMKax COBPEMEHHOM MapajurMbl PasBUTUA TeNeKOMMYyHUKAUMOHHOTO pbiHKa. Tekywas
KOHKYpEHTHas CUTYaLua Ha PbiHKE TeneKOMMYHUKAUMOHHBIX YCIYT 3aCTaBNAeT KOMNaHuu pas
60TaTh B CUTyalMM, KOTAa GONBLUMHCTBO KNMEHTOB yXKe pacnpeAeneHo no oneparopam cea-
3M, 4TO, B CBOIO OYepeAb, YBENNUNBAET CTOUMOCTb NPUBIIEYEHUA KAXK/A0TO HOBOTO KIIMEHTa.
JaHHble 06CTOATENLCTBA 3aCTABNAIOT ONEpaTopoB CBA3M KOPPEKTUPOBATL BEKTOP CBOEro
pa3BUTHA B CTOPOHY KIMEHTA U €ro YAOBNETBOPEHHOCTH, B YACTHOCTU KOMMAHUM BCE aKTUB™
Hee BHeApAIOT B CBOM Gu3Hec-npoLecckl KoHUenuuto Customer Experience Management -
ynpasneHue KnueHTckuM onbitoM. Customer Experience Management (CEM) - koHuenuus,
pa3BMBalOLan yXKe CTaBLUMA KNACCUYECKUM MOAXOA CRM (Customer Relationship
Management) u Bknioyatowas B cebs COBOKYNHOCTb NpOLIECCOB, METOAOB U TEXHONOTUM,
OPMEHTUPOBAHHBIX Ha yNpaB/ieHne BNevaTNeHUAMM, KOTOpbIe KIIMEHT Nofyyaer B npouecce
B3aMMOJeNcTBUA C KoMnaHuew. Mpu 3TOM KIMEHTCKUIA OMbIT — 3TO MHOTOMEpHOE MOHATHE,
cdopmupytoLeecs Ha ocHoBe 60MbLLIOTO KonnyecTsa ¢akTopoB, KOTOpbie, B CBOIO o4epeab
CO3AAIOT y KNMEHTA HEKOTOPYIO COBOKYMHOCTb OLLYLLEHWA U BNEYATNIEHUA Ha NPOTAXEHUU
BCEro ero XM3HEHHOTro LuKNa. PakTopamMm, OPMUPYIOLLIMMMU KIIMEHTCKUIA OMbIT, MOTYT GbiTh
pasnuuHble aCNeKTbl AEATENLHOCTHU TeNIEKOMMYHUKAUMOHHOTO ONeparopa, B TOM YMCE Kate:
CTBO M BO3MOXHOCTM KIIMEHTCKOTrO CEpPBUCA, YPOBEHb Pa3BUTUA KaHaNOB KOMMyHUKaluuu C
KNUEHTOM, KOPPEKTHOE BbiNoNHeHUe onepauuoHHbix KPl coTpyaHUKaMU KOMNAHUK, TeXHU™
YecKMe XapaKTEPUCTUKM ceTH U Tak Aanee. CTaHOBUTCA O4YEBUAHBIM, HTO TONBKO arperalius
1 COBOKYMHbIM aHanu3 Bcex 3TX (haKTOPOB MOXET MO3BOMUTL OMepaTopaM BbICTPOUTE rpa~
MOTHYIO KNMEHT-OPMEHTUPOBAHHYIO CTPATErnio pasBUTUA. B paMkax AaHHOW paboTbl aBTOp
npeanaraeT BapUaHT MoCTpoeHUs YHKUMOHANLHOW MOAEnU (Ha ocHOBe KOTHUTUBHOW Kap-
Tbl), KOTOpas MO3BONAET OMUCHIBATL KOPPenauuio pasnutHbIX ¢dakTopos ¢ opMupyoLUX
KNUEHTCKMIA ONbIT B paMKax AeATenbHOCTH onepatopa ceasu. OnuckisaeMas cyHKUMOHANB"
Has Mogenb 6a3UpyeTcs Ha OCHOBE CTAHAAPTOB, MPEANOKEHHBIX MEeXAYHAPOAHOH OpraHu3a-
umeit TM Forum, a TakxKe C y4ETOM TeKyLLero ofbiTa U NPaKTUKN pasBuTHA HGOKOMMYHMU~
KaLIMOHHOI CpeAbl OTe4YeCTBEHHOro oneparopa CBA3M.
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AKTYaJbHOCTb HCCJICI0BAHHS

