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Telecom providers have their hands full these days. 
New players are fl ooding the market, innovative 
services are being introduced weekly, and incum-

bents are slashing prices—all while profi ts are defl ating. This 
perfect storm is sending telecom companies scurrying to their 
strategic playbooks, as they look to generate new revenues, 
become more agile and customer-oriented, and cut costs. 
 Experts agree that the most effective approach is to 
address the telecom “back offi ce”—the operational support 
systems (OSSs) where services are created, managed, and 
delivered.  But challenges exist there as well: The OSSs that 
manage modern telecom networks are plagued by heteroge-
neous information technology infrastructures, software that 
can’t share data, and customization requirements that make 
it hard for companies to expand or migrate their systems. 
 “Transforming operations and cutting costs requires that 
providers adopt a 21st-century approach to correcting these 
problems,” says Keith Willetts, chairman of the TeleManage-
ment Forum, an organization dedicated to telecom back-

offi ce management issues. “Making this degree of change is 
not unlike turning around an oil tanker: It’s a relatively slow 
process that requires long-term commitment.”
 Savvy players understand the goal. “The ability to create 
and deliver services that customers want is the silver bullet,” 
says Sanjay Mewada, vice president of strategy for Net-
Cracker Technology Corp., in Waltham, Mass. “The more 
effi cient, error-free, and adaptable that capability, the more 
likely you can create a unique mix of services and deliver 
it when and where customers want.”
 The service delivery platform used by most telecom 
providers is too compartmentalized, rigid, stove-piped, and 
customized to quickly assemble and manage those services, 
says Mewada. The ideal platform would be agile enough to 
create and deliver services on the fl y, with little customization. 
 “Providers need to look for software that is open, con-
fi gurable, and standards-based,” Mewada says. “Choosing 
solutions that are extremely interoperable and fl exible is 
best.”  He advises customers to look for software that is 
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preconfi gured and also reusable—what he calls “service-
oriented architecture for the back offi ce.”
 One approach is to select software that simplifi es the 
problem by segregating the back-offi ce systems from the 
network. “OSS integration is one of the biggest challenges 
to introducing next-generation networks and services,” says 
Chris Purdy, CTO of Nakina Systems Inc., an Ottawa software 
provider that partners with HP to serve the telecom market. 
“Much as a computer operating system hides complexity from 
software applications, telecom providers need solutions that 
can abstract the complexity of heterogeneous networks in 
order to deliver compelling value-added services.”
 Nakina and HP have already deployed such OSSs in 
tier-one carriers that “virtualize” the network and provide 
sophisticated service-management capabilities. One tele-
com company used it to save from $1 million to $2 million 
on each type of network equipment deployed. In addition, 
the provider estimated an annual savings of $14 million in 
operating expenses and found that new services introduc-
tion was accelerated by 60%.
 “Helping service providers focus on what customers 
want requires a new approach,” says Michele Campriani, 
director of OSS solutions for HP’s communications, media, 
and entertainment unit. “Delivering the right quality and the 
right services is diffi cult to do if you’re focused on back-end 
technology. Only a strategy that delivers universal mediation 
and uses best-in-class operational systems allows service 
providers to become service-centric.” 

 Fortunately, innovative technology options are arriving 
that will help streamline the telecom back offi ce. Add best 
practices to the mix, and the path to business transforma-
tion for today’s telecom providers is clear.
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ABOUT THE TELEMANAGEMENT FORUM
For almost 20 years, the TeleManagement Forum (TM Forum) has 
provided leadership, strategic guidance, and practical solutions 
to improve the management and operation of information and 
communications services. The TM Forum creates collaboratively 
developed, industry-standard solutions, delivered via guidelines 
and specifi cations, that defi ne a specifi c roadmap for achieving 
business effi ciency and operational fl exibility. 
     The TM Forum has more than 540 members in 63 countries, 
including service providers, equipment and software suppliers, 
and systems integrators. For further information, please visit 
www.tmforum.org.

HP
www.hp.com/go/communications

Nakina Systems Inc.
www.nakinasystems.com

NetCracker Technology Corp.
www.netcracker.com

TeleManagement Forum
www.tmforum.org


