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At the beginning of the last decade, the practice of monitoring and improving the parameters of telecommunications 
networks and the quality of the services they provide was revealed to yield an insufficient advantage in a strongly 
competitive market. It was discovered that customers can be satisfied with relatively low-quality services and 
dissatisfied with high-quality services delivered at a high cost. The degree of customer satisfaction depends on 
a wide range of parameters, including technical parameters that are not yet subject to monitoring. Special 
technical groups were introduced into the organizational structures responsible for predicting customers’ feelings 
about the quality of telecommunications services. Standardization organizations such as ETSI and TMF  introduced 
new processes and standards as tool vendors have been continuously developing the best possible offer for 
potential customers. Since then, CEM has reigned supreme at the top of the engineering pyramid of management 
in telecommunications 

THE CHALLENGES OF CUSTOMER EXPERIENCE MANAGEMENT 

In each telecommunications network, there are many groups of users with very different expectations of the 
services they use. This is a fundamental challenge for CEM system creators, as they must work to provide 
relevant data to analyze the expected level of satisfaction for different groups of customers, and how this may 
change in different situations. In order to do such a complex task well, they must collect data from many 
technical systems and present this information in a way that allows users to quickly understand the true causes 
of customer dissatisfaction. Increasingly, analysts are also involved in predicting potential sources of discontent 
and eliminating their causes - before dissatisfaction reaches a state that is noticed or, in the worst case, will 
be stuck in the customer’s memory for a long time. Artificial intelligence solutions or functionality based on 
machine learning are also being used more frequently for these types of predictive measures.  Comarch ACD 
use cases also cooperate with CEM.

Automation and Proactiveness

NETWORK FOCUS

IMMATURE

-   Focus on monitoring of resources

-   No customer dimension in NOC

-   No integration between BSS and
    OSS processes/systems

NETWORK FOCUS

-   Defined service models

-   Focus on monitoring of services

-   No customer dimension in SOC

-   Limited integration betwee BSS
    and OSS processes

-   Integration between TT and OSS

VIP-FOCUS
SERVICE FOCUS

-   Customer dimension visible in SOC

-   Focus on monitoring of services in
    the context of customers

-   Deeper integration between BSS
    and OSS processes

-   BSS/OSS data analytics, 
    information mgmt, 
    SLA monitoring, in place

-   Proactive monitoring

CUSTOMER-FOCUSED
INTEGRATED OPERATIONS

-   Focus on monitoring customers

-   Advanced application of BSS/OSS 
    data analytics

-   Fully integrated with customer
    360O view

-   Visibility of customers by behavior
    and segments

-   Full integration between BSS and
    OSS processes

-   Dedicated dashboards based on
    the same platform

1
DEVELOPING2

MATURE3

DISRUPTIVE4

Fig. 1 Evolution of approach to the service monitoring 

Customer-focused integrated operations is an innovative approach  
for the evolution of network operations centers with the main target being  
to transform customer experience
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The following challenges must be met:

 n  The integration of multiple passive systems and the active data collection of network and service 
parameters in the context of group and individual customer use

 n  Collecting data in a powerful database system that will allow users to perform multiple analyses in near 
real time. If the customer notices the inconvenience, it is necessary to analyze the phenomena causing 
this dissatisfaction in real time

 n For customers using a network other than their own, obtaining relevant data from the roaming  
partner, which was developed as a separate use case

 n Visualization of the data and analysis of results should allow for a rapid review and correlation  
of many sources of different data

Fig. 2 CEM Data Analytics Platform Architecture
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Fig. 3 Correlation of data from different sources

WHAT ARE CUSTOMERS SEEKING IN CUSTOMER EXPERIENCE  
MANAGEMENT SERVICES?

Today, CEM service suppliers such as Comarch must be able to provide measurement structures, parameter 
correlation and even customer behavior patterns and schemes. Customers also demand flexibility, and ease 
of integration with other aspects of their infrastructure. It is important to present data in an attractive, easy 
to understand manner, and to correlate data from very different sources, from technical to patterns of social 
behavior.
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Fig. 4 Example of Roaming Monitoring

WHAT DIFFERENTIATES COMARCH’S CUSTOMER EXPERIENCE  
MANAGEMENT PRODUCTS?

Comarch’s CEM systems meet the demands outlined above, and add further value in other key areas: 

 n  CEM represents one of the analytical tools offered by Comarch, which, on the basis of modern  
mediation systems, gather data from many different sources within a single database system

 n From an efficient database system, individual analytical engines draw data and process this information 
for the entire system

 n  The operator visualizes data from multiple systems based on the principle of a minimum view, sufficient 
for operation

 n  Through the application of global standards, CEM is extremely easy to integrate, not only with other 
products offered by Comarch, but also, thanks to open interfaces, with systems provided by other 
suppliers or developed independently by the CSP

 n   A big advantage of CEM is its modularity, which allows a CSP to buy the module that will meet the 
specific need identified by the organization. This is done within use cases, which respond to the needs 
reported by the operators with which Comarch works. These use cases include:

•  Customer insights for mobile customers

•  Customer insights for NB-IoT customers

•  Customer insights for fixed customers

•  VIP monitoring for mobile customers

•  VIP monitoring for fixed customers

•  Roaming monitoring and troubleshooting

•  IDD calls and transit traffic 

•  Roaming agreements management

•  Segmentation
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CONCLUSIONS

The importance of monitoring tools from the perspective of customer expectations will continue to grow. 
Most operational activities based on monitoring network elements require intensive automation work, and 
artificial intelligence in these areas can reduce the time required to carry out such tasks manually. In modern 
5G networks, this automation is already an imminent part of network construction, and virtualization as a tool 
does not always require human intervention. When it comes to the domain, machines with artificial intelli-
gence are just paving the way, as the nature of this layer will always require a much more human approach. 
Before introducing such automated tools, Comarch CEM will create a foundation of knowledge for innova-
tion and an effective tool to solve today’s problems. To some extent, these are technical problems with the 
quality of networks and services, and the process of solving these issues is becoming increasingly automated. 
These problems are often related to customer expectations and feelings, and Comarch Customer Experience 
Management is the perfect solution for these types of tasks.
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ABOUT COMARCH
Since 1993, Comarch’s specialist telecommunications business unit has worked with some of the biggest telecoms companies in the world
to transform their business operations. Our industry-recognized telco OSS and BSS products help telecoms companies streamline their 
business processes and simplify their systems to increase business efficiency and revenue, as well as to improve the customer experience and 
help telcos bring innovative services to market. Comarch’s customers in telecommunications include Telefónica, Deutsche Telekom, Vodafone, 
KPN and Orange.
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