st modoro Oriepatopa Ha COBPEMEHHOM PLIHKE TEJIEKOM-
MYHHKALHiT 0HOM M3 1epBOOYEPEIHBIX 3a1a4 sABjfeTcs paboTa
C JIOSTBHOCTBIO H yJieprkaHiieM a0OHeHTOB. Peanun pbIHKa Tere-
KOMMYHMKALHMOHHBIX YCIYT 3aCTaB/IAI0T KOMIAHHM paboTaTh B
CHUTYyaLMH, KOr1a OOIBIIHHCTBO ADOHEHTOB yiKe 00CITY KHBAIOTCS
TeM MWiM UHbIM OTepaTtopoM CBSI3H, YTO, B CBOIO OYepe/lb, yBe-
JAMYMBAET CTOMMOCTH MPHBIEYCHHS KAKI0IO HOBOTO abDOHEHTA.
B 9THX yCIOBMAX peaibHBbIM ApaiiBepom pocta juis Oneparopa
CTAHOBMTCS TPamMoTHast padoTa ¢ CyLECTBYIOWUMN a00OHEHTAMH,
B TOM YHCJIE TEpCOHATM3ALNS B3aUMOAEHCTBHSA, ONTUMH3ALIHS
CYLIECTBYIOLIMX PErMIAMEHTOB M MPOLENYp 0OMeHUs ¢ abOHEeH-
TaMH, aHau3 00paTHOil cBsi3i 0 padoTte ceppuca u Onepartopa B
uestoMm [1]. TTogoOnas cutyanust 3actaBisier OnepaTopos CBA3M
3aHUMATBLCS M3YUYEHHEM H BHEIPEHHEM B MPOLECC B3aHMOICHCT-
Bus ¢ mnosbsoBaredsmu  Kouuernumn Customer Experience
Management — yrpaBjeHHe [10J1530BaTEILCKHM OIBITOM.

Customer Experience (1101630BaTe/bCKHIT OMNbBIT) — IIOHATHE,
BKJIIOYAIOLIEE B Ce0si COBOKYITHOCThH BCEX OLLYILIEHHI M BreUyat-
JEHHH, MOJTyYaeMbIX MOJIb30BaTEIeM B IIPOLECCE B3aUMOICHCT-
Bust ¢ OrnepaTopom Ha MPOTSKEHHU BCErO JKH3HEHHOTO LHKIA,
HauyMHasA OT [MOMCKA HH(pOPMAHK 00 yCIyre U 10 OKOHYAHUS €€
ucroap3oBanusa. Onpenesienne tepmuna Customer Experience
Management MOKHO C(HOPMYIHPOBATE KAK COBOKYIHOCTh MPO-
LIECCOB, METOJ0B M TEXHOJIOI'HH, MO3BOJAIOIIMNX OTCIEKHBATH,
AHATM3UPOBATE M BIMSATH HA MOTb30BATEIBCKHI OMBIT.

Ha TekyImii MOMEHT CYIIECTBYET [Be aKTyalTbHBIE MpoOie-
Mbl Ha cTeike Kounenmmu Customer Experience Management
(CEM) wu npuknagHoii 061acTH  TeleKoMMyHHUKauMi. Bo-
[epBBIX, HE CYIIECTBYET (popManbHOH MOIENH, KOTOpas MO3BO-
ANT KOJIMYECTBEHHO OIpEICIHTh KaK Ha MOJIb30BATEIbCKHI
OMBIT MOTYT BJHsATH HeBbimonHeHne KPI B pamkax onepaunoH-
HBIX TIPOIIECCOB, HEKAYECTBEHHBIH CEPBUC M Pa3JIMUHbIE Xapak-
TEPUCTHKH CETH OIEepaTopa CBA3H. A BO-BTOPBIX, CAMO ITOHSTHE
«ITonp30BaTENLCKUI  ONBIT»  SIBISIETCS  JIOCTATOYHO a0CTPaKT-
HBIM, T.€. He (hOPMAIH30BaHbl (PAKTOPBI, BIHAIOLINE HA HETO.

ITocTanoBKa 3a1a4H

[lepI0 JAQHHOTO HCCJICIOBAHUS SIBISCTCS HMILIEMEHTALUsA
[OHSTHS  TOJIB30BATEIBCKOTO OIBITA B  PA3JIHYHBIE ACIEKTHI
yIpaBieHust CEThI0 TEIEKOMMYyHHKalMoHHOro Omnepatopa u, B
YaCTHOCTH, CO3aHKue (PYHKIHOHATBHOM MOJIEIH, OMUChIBAIOLIEH
GopMATBLHYIO KOPPEJIALIHIO T10/1b30BaTEIBCKOr0 OMbITa U (haKTo-
pOB,  XapaKTEpU3YIOLUIMUX OIKCILTyaTAllHOHHYIO JIEATE/IbHOCTD
Onepatopa CBs31 U KOJIMYECTBEHHBIC MTOKa3aTe/H ero cetTu. Pas-
BUTHEM JIAHHON (PYHKIMOHAIBHOH MO Oy1eT CO3/1aHue KOr-
HUTHBHOM KapThl, JAlOMIeil KOIMYECTBEHHYIO OLEHKY B3auMO-
CBAI3AM MEKIY YIPABISIOMIMMH U LEJIEBbIM (DAKTOPOM MOJEIH.
Cosnanue MogoOHOI KOTHUTHBHOIN KapThl MO3BOJSET pa3pado-
Tarh Hay4HO OOOCHOBAHHBIE PEKOMEHIALMH YIPABISIFOLIAM
3BEHBSIM OIlEpaTopa CBsA3H, KOTOPbIE MO3BOJIAT (OPMHUPOBATH
OpUEHTHPOBAHHYIO HAa TIOTB30BATE/IEH CTPATErHI0 Pa3sBHTHSA
Oneparopa CBsi3u M peIIaTh MPUKIAHbIE BONPOCHI MPH €Ke-
JIHEBHOM B3aUMO/ICHCTBUH ¢ ADOHEHTAMM.

Ha 1aHHbIil MOMEHT KOTHHTHBHOE MOJIEJIUPOBAHHE, ABIAACH
HOBBIM H [IEPCIICKTHBHBIM HATMPABIEHHEM COBPEMEHHOM TEOPHH
NOIEPAKKY M NPUHATHS peleHui. OHO yKe 3apeKOMEHI0BaIO
ce0s Kak ouH 13 Haubosee 3Q(HEKTHBHBIX METOAOB MOBILLEHHS
YIpAaBIEHUs B OPraHU3aALMOHHBIX, COLHATbHO-I)KOHOMHUECKHX U
HOJIMTHYECKUX CHUCTeMax. 3a1ada KOIHUTHBHOIO MOJIEIHPOBa-
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HHS COCTOHT B BBISBJICHHH (DAKTOPOB, XapaKTEPH3YIOLIMX TPO-
GaeMHY0 001aCTh MOIEIMPOBAHHS, ONPEIe/ICHUH B3aUMOCBS3EH
I CTEMEHN B3aUMOBIMSHUA OJHUX (DAKTOPOB Ha APYTHE IyTEM
paccMOTpeHH s MPHUHHHO-CIEICTBEHHBIX LEMNOYEK C MOCIENyI0-
MM [IpeCTaBIeHIHeM coOpaHHO HH)OPMALMH B BH/E KOIHH-
THBHOU KapThI [2].

B paccMarpHBaeMoM B CTaThe Cllydae Mpollecc pa3padoTKu
KOCHHTHBHOH MOJIC/IH YIPABJICHUSI CETHIO TEICKOMMYHHKALM-
onnoro Ormeparopa COCTOUT M3 MOCIEI0BATEIBLHOCTH B3aUMO-
CBA3AHHBIX [IArOB: BBUICICHHE NMPEIMETHOH 00/1acTH, MpoBeie-
uus SWOT w PEST anamiza Ousuec-npoueccos Ormnepatopa,
BbLIENICHHE HanOoJee BOKHBIX (DAKTOPOB, OKa3bIBAKOILIUE pa3-
JMYHBIE [0 CTEMEHH, XapakTepy W MEepPHOAMYHOCTH BIIMSHUA Ha
(p(PEeKTHBHOCTD padOThI TEJEKOMMYHHUKALMOHHOH KOMIaHHH
[3].

B pesynbrate aHannza (opMmupyeTcss NpodJeMHOE 10J€e B
BH/E COBOKYIMHOCTH OasucHbIX (hakTtopos. KormutuHOe 0TO-
OpaskeHiie OU3HEC-IIPOLECCOB TEICKOMMYHHKaUHOHHOro Ornepa-
TOpa OCYHICCTBISETCS B BH/IE KOTHUTHBHOH KapThl — B3BEIICH-
HOTO OPHEHTHPOBaHHOIO rpada

G=<V,E>,
rne V — MHokecTBo Bepums; Vi € V, 1 = 1, 2,
E — MHOXk€ECTBO AyT.

Hyrae; & E,i,j=1, 2, ..., n COC/IMHAET BEPLUHHBI rpaca,
KOTOpbIE ~ COOTBETCTBYIOT ~ 0a3uCHbIM  (akTopam  Ou3Hec-
[poLIECCOB  TejleKOMMyHHKalmoxnHoro Oneparopa, Haubolee
3HAUUMBIM I8 yIpasjieHus npodremoil. BrusHue ¢daktopos
MOZKET OBITh [OJIOKHUTEILHBIM, OTPHULATEIBHBIM HJIH HYJIEBBIM.

o el

CTaHaapThl U Te3UChI JJIs1 HCCJIeI0BAHUS

[TocTaHoBKa Iefiel UCCIeIOBAHUS [IPEANOJIAraeT, YTo B MC-
KOMOi1 KOPHHTHBHOI MOJIE/IH 3a 1eIeBOi (DakTop ciemyer npu-
HATH HEKOTOPOEe KOMIO3HUTHOE 3HAYEHHE MOJIb30BATEILCKOTO
OMbITa, KOTOPOE XapaKTepU3yeT HEKOTOPbIH COBOKYITHBIM MOKa-
3aTedb KadecTBa paboOTHI TeJeKOMMYHHKalMOHHOro Oneparopa
HMEHHO C TOYKH 3pEHHUS ero aDOHEHTOB.

Kak yske ObIJIO CKA3aHO BbILIE, YPOBEHb 110/1b30BATENLCKOIO
omnbiTa (POPMUPYETCSI KAK COBOKYITHOCTH BIEYATICHUH H OLILY-
[IEHUI, MMOMYYaeMbIX MOJb30BATE/ISIMH OT B3aHMMOJAEHCTBHS C
OriepatopoM CBsS3M HA Pa3IMUHBIX dTanax KH3HCHHOTO IHKJIA
(Customer Journey). CoOTBeTCTBEHHO, 0011as OLEHKA JOJDKHA
(dopmupoBaThes 13 HaOOpa COCTABIIAIOLIMX 3HAUCHUH M0JTb30Ba-
TENBbCKOrO OMbITA HA BCEX JTAMAX JKU3HEHHOTO ukia. [Ipu aTom
ClleyeT YUUTHIBATH, YTO MPHOOPETEHHBIH HA OJHOM M3 JTaroB
MOJIb30BATENBCKNN OIBIT BMSET HE TOJIBKO Ha LEJIEBOH MOKas3a-
Tellb, HO U HA YPOBEHB IM0JIb30BATEIBCKOrO OMbITa Ha CMEKHBIX
JTanax KU3HEHHOTO [UKJIa DTOTO MOJIb30BaTEIsL.

Mcxoas U3 JaHHOTO Te3uca, CJIeAyeT, YTO JUIs TOUHOH OLeH-
ku odutero yposusi Customer Experience, 1eaTenbHOCTb Ollepa-
TOpa CBSI3H HEOOXOMMO OLEHHUBATH HA PA3IMUHBIX JTANAX JKH3-
HEHHOro HuKIa. Ha Tekyuruii MOMEHT B 00/1aCTH TEIEKOMMY HH-
KaL{ii MPHHATO BBIACIATD CJIELYIOLINE Tkl JKH3HEHHOTO MK~
J1a TIOJIL30BATEISI:

. Be Aware — 0CBE€/1OMJICHHOCTD;

Interact — HAYAIO B3aMMO/IEHCTBHS;

Choose — BbIOOp TeIEKOMMYHHUKALMOHHON YCITYTH;
Consume — notpedieHue yciuyru;

Manage — yrnipaBjieHHe yCIyroii;

Pay — mnarexu;
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e  Renew — OOHOBJIEHHME COIJIALICHHsA HA HCIOJb30BAHHE
YCIIyTH;

e  Recommend — pekoMeHaaLHH;

e  Leave — OKOHYaHHE UCIOIB30BAHHS.

Ha ka10M U3 OMMCAHHBIX BbILIE JTANOB Yy MOJIb30BATESA
dbopmupyrotes BredatieHust uin onbIT — Customer Experience.
Takoi OmpIT MOXKET OBITh KaK MOJIOKHTEAbHBIM, TAK H OTPHLA-
TeJIbHBIM, HO B JIIOOOM Cjlydae OIBIT KakJI0ro dTala OKa3blBaeT
BIIMSIHAE Ha [MOBEACHHE, CKJIOHHOCTH K OTTOKY M JIOSUIBHOCTb
MOJIK30BaTeN s HA ApyruX dTanax. OTcioa clielyeT BbIBOJ, UTO B
pamKax KaKI0ro JTarna HeoOXOIMMO YMETh OTCJICAUTh, POaHa-
JIM3UPOBATH TMOJIB30BATEIBCKHH OIMBIT U Jajlee [MPaBUIbHBIM 00-
pazoM Ha HEro IMOBJIUATE.

[t Toro ormmcaHust QyHKUHOHAIBHON 3aBUCUMOCTH 1071630~
BATEJILCKOTO OIbITA OT PA3JIMYHBIX JKCIUIyaTALIHOHHBIX aclleK-
TOB JIEATENBHOCTH OIeparopa CBA3M HeOOXOAUMO BBeCTH (op-
MaJlbHbIe KPHTEPHH €ro OLEHKH Ha KaKJAOM M3 DTaroB — yNpas-
JstronHe (paKkTopel A1 KOTHHTHBHOM KapThl.

B kadecTBe ynpaBIsSOUMX (aKTOPOB UL MOJETH MpejiIara-
eTcsi uenosb3oBarh pekomenaauun TM Forum. B 2015 rony,
oprauuzauus TM Forum ¢opmasnusobaia HaOOP BEIMHCIIAEMBIX
METPHK, MO3BOJISOIMX KOMIUIEKCHO OLIEHMBAThH [0Jb30BATEIb-
CKHIl OMBIT Ha pa3muyHbIX dTanax Customer Journey, HCMOB3Ys
JUISL 9TOTO JlaHHbie, rnojrydaeMbie H3 OSS/BSS cpesapl Oneparopa
cBs3 [4, 5.

Britop merpuk TM Forum B kadecTBe ynmpaBIsOIINX (Dak-
TOPOB Ul KOTHUTHBHON MOJIEIH YNpaBACHHsA MOJIb30BATENb-
CKHMM OIIBITOM 00YCJIOBJIEH:

e cepresnoil dkenepTu3oit TM Forum B yacTu BblaeieHus
W aHajaM3a JaHHBIX METPUK. BO3MOKHOCTH MPaKTHYECKOrO MO-

JIydeHHst JaHHbIX [Uist pacuerta MeTpuk 13 OSS/BSS cpensl one-
paropa cBsi3u;

e  BO3MOXKHOCTBIO CO3[aBaTh MPOEKLHM METPUK HA Mpe-
JOCTABJISIEMYI0 CEPBHCHYIO TIAT(HOPMY U UCIIO/Ib3YyEMbIE TEXHO-
JIOTHH;

e  HaJIMYHE MPOEKLUMH METPUK HA PA3IMUHBIC ITAIbl KU3-
HEHHOrO LMK [0Jb30BATEIIsl, YTO COOTBETCTBYET HCXOIHOMH
MOCTAHOBKE 3a/1a4H HCCICIOBAHHSL.

[TogoGHast 1eKOMIO3MLIMSL YIPABJIAIOMINX (HAKTOPOB MO3BO-
JISIeT OMpeenuTh, TO, KaK B KOJMYECTBEHHOM JKBHBAJIEHTE Ha
[0/1b30BATE/ILCKHH OMNBIT BIAMSAIOT CTAaHJAPTH3UPOBAHHBIC MOKA-
3aTeJI IKCIUIyaTallMd CETH, TAKHE KaK 3a/epKKa MPH PEIICHUH
[10JIb30BATEILCKOr0 MHLMIACHTA, MOTEps MaKTOB B MpoLecce
npenocraBienus VPN kaHaa, KOJIUWYECTBO OTKA30B CETH, CPEI-
Hsis TIPOITYCKHAast CITOCOOHOCTh KaHAIOB U T.IT.

[IpoBenenHoe ucciieroBaHue

B pamkax mpoBOJHMOIO HCCIEIOBAaHMS, B Ka4eCTBE YINpPaB-
JAOMUX  (DAKTOPOB KOTHUTUBHOM Mojenu ObLti BBIOpaHBI 42
METpHKH (M3 YeThIpexcoT, mpeanaraemMbix TM Forum), xapakre-
PU3YIOLINE [MOJb30BATEILCKHH OMBIT HAa YETBIPEX dTamax KH3-
HenHoro ukna: Choose, Consume, Manage, Pay.

Kputepusivu BoIOOpa HMEHHO 3THX METPHUK sBJIACTCA:

e [IPOBEJICHHBIC ABTOPOM HCCIICIOBAHMS HAIUYMSA JAHHBIX
Juis pacdeta obo3HaueHHbIX MeTpuk B OSS/BSS kommiekcax
HECKOJIbKUX OTe4eCTBEHHBIX OnepaTopoB CBSA3H;

e  OpUEHTALHs Ha CYIIECTBYIOIHE U AKTya/IbHBIE CEPBUCHI
M TEXHOJIOTUH OTeuecTBeHHBIX OrepaTopoB CBS3H.

BpiOpaHHbIe METPUKH MpeACTaBICHB! B Ta0. 1.

Tadmuua 1

Yunpasasiomue GakTopbl IS KOCHHTUBHOH MOAeTH

DTan KU3HEHHOTO Unentuduka- Metpuka HasuaueHnue METpHKH
LMKJIA [10/1b30BATENbA | TOP METPUKH
TM Forum
(yrpasJiaroWwui
takrop B KK)
1. Choose CH-C-1 Customers Acquired Used to evaluate the trend of customer growth and whether referral occurred
CH-C-3 Orders Successful Used to evaluate the popularity of Product and Service Plan IDs and sales
performance across all Channels
CH-C-11 Hours to Deliver, from Request Used to measure delivery performance
to Delivery
CH-C-38 Service Activations Successful Used to measure efficiency of Service Activation process
CH-F-2 % Orders of Enquiries Used to measure the channel efficiency in terms of order to enquiry ratio
CH-F-25 Seconds per Account Activation, from | Used to measure efficiency of Account Activation process
Request to Activation
2. Consume CO-C-4 Seconds per Call Origination, from CM | Used to measure Voice Service performance
Service Request to Alerting
CO-C-7 % Calls Dropped Perceived Used to measure Voice Service performance
CO-C-8 % Call Good Voice Quality Used to measure Voice Service performance
CO-C-15 % TCP Connect Success Used to measure media streaming experience
CO-C-18 % Streaming Response Success Used to measure media streaming experience
CO-C-22 % Streaming Sessions Disconnected Used to measure media streaming experience
Streaming Disconnection indicates the number of times for which a user stops
playing a multimedia file due to poor quality of the sound or image and the
number of times for which the file stops unexpectedly due to network discon-
nection. Media Type may not be known
CO-E-7 Product Subjective Score (Enterprise) Used to measure the user experience of a specific product
The First Month flag enables the Enterprise Customer’s initial feelings about
the product to be tracked.
CO-E-10 Network Security Subjective Score Used to measure the user experience of the security solution
(Enterprise)
CO-F-1 Network NPS Used to measure the customer’s perception of the network service
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NPS = % of promoters (9-10 in likely to recommend scale) — % ot detractors
(0-6 in likely to recommend scale)

CO-F-5a Voice Service Subjective Score Used to measure the customer’s perception of the voice service
CO-F-5b Data Service Subjective Score Used to measure the customer’s perception of the data service
CO-F-7 Service Interruptions Used to measure service availability
CO-C-102 # Seconds per Call Origination, from | Used to measure Voice Service performance
“all digits received” to Alerting
CO-C-104 % Bandwidth Utilisation Used to measure Data Service usage (Bandwidth Used/Bandwidth Available)
CO-C-107 # Minutes Between Service Interrup- | Used to measure service unavailability.
tions - Minimum A small gap between service interruptions may indicate that a single user activ-

ity is interrupted multiple times — this would have a big impact on customer
experience.

CO-E-100 # ms SDH Peer-to-Peer Transfer Delay - | Used to measure SDH pertormance
Mean
CO-E-102 % Packets Lost Used to measure VPN performance
For use with leased lines.
CO-E-104 # ms Transfer Delay - Mean Used to measure VPN performance
For use with leased lines.
3. Manage M-C-2a # Seconds Manage Profile Service Used to measure the performance across channels for the Manage Pro-

file/Service
This is from the customer’s perspective.

M-C-5 # First Contact Resolutions Used to measure the performance of support channels

M-C-6a Incidents Resolved Used to measure the performance of Incident resolution

M-C-6¢ Incidents Due Closure Used to measure the performance of Incident resolution

M-C-9a # Minutes to Resolve Incident, from | Used to measure the performance of Incident resolution
Incident Opened to Incident Resolved

M-C-11 Unresolved Incidents — Smelly Fish Used to measure the performance of Incident resolution

M-C-12 # Repeat Contacts Used to measure the performance of Incident resolution. A repeat contact

indicates that the customer is becoming impatient for resolution.

M-E-10 # Maintenance Notifications Violated Measures performance of Maintenance process for enterprise customers.

M-E-11 Customer Service Manager Subjective | This metric measures the customer’s satisfaction with the general support
Score — General Support of the Customer Service Manager.

The capture period may be adjusted on a per-customer basis

M-F-3 Support Hotline Subjective Score —| Used to measure the perceived experience of the assistance provided
Manage Service/Profile by the Support Hotline when requesting service/profile changes

M-F-8 Online Channel Subjective Score - | Used to measure the perceived experience of using the Online Channel
Receive Help to seek help with a problem.

M-F-23 % Service Configurations Failed Used to measure efficiency of Service Configuration process

M-F-24 # Minutes per Service Configuration, | Used to measure efficiency of Service Configuration process
from Request to Configuration

4. Pay P-C-3 % Top-Up Success Used to measure the Top-Up success rate, and identify channels with faults

P-C-3a # Seconds Top-Up Used to measure the performance of top-up channels

P-C-9 % Bills Incorrect Used to measure experience of billing function

P-E-4 Bill Satisfaction Subjective Score Used to measure the experience of billing
(Enterprise)

P-F-5 Top-Up Satisfaction Subjective Score Used to measure the customers view of the top-up process.

B ocHOBe MmoCTpoeHUs! (PYHKIHOHAIBHOH MOJAETH IMOJIOKEH Tabnuma 2

TE3UC, YTO Kax/jaass W3 OIMMUCAHHBIX METPHK MOJKET BJIUATH HaA

: MaTtpuna B3auMOBJIUAHUS (PAKTOPOB KOTHHTHBHOH MO/IE/IH
nokazarenab Customer Experience B paMkax ONpee/IEHHOTO dTa-
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CBA3b

e  OTpMIATE]BHOE BIMAHKE (-)-AaHHOE 3HAYCHUE OTpakKa-
et BiusHue pakTopa A Ha hakTop b, MpH yCIOBUH, YTO H3MEHE-
Hue B GOJIBIIYIO CTOPOHY 3HAaYeHUs (aKTopa A TOBJI€YET 3a CO-
Goii W3MEHEHNE B MeHbLIYK CTOpoHy dakropa b, 1 HaoGOpoT,
M3MEHEHHE B MEHBIIYIO CTOPOHY (hakTopa A MOBJIEUET 32 coboit
yBenuuenue 3Hauenns Gaxropa b;

e  mynesoe BimsHue (0)-7aHHOE 3HAYCHHE OTPAKACT oT-
CYTCTBUE B3aMMOBJMAHUS (OTHOIICHHS NPUYMHHOCTH) (haKTopa
A na ¢axrop b.

Jlisi HACISAHOCTH CBsi3b (DAKTOPOB MOXNKHO PaccMOTPETh B
BUJE MATPUIlGI B3aMMOBIHsHUA. B TaGmmue 2 mpexacTaBlieHa

MaTpulla B3aUMOBIIMSHHA  yNpPaB/IAIONHX (akTopoB dTara
Manage H3HEHHOTO LIUKJIA T0JIB30BATEIA.

Jlaiee yrpaBJIsioLIHe i Le/eBbIe (aKTOPbI, a TAKKE UX KOP-
PENALMIO MOKHO TIPEACTAaBUTEL B BUIC KOTHUTHUBHOW KapThl MO-
nenmpyemoii obmactu — puc. 1. Ha KOrHMTHBHOM KapThbl BHU3ya-
JIM3UPOBAHO BIIMSHUE YIIPABIIAIOLIIX (axkTOpoB YT HA IPYyTa,
BIMSHME YTPABIAIOWIX (HAKTOPOB HAa 3HAYCHHUC TMOKA3ATCIA
[OJIB30BATENILCKOrO OIBITA B PaMKax JKM3HEHHOIO LHKIA, a TaK-
e BIMSHUE HA Le1eBOil (HaKTOp — KOMIO3UTHBIH TOKa3aTesb
[0JIb30BATENILCKOrO OTIBITA.

+ CO-E-10 Co-C-15
Co-C-7 Co-C-8
Co-C-4
— +
o ~ N
co- , o
. = N 1
104 O£ 02
p 104
CO-F-1 CO-F-5a C0-C-18
= qeatitl :
j‘ e
— +

Puic. 2. DyHKUMOHATbHAS KAPTA MOJIEMPYEMOH obnactu
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BbIBO/IbI M MEPCNeKTHBBI HCCTEJOBAHHS

B pamkax uccienoBanus onucana (opmanbHas (QyHKIHO-
HaJIbHAsk MOZEIb /Ul KOTHUTHBHON KapThbl 3aBHCHMOCTH MOJIb30-
BATEJILCKOTO OMbITBI OT (PAKTOPOB IKCIUTYyaTALHOHHBIX MPOLIEC-
COB orlepaTopa CBS3M M Pa3IMUYHBIX XapaKTepPHCTHK ceTu. B ka-
4eCTBE OCHOBHBIX TE3HCOB HCCIEAOBAHUS ObLIM MPUHATHI yT-
BEPIKICHHS. O TOM, YTO MOJIb30BATEIbCKHUIT ONBIT — 2TO MHOTrO-
MEpHBIIT KOMIIO3UTHBII napaMeTp, GOpMHpPYIOLIMIICS Ha pasiny-
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BATEJIBCKOrO OIBITA B PaMKax OIpe/IesIeHHONH CepBUCHOM IIaT-
(hopMbl, TEXHOJIOTHH MPEAOCTAB/ICHUS CEPBUCA, CEMMEHTA I10JIb-
30Baresieil, a TaKKe aHaJIU3 110JIb30BATEIBCKOTO OIBITA B MPOEK-
LM HA pa3/INuHble KaHAIbl OOLIEHHS C M0Jb30BaTEIAMH.
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CUSTOMER EXPERIENCE IN THE COGNITIVE MODEL
OF OPERATOR'S NETWORK MANAGEMENT

Vladimir A. Akishin, "RTC Argus", St. Petersburg, Russiq, v.akishin@argustelecom.ru

Abstract

Today customer loyalty and churn rate are one the most important issues for telecom operators. Realities of the telecommunications
market force companies to operate in a situation when the majority of customers have already divided among different telecom serv-
ice providers. This situation makes telecom operators implement Customer Experience Management concept into their processes.
Customer experience is a concept that includes a set of impressions that a customer receives from interaction with telecom operator.
But nowadays, there isn't any formal model describing how the customer experience is formed in the specifics of the operator's activ-
ity, in particular how the network characteristics, the quality of the provided service, the level of development of the OSS landscape
and other aspects of the telecommunications environment can influence it. The paper considers a variant of a functional model, which
is based on a cognitive map model. The model describes how customer experience can be influenced by different operations KPI and
network characteristic. The functional model is based on the TM Forum recommendations.

Keywords: customer Experience, CEM, OSS, loyalty, churn rat, cognitive maps.
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